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1 Quality and performance parameters and requirements
During the execution of the Framework contract and the specific contracts, the Contractor and the GSA shall adhere strictly to the provisions of this Service Level Agreement. The requirements and parameters mentioned herein shall be understood as the minimum requirements of the GSA without additional flexibility, therefore any non-compliance from the Contractor may be subject to penalties. 
In each of the quality and performance tables below you will find two columns for penalties:

	Penalties suggested by the GSA
	Penalties proposed by the Tenderer

	This column indicates an example of what the GSA would expect from the Tenderer


	This is the actual proposal and commitment of the Tenderer, it might copy or follow the GSA example or a completely different compensation may be proposed.

This column will be part of the Framework contract and therefore fully binding.


GSA may decide whether to apply the penalty or not given the severity of the problems caused by the anomalies.
The overall set of penalties proposed and committed to by the Tenderer will be scored as part of the Qualitative Evaluation of the tenders. It will be a comparative assessment. A proposal equivalent to the penalties suggested by the GSA will receive half of the maximum number of points allocated to this section in the Qualitative Evaluation.
The tenderers are requested to fill-in all the yellow fields in the following tables.

2 Contact persons

	Role
	Tenderer
	GSA

	Contract Manager
	Name

Working hours

Contact phone

Contact e-mail
	Name

Working hours

Contact phone

Contact e-mail

	Deputy Contract Manager
	Name

Working hours

Contact phone

Contact e-mail
	Name

Working hours

Contact phone

Contact e-mail

	On-call standby service
GSA helpdesk
	Working hours

Contact phone

Contact e-mail
	Working hours

Contact phone

Contact e-mail

	Issue Escalation
	Name

Working hours

Contact phone

Contact e-mail
	Name

Working hours

Contact phone

Contact e-mail


3 Services

3.1 Basic Service

3.1.1 Contract Management

	Requirements
	Anomalies
	Penalties suggested by the GSA
	Penalties proposed by the Tenderer

	The designated Contract Manager or his deputy must be reacheable on every working day

	E-mails or phone calls not answered on the next business day
	1% of the Basic service price for the month with the anomaly
	

	In case of an open operational problem, the Contract manager or his deputy or a person designated by them as responsible for the problem must be respond to calls or e-mails within 30 minutes

	E-mails or phone calls not answered as requested
	5% of the Basic service price for the month with the anomaly
	

	Meeting agenda shall be submitted to GSA at least 24 hours before meeting start
	Non-compliance
	1% of the Basic service price for the month with the anomaly
	

	Draft meeting minutes must be submitted to the GSA within 72 hours after meeting end
	Non-compliance
	1% of the Basic service price for the month with the anomaly
	

	Final meeting minutes must be submitted at the latest on the 2nd business day following the receipt of GSA comments
	Non-compliance
	1% of the Basic service price for the month with the anomaly
	

	Draft monthly reports must be submitted to the GSA at the latest on the 5th business day of the following month
	Non-compliance
	1% of the Basic service price for the month with the anomaly
	

	Final monthly reports must be submitted at the latest on the 3rd business day following the receipt of the GSA comments
	Non-compliance
	1% of the Basic service price for the month with the anomaly
	

	Invoices submitted to the GSA must correspond to the approved monthly reports; the amounts on the invoice must appear in the reports
	Non-compliance
	Credit note cancelling the invoice and repetition of the report-invoice process
	


3.1.2 On-call Standby ICT Specialists Service
	Requirements
	Anomalies
	Penalties suggested by the GSA
	Penalties proposed by the Tenderer

	The designated stadby service must be reacheable within the declared working hours
	Standby service not reacheable and no callback within 30 minutes
	5% of the Basic service price for the month with the anomaly
	

	Once activated, the remote and/or on-site intervention must be performed outside the declared working hours unless agreed otherwise with the GSA
	Non-compliance
	50% discount on the work
	

	The following specialist must be available:

· Cisco Network

· Cisco Firewalls

· Microsoft Exchange 2010 and/or 2013

· Microsoft SharePoint 2013

· Microsoft Lync 2013

· Microsoft TMG
	Non-compliance or work done by a non-specialist

	50% discount on the work
	

	If 1-hour on-call intervention required
	Actual time 90 minut or longer

No show
	20% discount on the work

Credit note for 4 hours of work of the required specialist
	

	If 4-hour on-call intervention required
	Actual time 5 hours or longer

No show
	20% discount on the work

Credit note for 4 hours of work of the required specialist
	

	If 4-hours on-site intervention required
	Actual time 5 hours or longer

No show
	20% discount on the work

Credit note for 4 hours of work of the required specialist
	

	If Next Business Day on-call intervention required
	Execution on the day after NBD or later

No show
	50% discount on the work

Credit note for 8 hours of work of the required specialist
	

	In Next Business Day on-site intervention required
	Execution on the day after NBD or later

No show
	50% discount on the work

Credit note for 8 hours of work of the required specialist
	

	If further on-call intervention required (the day after NBD and onwards)
	No show
	Credit note for 8 hours of work of the required specialist
	

	If further on-site intervention required (the day after NBD and onwards)
	No show
	Credit note for 8 hours of work of the required specialist
	

	Required competence
	In case of Specialist’s failure to resolve the issue and the GSA can later on bring a proof that with the required profile it should have been resolved
	No payment (including mission costs)
	


3.1.3 Purchasing Service

	Requirements
	Anomalies
	Penalties suggested by the GSA
	Penalties proposed by the Tenderer

	Identify a potential supplier and provide  an offer to the GSA within 5 business days after a request

	Non-compliance
	1% of the Basic service price for the month with the anomaly
	

	Submission of a binding order to the supplier within 2 business days following the GSA acceptance of the offer
	Non-compliance
	1% of the Basic service price for the month with the anomaly
	


3.2 ICT Specialists Support
3.2.1 Procedure to request a specialist
Step 1: GSA sends a request to Contractor and indicates the required starting date for the work. This notice period shall be at least 15 working days long.
Step 2: Contractor proposes at least 3 candidates per post
; if the candidate never worked for the GSA before, the proposal must be accompanied with a CV and a slot for max. 30 minutes interview with the candidate (in Prague GSA HQ or by phone).
Step 3: GSA selects one candidate and his potential substitute; it may request more proposals.
Step 4: Contractors arranges the formalities with the selected candidate.
Step 5: Candidate is ready to work.
	Requirements
	Anomalies
	Penalties suggested by the GSA
	Penalties proposed by the Tenderer

	Candidate ready to work on the requested date (assuming the notice was at least 15 working days)
	Specialist starting later
	50% of his daily rate per each day of delay
	


3.2.2 Procedure to replace a specialist

In case of GSA dissatisfaction with a candidate after he has started to work, or in case a candidate cannot continue his work for the GSA for any reason, a substitute must start to work within 10 working days after the request for replacement. 
If a replacement is requested by the Contractor, the substitute must start to work within 5 working days after the departure of the previous specialist.
	Requirements
	Anomalies
	Penalties suggested by the GSA
	Penalties proposed by the Tenderer

	Substitute ready to work within 10 working days if replacement not requested by the Contractor
	Substitute starting later
	25% of his daily rate per each day of delay
	

	Substitute ready to work within 5 working days if replacement requested by the Contractor
	Substitute starting later
	50% of his daily rate per each day of delay
	


3.3 Application Maintenance Service

	Requirements
	Anomalies
	Penalties suggested by the GSA
	Penalties proposed by the Tenderer

	The resources shall be available at the latest on the 2nd business day following a request
	Work on a request starts later than required
	50% discount on the work
	

	The number of hours per months for the individual specialists (typically an Application analyst, Sharepoint developer, Test engineer) will be specified in the Specific contracts
	Availability lower than required in the Specific contract
	Credit note corresponding to the number of missing hours of the respective specialists
	


3.4 Offsite storage of unclassified backup media

	Requirements
	Anomalies
	Penalties suggested by the GSA
	Penalties proposed by the Tenderer

	Pick-up media set with the requested frequency
	No show within the agreed timeframe
	Reduction of price proportionally to the number of executed and expected pick-ups
	

	Delivery of all media sets to the GSA site upon a call, on 24/7 basis
	Failure to deliver in the agreed time which is
:
Failure to authenticate and verify the request
	No payment for offsite backup service for the whole month when this anomaly occured

50% of the price for offsite backup service for the whole month when this anomaly occured
	


4 Final provisions

All non-compliances shall be recorded in the monthly reports delivered by the Contract manager to the GSA.

In case of repeated non-compliances the GSA may terminate the FWC.
The Tenderer acknowledges and agrees that in addition to and without prejudice to the termination and cancellation rights of the GSA under the Framework Contract GSA/OP/09/14, the GSA reserves the right to terminate the Framework Contract in case of repeated non-compliance with this Service Level Agreement. Any termination in accordance with this provision is not considered a Termination for Convenience.

The Tenderer acknowledges that the Service Level Agreement (SLA) will form integral part of the Framework Service Contract, therefore its terms will be binding for the Tenderer.
Stamp, date and signature of the Tenderer
� Contractor’s holiday schedule


� Prague holiday schedule, on working days between 8:00 and 20:00


� Note that any person intervening on GSA systems must be identified, pre-approved by the GSA and must receive the necessary credentials for remote access. Therefore, there will be a list of specialists who can do these interventions. A non-specialist is any person that does not appear on this list.


� This may be waived by the GSA in justified cases like for example when a supplier is known to be usually late or the Tenderer can prove a delay on the side of its supplier


� This may be waived by GSA in justified cases like for example when a rare profile is requested


� The Tenderer is supposed to fill in this field the committed delivery time in hours, GSA expects 4 hours as maximum
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