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Attachment J.9
Service Level Agreement Structure (SLA)


1 Introduction
This attachment to the FAVES SIR provides general guidance on the types of parameters that offerors may propose to include in a Service Level Agreement (SLA) for FAVES. As part of definitization of the contract after the FAA’s award decision, this guidance document will be replaced with the successful offeror’s proposed SLA (Attachment J.9) for negotiation and incorporation into the contract. 

2 SLA Formulation
2.1 General Guidance

· The conditions or events that would result in the issuance of an SLA credit should be clearly defined. It should also be noted if SLA credits would be issued on a per-event basis or if a cumulative threshold would have to be met.
· The SLA parameters should be measurable – not subjective or qualitative. In addition, SLA parameters must be based upon performance data that is reported to the FAA through contract deliverables (i.e. - FAA-prescribed CDRLs or additional deliverables recommended by the Offeror to support SLA Management).
· Actual performance relative to any SLA parameter must be independently verifiable by the FAA either through separate measurements or periodic audits performed by the Government. 

· The nature of the SLA credits (e.g., invoice credits, service credits, etc.) should be clearly defined.
· The basis (e.g., MRC associated with a service of function) for the calculation of any SLA credits should be clearly defined. 

· The magnitude (e.g., specific percentage of the basis) of the credits should be clearly defined. 

· The frequency of issuing SLA credits should be clearly defined, i.e., per event, monthly, quarterly, annually, or on a cumulative basis (when a threshold is met). 
2.2 Performance Categories

The following are examples of general performance categories that offerors may consider as the basis for any proposed SLA parameters. None of the examples provided below should be viewed as FAA requirements. The nature and terms of any proposed SLA parameters are left to the discretion of the offeror.
System Performance

System Availability

Service Performance, e.g., call blocking, connection delays, voice quality, etc.
Operational Performance

Restoration of service outages

Responsiveness to technical support requests

Responsiveness to customer support requests

Completion of moves, adds, and changes (MACs) 

Security Incidents
3 SLA Submission and Evaluation

For offerors who elect to propose an SLA, a draft Attachment J.9, FAVES SLA, must be submitted as part of the miscellaneous volume.  No page limit applies to the draft SLA, however offerors must only include information within the draft Attachment J.9 that is relevant to the formulation, measurement and performance of the proposed SLA. Evaluation of any proposed SLA is included under the Business Model Factor of the Technical and Management Proposal (Volume I) evaluation.  

4 SLA Modifications
As part of definitization of the contract, the FAA reserves the right to negotiate changes to and provide final acceptance of this SLA.  During the period of performance of the FAVES contract, the FAA may reassess the effectiveness of the SLA.  Any modifications to the SLA that occur post-award will be based upon the mutual agreement of both parties. 
