EDDL SERVICE LEVEL AGREEMENTS
The EDDL System must be available for use during all NJMVC operational hours and any other times when the system may be required for related system operations excluding any agreed upon maintenance windows, unless otherwise instructed by the SCM.
The EDDL System must adhere to the following Levels of Production impact:
Level 3 – a non-production issue that impacts testing (UAT or Development environment) in a meaningful way. Testing is impacted, but not halted. A response from the Contractor after initial NJMVC contact must be in two (2) hours or less. The Contractor is required to provide a troubleshooting session within three (3) hours of initial NJMVC contact, unless otherwise approved by NJMVC. Resolution is required within seven (7) Business Days, unless otherwise approved by the SCM in writing.
Level 2 – a production or non-production issue that impacts the environment in a serious way. The system still functions, but there are serious disruptions to business and/or testing. A response from the Contractor after initial NJMVC contact must be in 30 minutes or less. The Contractor is required to provide a troubleshooting session within one (1) hour of initial NJMVC contact, unless otherwise instructed by the SCM. Resolution is required within one (1) Business Day, unless otherwise approved by the SCM in writing.
Level 1 – production downtime, where business halts and Agencies are unable to process EDDL transactions. A response from the Contractor after initial NJMVC contact must be in 15 minutes or less during Business and non-business hours/Days. The Contractor shall provide a troubleshooting session within 15 minutes of NJMVC contact, unless otherwise instructed by the SCM. Resolution must be provided within one (1) hour, unless otherwise instructed by the SCM in writing. Contact and resolution may be required after business hours or on weekends. Downtime caused by cloud connection issues shall require 24/7 monitoring by the Contractor until issue resolution.
Hardware issues are considered Level 1. The Contractor must replace and/or repair faulty and/or nonoperational hardware within one (1) hour of NJMVC contact, unless otherwise instructed by the SCM.

