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Clarifications on the SLA.
Page 93

The detailed Service Level Agreement
(SLA) should capture the following
parameters:

e Uptime and Reliability of the link.
AMPATH proposes a 99.5% uptime for
all the locations.

» Expected Maximum and Minimum
Latency on the VPN tunnels for all
links.

e A portal for monitoring standard
reports on the hardware status and any
other SLA parameters for purposes of
network monitoring.

* A single point of contact/Helpdesk
for all the incidents reported. Indicate
the hours of operation for both
technical and non-technical support.
The bidder is expected to provide 24-
hour by 7-day a week technical support
all year round; they must provide
telephone, email and fax for the
support desk as well as the designated
contact persons describing the
escalation path.

e Maintenance approach and
schedule. The bidder should provide a
detailed maintenance schedule
indicating any planned outage due to
maintenance.

* How penalties are assessed and
credits provided for any failures to
meet specified SLA’s. In case of
deviation from the SLA penalty will be
charged as agreed by both parties.

The detailed Service Level Agreement
(SLA) should capture the following
parameters:

e Ensure serverinfrastructure
remain in operational state,
monitor system reports and
alerts, update system
improvement patches, security
patches and confirm backups.
Support the existing ICT
infrastructure on the
Datacenter including break
fixes.

e Ensure monitoring,
maintenance and resolving of
any issues with datacenter
including providing spare parts
for any which require
replacement.

e Support, monitoring and
maintenance of Virtualized
servers and virtualized
networks environment

e Replacement of hardware parts
and installation of new ones in
case of increase in capacity

e Maintenance of servers, VMs,
Active and passive devices

e Monitor, support, maintenance
and Rebuilding of Active
Directory inthe event of a
disaster

e All Operating Systems
Installation/upgrading/updating
patches regularly
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