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	SERVICE LEVEL AGREEMENT 
Finance & Accounting ERP System


MTA Administration Support

The successful Bidder must provide ongoing assistance to the Agency in the oversight and upkeep of profiles, users, and program data.  This support shall include, but not be limited to:
a) Updating the ERP accounting software over time to synchronize with new program requirements at no extra cost to MTA.
b) Resolving defects (deviation from expected behavior as stated in agreed upon requirements).
c) Developing ongoing improvements to the system, such as data validations, that are determined by MTA to be needed for effective oversight of the system.

The required availability metric for the system will be ninety-nine and a half percent (99.5%) of up time in a calendar month, as measured by the number of actual hours available as a percentage of total hours.   The SLA will contain liquidated damages for failure to meet this metric, as well as for failing to meet the response and resolution times included below.

Help Desk Support
The successful Bidder must provide a user-focused Help Desk, where system users can receive live technical support regarding system functionality.  This Help Desk must become available immediately after receiving MTA’s official acceptance of the implemented solution.  
Hours of Operation
The successful Bidder’s shall be available to provide technical support between the hours of 8:00 AM EST and 5:00 PM EST, Monday through Friday, excluding major holidays. 
Priority Levels and Response Time
A priority scheme will be applied to all technical support requests sent to the successful Bidder according to the criteria shown below.
	Priority
	Impact
	Definition
	Response Time
	Resolution Time

	1
	Critical
	Affects multiple people significantly
	15 mins
	Until Fixed

	2
	Serious
	Affects a small number of people significantly
	1 hour
	8 hours

	3
	Important
	Affects multiple people, but work can still be performed
	2 hours
	12 hours

	4
	Normal
	Affects a small number of people, but work can still be performed
	4 hours
	24 hours

	5
	Other
	Affects one person, but work can still be performed.
	8 hours
	24 hours



Outages and Planned Outages
The number of planned outages (system availability) during the business week shall be limited to one (1) time per month. Planned maintenance to be done during the business week must take place after 5:00 PM EST and must receive prior written approval by the MTA.


Hosting Environment

If a hosting environment is proposed, adequate capacity and processing capabilities must be provided. The hosting environment will provide adequate capacity to ensure prompt response to both data inquiry/lookup and data modification transactions, at all times. Application performance metrics must meet a maximum 5 second response time when measured under an ethernet connection.

Service Level Agreement (SLA) Review

The approved SLA will be reviewed every five (5) years.
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