ECHA/2013/... – Annex xxx.: Technical Specifications

ECHA/2013/03 – Annex 5.1.6 SLA Specifications


	
	


[image: image1.png]"fECHA

EUROPEAN CHEMICALS AGENCY




Tender Specifications 

Open Procedure

No. ECHA/2013/03

Title: Provision of an HR System, Implementation and Support Services

Annex 5.1.6 – SLA Specifications
CONTENTS

31.
Introduction


32.
Service Level Agreement Specifications


32.1.
General specifications


32.2.
Service Types, Days & Times


42.1.
Specifications for service management services


42.2.
Specifications for Managed Services


52.3.
Specifications for incident management


62.4.
Specifications for Backup & Restore services


62.5.
Specifications for penalties





1. Introduction
This document is an integral part of the tender documentation for the “Framework Service Contract for the Provision of HR System implementation and support services - ECHA/2013/03” (FWC). 
This document provides the specification of the Service Level Agreement (SLA) of the contract, a document that will lay down the minimum levels of services, the service delivery procedures and the applicable penalties in case of non fulfillment of the required service levels that the Contractor commits to provide to ECHA. Tenderers are free to propose a better SLA exceeding the minimum requirements set herewith and covering at least the items listed in the sections below. 

In case of award, this SLA or a better one proposed by the Tenderer shall become an Annex to the FWC. 

2. Service Level Agreement Specifications
2.1. General specifications
The Contractor shall produce detailed monthly service reports for each service (element) covering the specified Service Level Requirements and utilizing the defined quality parameters, such that ECHA can assess the compliance of the services rendered vs. the SLA. Those reports shall include reasons for non-fulfilment in case that for certain elements the required level could not be reached.
The initial SLA is evaluated 3 months after the go-live of the HR system. Reviews must be held every six months thereafter. At the end of each review, an analysis must be made of the performance of the contract and the agreed SLA. Within the time frame mentioned above, ad hoc reviews may be conducted on specific items of the SLA, on request by ECHA, or the Contractor. Scope of the reviews will be also to diagnose services level implementation and fix issues. If no improvement is noticed on two subsequent reviews, ECHA may terminate the FWC.

2.2. Service Types, Days & Times
ECHA expects the HR system, server environments and connectivity – managed services at large – to be generally available 24/7 for the users – in either attended or unattended service mode as defined below. 
In this context, the notion “24/5” refers to service hours and service days (HH/D, i.e. 24 hours over 5 business days in the example). All times given in the context of Service Levels refer to Eastern European (i.e. Helsinki) Time, EET (observing Daylight Saving Time when applicable). 

Business days in the present context always refer to “ECHA Business Days” which are normally working days Monday to Friday. Public and special holidays applied by ECHA are, however, defined by the Agency at its own discretion in advance for each upcoming calendar year. Hence they may change from year to year, and they may deviate somewhat from standard local (Finnish) public holidays. In some cases days which may be local public holidays are Business Days at ECHA. On those days the Contractor shall provide – unless otherwise agreed case by case – services as defined for Business Days. See Annex 5.4 – ECHA public holidays calendar for 2013  for current ECHA holidays. 

ECHA undertakes to communicate to the Contractor in good time (at least 4 months ahead) the holiday plan for the upcoming year to facilitate his resource planning. 

Type “Attended Service” refers to a sufficient number of relevant, qualified staff being on-site at the facility responsible for the delivery of the service. This may be supplemented – at the Contractor’s choice and responsibility – by additional staff being on-call to come in on demand to join the on-site teams. Whatever the model of operation in this respect, the Contractor shall deliver services at the contractually agreed level. It should be remembered, though, that service delivery must not take place from remote offices (including home offices) which do not meet the security requirements for service delivery facilities and/or were not explicitly listed.

Type “Unattended Service” refers to the continued functioning of systems (e.g. servers) while no break or problem occurs, but in the absence of operational staff. In other words, unless otherwise requested by ECHA, systems shall not be switched off outside of attended service times – except for maintenance activities or in cases of perceived acute risk and emergency.
Maintenance, including the implementation of change requests and Specific Contracts, may involve the necessity of system/service downtime. When planned and scheduled well in advance, it shall be referred to as “scheduled downtime” or “scheduled outage”. The Contractor shall notify ECHA, giving the maximum lead-time possible (48hrs minimum), whenever he intends to make use of a scheduled outage window, and/or establish a longer-term schedule to be agreed by ECHA. ECHA may in certain situations oblige the Contractor to defer the planned actions to another window (e.g. to next ECHA holiday). When notice is given without advance planning it shall be referred to as “unscheduled downtime” or “unscheduled outage”.
2.1. Specifications for service management services
The required Attended Service hours for service management services are described in the table below:
	Service
	Attended Service Hours

	Account management
	ECHA Business days, 9:00 – 17:00

	Service management
	ECHA Business days, 9:00 – 17:00

	Service Desk (incident management)
	ECHA Business days, 8:00 – 18:00

	Change Management
	ECHA Business days, 9:00 – 18:00

	Change Execution
	[Planned downtime or Maintenance window]


For Managed Services and related Incident Management the applicable and required schemes are described in the next sections.
2.2. Specifications for Managed Services
The table hereunder specifies the minimum requirements for managed services.

Deviations not agreed upfront may incur financial penalties as defined in section 2.8 of this document.
	System
	HRMS for ECHA internal use
	Recruitment website

	Service availability,

measured during attended service and excluding scheduled downtime
	99,0%
	99,0%

	Attended Service
	During defined service days & hours
	During defined service days & hours

	Service Days
	ECHA Business days
	Any day

	Service Hours
	08:00-20:00
	00:00 - 23:59

	Unattended Service Availability

(“while nothing breaks”)
	24/7

(except for scheduled downtime)
	24/7

(except for scheduled downtime)

	Unplanned breaks,

max. number permitted per month during service hours
	2
	1

	Unplanned breaks,

max. number permitted per year
	4
	1

	Scheduled downtime: 
	Outside normal service hours
	N/A – only upon agreement with ECHA

	Scheduled downtime: max. hours/month
	48
	12 


The service availability of the system will be expressed as a percentage and calculated as follows:

B = 100% x (1 - t / T)
B = Availability
t = Number of minutes that the system was not available within the service window (office hours) during the availability period, as described in the SLA

T = Total minutes of service within the service window (office hours) during the availability period.

The following forms of outages and incidents will be excluded from availability calculations:

• Failure during a period of planned downtime for maintenance purposes
• Failure caused by a change requested by ECHA.

Including downtime outside of office hours (between 20:00 and 07:00 in weekdays, weekends and Holidays) the system must provide 96% availability, measured on a monthly basis. 

The performance of the system is determined by “system response time”. The daily average response time during service hours (8:00 to 20:00) must not exceed 2 seconds. 
2.3. Specifications for incident management
Whenever an incident occurs, ECHA will define its priority upon notification to the Contractor. In doing so, ECHA shall apply the following guiding principles:

1) Priority Class 1: Critical incident due to which the system cannot be used anymore for a period of time, or the incidents impacts the Agency’s ability to meet legal obligations or deadlines. 
2) Priority Class 2: Incident that impacts an entire work group, or moderate to large number of users.

3) Priority Class 3: Incident that impacts a small number of users.

4) Priority Class 4: Incident that does not impact users.
The Service Level Requirements and times defined here shall apply within the service hours defined in section 2.2 Specifications for Managed Services. Resolution times are measured in working time. Response and Notification times are measured in calendar time.

	Incident priority


	Maximum response time to start the Service
	Status Notification to ECHA (upon assignment, and then as defined below)
	Maximum resolution time

	Priority 1
	15 minutes
	Every hour during first 8 hours; thereafter every 2 hours
	4 hours

	Priority 2
	1 hour
	Every 4 hours
	8 hours

	Priority 3
	4 hours
	Every 24 hours
	36 hours

	Priority 4
	8 hours
	N/A
	N/A


2.4. Specifications for Backup & Restore services
Tenderers are asked to describe the backup and resource procedures in use. The table below specifies ECHA’s requirements:
	Service Levels for Backups & Restore Request
	Service Level target

	Time to initiate a backup request from ECHA
	1 hour

	Time to initiate a restoration request from ECHA
	1 hour


These metrics are in addition to the recurring standard backups to be performed by the tenderer on the system. 
2.5. Specifications for penalties
The tenderers are free to propose a penalty system. However, ECHA will evaluate the proposal against the penalty system described below.

2.5.1. General principles

The Contractor shall be held responsible for deviations from agreed service levels which can justly and fairly be attributed to a failure or deficiency under his contractual duties. 

Penalties shall be calculated on a monthly basis, and the Contractor shall credit to ECHA any amounts due in the monthly service invoice issued in the third month following the month giving rise to the penalty, thus giving some time for possible clarifications. 

In the invoice, penalties shall be itemized and clearly attributed to the service (element) in question. For Managed Services, penalties shall be calculated and expressed as percentages of the relevant service fees. For undue delays in the implementation of Change Requests, penalties shall increase in fixed instalments in proportion to the elapsed time. In cases of partial failures the penalties shall be reduced proportionately. Parties will strive to resolve any disputes through the FWC steering group first.

2.5.2. Penalties for Managed Services

	Quality parameter
	Availability of Services and System Response 
This quality parameter measures the availability of each applicable service. A service is considered to be available if it is accessible and responsive to users, human or other systems as the case might be.

	
	

	Required Service Levels
	Service Levels specifying the associated availability and response requirements have been defined in the above sections of this document.


	Measurement method
	Based on automated, regular and frequent measurements to be implemented by the tenderer, the actual availability achieved shall be calculated on a monthly basis and presented in the tenderer‘s monthly report. Response time shall be calculated on a daily average and reported on a monthly basis.  
Any period of non-availability of a service due to a confirmed bug in the application, or due to any other reason outside of the responsibility of the tenderer shall not be taken into account for the determination of the achieved level of availability for the service in question. The tenderer shall nevertheless identify such periods and differentiate them from others in the reports. 

Maintenance (installation of patches, new versions, OS maintenance, etc) shall be scheduled and agreed with ECHA in advance, and shall then not be considered as non-availability.

ECHA reserves the right to also monitor systems (automatically, in non-privileged user mode). Any discrepancies found shall be dealt within the FWC steering group.


	Penalties
	For each service, penalties related to a lack of availability shall be calculated as follows, where “u” is the observed non-availability in a month and “U” is the maximum allowed:

· where U < u ≤ (2*U): 10% of the relevant monthly service fees

· where (2*U) < u ≤ (4*U): 20% of the relevant monthly service fees

· where u > (4*U): 30% of the relevant monthly service fees

An overall ceiling of 35% of the total monthly service fees due for the month giving rise to the penalty claim(s) shall apply.
For response time, penalties shall be calculated as follows, where ‘r’ is the daily average response time during service hours (8:00 – 20:00):
· r > 2s: €150 for the respective day
An overall ceiling of €1500 per reporting month shall apply.


2.5.3. Penalties for Incident Management
	Quality parameter
	Incident resolution time
This quality parameter measures the resolution time in addressing incidents. An incident is considered to be addressed (i.e. closed) if the reported issue is resolved and the system fully functional.

	
	

	Required Service Levels
	Service Levels have been defined in the above sections of this document.


	Measurement method
	Based on automated, regular and frequent measurements to be implemented by the tenderer, the actual level of service achieved shall be calculated per incident and presented in the tenderer’s monthly report.



	Penalties
	For each incident, penalties shall be calculated pro rata based on an amount of €250 per hour outside the maximum resolution time.
An overall ceiling of €1000 per incident shall apply.


2.5.4. Penalties for Backups and Restore services
	Quality parameter
	Backups and Restoration

This quality parameter measures the time to initiate backups and/or restoration requests from ECHA. Backups and/or restoration requests are considered initiated upon confirmation of the scheduled start time.

	
	

	Required Service Levels
	Service Levels have been defined in the above sections of this document.


	Measurement method
	Based on automated, regular and frequent measurements to be implemented by the tenderer, the actual level of service achieved shall be calculated per request and presented in the tenderer’s monthly report.



	Penalties
	For each request, penalties shall be calculated pro rata based on an amount of €500 per hour outside the maximum service level target.
An overall ceiling of €5000 per request shall apply.
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