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Service Level Agreement

Between

Eskom Holdings SOC Ltd
(hereinafter referred to as “Eskom”)

and 

 Service Provider

 (hereinafter referred to as Service Provider)
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[bookmark: _Toc221196896]Introduction
This Service Level Agreement (SLA) forms part of the tender documentation and outlines the minimum service levels required for the provision of subscription-based services to Eskom.
[bookmark: _Toc221196897]Definitions
	Term
	Definition

	Acknowledgement
	Means that Eskom will receive a reference either by email or verbally to indicate that the call has been logged.

	Billing Schedule
	Supporting document provided by Service Provider to validate volumes and services provided.

	Business Hours
	Monday to Friday, 08:00 to 17:00 SAST, excluding public holidays.

	Client
	Eskom Holdings SOC Ltd (“Eskom”)

	Downtime
	Periods when the service is unavailable or non-functional.

	Incident
	Incident tickets will indicate that something is broken or faulty. Incidents can be generated manually via the Service Provider service desk (telephone or email) or via system generated tickets

	Problem
	Problem calls indicate that there are various incidents calls related to the same root cause.

	Resolution
	The resolution time is the time taken to resolve an incident.

	Response
	The response time is the time, measured in hours or part thereof, for the technician to make first contact once an incident has been logged in the ITSM system.

	Service Provider
	XXXX

	Subscription Services
	The services provided under a recurring payment model, including access to software, platforms, content, or tools.
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The e-learning software should be able to support fast content creation and offer built-in libraries and templates. It must also enable SCORM-compliant course and assessment development that integrates with the LMS and supports tracking. 


The software must support the following core functionalities:
· Quick and efficient content development to streamline production timelines.
· Access to content libraries including themes, images, and characters to accelerate development.
· Cross-device compatibility, ensuring content is accessible on both desktop and mobile platforms.
· Interactive course and assessment creation to improve learner engagement.
· Content management should be seamless and able to open and edit existing source files (e-Learning modules). 
· Software should allow collaboration by allowing multiple users to work on the content simultaneously and provide feedback thereafter.
· Published Sharable Content Object Reference Model (SCORM) content must be fully compatible with Eskom’s Learning Management System (LMS) for seamless deployment and reporting.
· Export LMS-ready packages (SCORM, xAPI, AICC)
· HTML5-based interactive lessons
· Content Authoring: Capability to build interactive modules such as quizzes,
simulations, branching scenarios, and AI-driven activities
·  Multimedia Support: Integration of video, audio, animations, and graphics.
· Annual subscription support and maintenance for a period of five (5) years
· Year 1: 10 user subscriptions
· Year 2: 10 user subscriptions
· Year 3: 15 user subscriptions
· Year 4: 15 user subscriptions
· Year 5: 15 user subscriptions
· 10 users training required during Year 1
· After-sales support to ensure operational continuity
· Telephonic and email technical support – to ensure user proficiency and ongoing operations.
· The software will require a 60 to 240 minutes support with quick turnaround times
· If a high severity issue is reported, and solution has not been identified, the supplier is
required to make the Technical Support resources available through teleconference
discussions to assist with the resolution.

Make provision for technology changes during the contract term. Estimated number of subscription licences required (actuals to be confirmed Annually on anniversary date):

	Description
	Year 1
	Year 2
	Year 3
	Year 4
	Year 5

	eLearning Software development tool (Subscription licences)
	10
	10
	15
	15
	15


[bookmark: _Toc221196900]Service Availability
Service: Access to the subscribed SaaS for 10 to a maximum of 15 named users under subscription.
Uptime: Percentage of total minutes in a calendar month the Service is available and functioning, excluding approved maintenance and exclusions. Measured 24×7.
Business Day/Hours: Monday–Friday, 08:00–17:00 (customer local time), excluding public holidays.
MTTr: Mean Time to Respond (acknowledge and engage).
MTTR: Mean Time to Resolve/Recover (restore normal service).

	Metric
	Target

	Monthly Uptime Commitment
	≥ 99.5%

	Scheduled Maintenance Notification
	≥ 72 hours in advance; scheduled windows are excluded from downtime calculations.

	Maximum Downtime per Month
	≤ 3.5 hours



Measurement: Based on provider monitoring logs; partial outages count proportionally.

[bookmark: _Toc221196901]Incident Management

	Severity
	Definition
	MTTr
	MTTR

	Critical
	Full-service outage or no viable workaround
	≤ 1 hour
	≤ 4 hours

	High
	Major failure with significant business impact
	≤ 2 hours
	≤ 8 hours

	Medium
	Minor functionality impairment; workaround available
	≤ 4 hours
	≤ 24 hours

	Low
	Questions, requests, general information
	≤ 1 business day
	≤ 3 business days



Communication Cadence:
- Critical: hourly updates until resolution; post-incident report within 5 business days.
- High/Medium: updates every 4 business hours until resolution.
[bookmark: _Toc221196902]Support Services
[bookmark: _Toc221196903]Support Channels
The Provider offers multiple channels for customers to request assistance or log incidents:
1. Email Support – for general queries, incident reporting, and follow‑up communication.
2. Phone Support – for urgent matters requiring real‑time assistance.
3. Online Support Portal – for logging tickets, tracking status, accessing knowledge base articles, and escalating requests.
[bookmark: _Toc221196904]Support Hours
1. Standard Support:
· Provided during Business Hours (Monday–Friday, 08:00–17:00, customer’s local time).
2. After‑Hours Support:
Available upon request or as part of an enhanced support agreement.
· After‑hours support covers Critical and High‑severity incidents only unless otherwise contracted.
[bookmark: _Toc221196905]Escalation Procedures
A structured escalation path ensures timely resolution of incidents that exceed expected response or resolution times:
1. Level 1 – Support Desk
Initial triage, troubleshooting, and issue validation.
2. Level 2 – Technical Specialist / Application Engineer
Advanced diagnostics and deeper technical investigation.
3. Level 3 – Senior Engineer or Product Team
Complex issue remediation, configuration fixes, or patch deployment.
4. Level 4 – Management Escalation
Engagement of service management leadership if resolution is delayed beyond SLA commitments.




[bookmark: _Toc221196906]Performance Reporting Requirements

7.1 [bookmark: _Toc221196907][bookmark: _Toc221196908][bookmark: _Toc221196909][bookmark: _Toc221196910][bookmark: _Toc221196911][bookmark: _Toc221196912][bookmark: _Toc221196913][bookmark: _Toc221196914][bookmark: _Toc221196915]Service level performance will be measured over the measurement period and will be reported monthly.
7.2 [bookmark: _Toc221196916]Service Provider will provide a monthly performance report (the “Performance Report”) which will be delivered within 4 Business Days following the end of the immediately preceding Month (“Reported Month”) in a dashboard format.
7.3 [bookmark: _Toc221196917]The Performance Report will, for each month:
7.3.1 [bookmark: _Toc221196918]Service Level Performance against each of the Service Levels and Key Performance Indicators calculated in accordance with Service Availability and Incident Management.
7.3.2 [bookmark: _Toc221196919]Service level performance information will be accessible online and in real-time at any time during the Term of the contract.

[bookmark: _Toc221196920]Penalties (Annual service credits) for Non-Compliance

If Service Provider fails to meet performance target in any full calendar month, penalties will be applicable.  Penalties or any recoveries will be enforced, should Service Provider breach any of the KPIs set out in this agreement. The penalties will be enforced according to the weighting of each specific KPI.  
Credits are applied to the annual subscription fee for the affected year and are the sole and exclusive remedy for SLA breaches.

Annual Availability Credits:
- 99.49%–99.0% → 5% credit on annual fee
- 98.99%–95.0% → 10% credit on annual fee
- Below 95% → 25% credit on annual fee
Incident MTTR Credits (Annual Basis):
- Critical (>4h): 5% per incident, capped at 15% yearly
- High (>8h): 3% per incident
- Medium (>24h): 1% per incident
- Max yearly credit cap: 25% of annual subscription fee
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- Claims submitted within 30 days of year end or renewal invoice.
- Provider responds within 10 business days; credits applied to next annual invoice.
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 Force majeure, customer-caused issues, scheduled maintenance, third-party outages.
[bookmark: _Toc221196923]Review and Amendments
This SLA shall be reviewed annually or upon mutual agreement. Amendments must be documented and signed by both parties.
Eskom may delete Service Levels and/or Key Performance Indicators by sending written notice to Service Provider at least thirty (30) days prior to the date that Eskom requires such deletion to be effective

[bookmark: _Toc221196924]Termination
Failure to meet SLA requirements consistently may result in contract termination, subject to the terms outlined in the signed contract.
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