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Service Category SLA 
Number 

Deliverable Title Performance Metric Financial 
Consequence  

 
All calendar days, 
unless otherwise 

stated 

Additional SLA Clock 
Information 

Contractor Staffing SLA-A1 Staffing Positions  a) Key staff positions will be filled 
within thirty (30) days from Contract 
execution, in accordance with SOW 
subsection 2.1 
 
b) Key staff positions will be filled 
within ninety (90) days of vacancy or 
within the timeframe established by the 
Department after a waiver of the ninety 
(90) day requirement, in accordance 
with SOW subsection 2.1 
 
c) DMS must receive a notification of a 
vacancy of a key staff position within 
fourteen (14) days of the vacancy, in 
accordance with SOW subsection 2.1   

a) $250 per day, 
per vacancy 
 
b) $250 per day, 
per vacancy 
 
c) $250 per day, 
per incident 

a) Should DMS invoke the 
right to review and approve 
candidates for key staff 
positions, the SLA clock 
will be suspended during 
the DMS review.  
 
b) Should DMS invoke the 
right to review and approve 
candidates for key staff 
positions, the SLA clock 
will be suspended during 
the DMS review. 

c) N/A 
  

 SLA-A2 Final Staffing 
Organizational Chart 

The final Staffing Organizational Chart 
shall be submitted to the Department no 
later than thirty (30) days from Contract 
execution, in accordance with SOW 
subsection 2.1  

$1,000 per day 
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Services and 
Devices  
for Mobile 
Communication 
Services  
  

 SLA-B1 Network-to-Network 
Interconnection 
Failover 

Failover successfully accomplished 
within 500 seconds, in accordance with 
SOW subsection 3.6  

$5,000 per 
connectivity issue 
incidence 
 
$5,000 per quarter 
hour if the failover 
is not successful 
and results in 
downtime of 
longer than 500 
seconds  

The SLA is measured by 
the Contractor’s equipment 
or system logs.  
 
The SLA clock starts when 
the logs indicate the loss of 
interconnectivity.  
 
The SLA clock stops when 
the interconnection with 
MFN operates without any 
loss of performance 
compared to the 
interconnection 
performance prior to 
failover. 

 SLA-B2 Network-to-Network 
Interconnection 
Performance Upgrade 
with MyFloridaNet 

Required capacity upgrade must be 
completed within sixty (60) days, in 
accordance with SOW subsection 3.6 

$3,000 per day  The SLA clock starts when 
an upgrade is needed as 
shown and documented in 
the Contractor’s monitoring 
tools.  
 
The SLA clock is on hold 
during DMS verification of 
the upgrade. 
 
The SLA clock stops when 
the required capacity 
upgrade has been accepted 
by DMS. 
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 SLA-B3 SLA Compliance 
Report  

The report will be provided monthly, 
two (2) Business Days before the 
monthly operational meeting, in 
accordance with SOW subsection 
3.18.5 

$1,000 per day 
 

 SLA-B4 Escalation Activity 
Report 

The report will be provided monthly, 
two (2) Business Days before the 
monthly operational meeting, in 
accordance with SOW subsection 
3.19.1 

$1,000 per day 
 

 SLA-B5 Zero Usage Report The report will be provided quarterly 
and provided two (2) Business Days 
before the January, April, July, and 
October monthly operational meeting, 
in accordance with SOW subsection 
3.19.2 

$1,000 per day 
 

 SLA-B6 Escalation Procedure 
Development and 
Updates   

Developed within thirty (30) days of 
Contract execution, in accordance with 
SOW subsection 3.19.3 and section 4. 
 
Updated within three (3) Business Days 
of email notification from DMS. 

$1,000 per day 
until developed or 
until updated  

 

 SLA-B7 Notification, Planned 
Maintenance 

Notification received two (2) Business 
Days prior to any planned maintenance, 
in accordance with SOW subsection 
3.20.4 and section 4  

$2,500 per failure 
to notify  

The SLA is measured by 
the Contractor’s logs and 
emails. 
 
The SLA applies 
automatically two (2) 
Business Days prior to any 
planned maintenance for 
which notice is not 
provided. 
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 SLA-B8 Notification, 
Emergency 
Maintenance 

Notification received at least thirty (30) 
minutes prior to the emergency 
maintenance, in accordance with SOW 
subsection 3.19.4 and section 4   

$2,500 per failure 
to timely notify  

The SLA is measured by 
the Contractor’s logs and 
emails. 
 
The SLA automatically 
applies thirty (30) minutes 
prior to any emergency 
maintenance for which 
notice is not provided. 
  

 SLA-B9 Notification, 
Unplanned 
Maintenance     

Notification received within two (2) 
hours of the unplanned maintenance, in 
accordance with SOW subsection 
3.19.4 and section 4 

$2,500 per failure 
to timely notify 

The SLA is measured by 
the Contractor’s logs and 
emails. 
 
The SLA automatically 
applies two (2) hours after 
any unplanned maintenance 
for which notice is not 
provided. 
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SLA-B10 Migration of Existing 
Customers 

Customer migration will be completed 
within one-hundred and twenty (120) 
days of completion of the Services 
Infrastructure Checklist, in accordance 
with SOW subsection 3.23 

$3.00 per day, and 
per wireless 
data/voice device, 
until completed 

The SLA clock stops for 
incumbent Contractors 
when all End-users are 
identified as either migrated 
or no longer receiving 
services from the 
Contractor.  
 
The SLA clock stops for 
non-incumbent Contractors 
when all End-users 
identified as purchasing 
services from the non-
incumbent Contractor are 
migrated.  

Contractor Meetings 
with DMS 

 SLA-C1 Project Management 
Monthly Review 
Meeting 

A Project Management Monthly 
Review Meeting must be conducted 
within fifteen (15) days of acceptance 
of the Project Charter and monthly 
thereafter, in accordance with SOW 
subsection 3.25.3.   

$250 per day The SLA clock is on hold if 
the Department requests the 
meeting be delayed or 
cancelled.  

 SLA-C2 Project 
Implementation 
Phase - Project 
Kickoff Meeting 

A Project Kickoff Meeting must be 
conducted within fifteen (15) days of 
acceptance of the Project Charter, in 
accordance with SOW subsection 
3.25.4.   

$250 per day The SLA clock is on hold if 
the Department requests the 
meeting be delayed or 
cancelled. 
  

Project Management  SLA-D1 Project Charter A Project Charter is due within four (4) 
weeks of Contract execution, in 
accordance with SOW subsection 
3.26.1.1 

$1,000 per day 
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 SLA-D2 Project Management 
Plan 

A Project Management Plan is due 
within six (6) weeks of Contract 
execution, in accordance with SOW 
subsection 3.26.1.2 

$1,000 per day 
 

 SLA-D3 Readiness Plan A Readiness Plan is due within six (6) 
weeks of Contract execution, in 
accordance with SOW subsection 
3.26.1.3 

$1000 per day 
 

 SLA-D4 Communications 
Management Plan 

A Communications Plan is due within 
six (6) weeks of Contract execution, in 
accordance with SOW subsection 
3.26.1.4 

$1000 per day  

 SLA-D5 Risk Management 
Plan 

A Risk Management Plan is due within 
six (6) weeks of Contract execution, in 
accordance with SOW subsection 
3.26.1.5 

$1000 per day   

 SLA-D6 Requirements 
Management Plan 

A Requirements Management Plan is 
due within six (6) weeks of Contract 
execution, in accordance with SOW 
subsection 3.26.1.6 

$1000 per day 
 

 SLA-D7 Disaster Recovery 
Plan 

A Disaster Recovery Plan is due within 
three (3) months of Contract execution, 
in accordance with SOW subsection 
3.26.1.7 

$1,000 per day 
 

 SLA-D8 Project Management 
Implementation 
Phase Schedule 

After acceptance of the Project Charter, 
a Project Management Implementation 
Phase Schedule is due every two (2) 
weeks by noon ET on Fridays, in 
accordance with SOW subsection 
3.26.2.1 

$250 per day    



 
 

ITN No.: DMS-19/20-006    Page 7 of  9 
Attachment C: Service Level Agreements   

 SLA-D9 Project Management 
Tracking Logs 

Project Management Tracking Logs 
must be submitted within two (2) weeks 
after the Project Kickoff Meeting and 
every two (2) weeks thereafter, in 
accordance with SOW subsection 
3.26.2.2 

$250 per day  
 

SLA-D10 Project Status 
Reports 

Project Status Reports must be 
submitted within two (2) weeks after 
the Project Kickoff Meeting and every 
two (2) weeks thereafter, in accordance 
with SOW subsection 3.26.2.3 

$250 per day  
 

SLA-D11 Guides Guides must be provided within three 
(3) months of Contract execution and 
within one (1) week, or as otherwise 
specified by DMS, upon requested 
updates, in accordance with SOW 
subsection 3.26.3 

$250 per day  
 

SLA-D12 Project Closure 
Documentation 

Project Closure Documentation must be 
provided within one (1) month from the 
close of the Project Implementation 
Phase, in accordance with SOW 
subsection 3.26.4 

$250 per day  
 

SLA-D13 Implementation Plan A Project Implementation Plan must be 
provided within six (6) weeks of 
Contract execution, in accordance with 
SOW subsection 3.26.5.1 

$1,000 per day  
 

SLA-D14 Incumbent Contractor 
Weekly Migration 
Report 

An Incumbent Contractor Weekly 
Migration Report is due each week 
during implementation, in accordance 
with SOW subsection 3.26.5.1.b 

$1,000 per day  
 



 
 

ITN No.: DMS-19/20-006    Page 8 of  9 
Attachment C: Service Level Agreements   

 
SLA-D15 Non-incumbent 

Contractor Weekly 
Migration Report 

A Non-Incumbent Contractor Weekly 
Migration Report is due each week 
during implementation, in accordance 
with SOW subsection 3.26.5.1.c  

$1,000 per day  
 

SLA-D16 Individual Customer 
Specific Migration 
Plans 

Individual Customer-Specific 
Migration Plans must be provided 
within four (4) weeks of written 
notification of the requirement, in 
accordance with SOW subsection 
3.26.5.2 

$500 per day  
 

SLA-D17 Services 
Infrastructure 
Checklist 

The Services Infrastructure Checklist 
must have all items completed and be 
accepted by the Department within the 
timeline agreed to in writing in the 
Implementation and Migration Plan, in 
accordance with SOW subsection 3.27 

$10,000 per day  
 

Public Safety SLA-E1 Public Safety Service 
Plans and Devices 
Report 

The Public Safety Service Plans and 
Devices Report will be provided 
monthly, two (2) Business Days before 
the Monthly Operational Meeting, in 
accordance with SOW section 4.7 

$1,000 per day   
  

Business Operations SLA-F1 Invoicing  Complete and accurate invoices must 
be submitted no later than the 10th day 
of the month for services in arrears, in 
accordance with SOW subsection 5.10 

$1,000 per day  The SLA clock stops when 
the timestamp for when the 
complete and accurate 
electronic billing file is 
submitted to the 
Department.    

 SLA-F2 Application of Billing 
Credits  

Apply each credit in the first available 
billing cycle after the credit has been 
determined, in accordance with SOW 
subsection 5.10 

$1,000 per day The SLA clock stops based 
upon the timestamp for 
when the complete and 
accurate electronic billing 
file is submitted to the 
Department.    
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Direct Ordering and 
Billing  

SLA-G1 Cost Recovery 
Payment to DMS 

An electronic Cost Recovery Payment 
will be provided within forty-five (45) 
days after the end of the calendar 
quarter to cover the fees collected for 
the previous quarter, in accordance with 
SOW subsection 6.2 

$1,000 per day  The SLA clock stops the 
date the check is deposited 
into the DMS account.     

SLA-G2 Direct-Billed 
Accounts Monthly 
Report 

A Direct-Billed Accounts Monthly 
Report will be provided no later than 
the 15th of the month on all direct-
billed accounts, in accordance with 
SOW subsection 6.4 

$1,000 per day  
 

SLA-G3 Direct-Billed 
Accounts Quarterly 
Report 

A Direct-Billed Accounts Quarterly 
Report will be provided no later than 
the 15th of the month on all direct-
billed accounts, in accordance with 
SOW subsection 6.5 

$1,000 per day  
 

 


