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1 INTRODUCTION TO THE CONTRACTUAL OLA

1.1 Purpose of thisdocument

DG TAXUD has committed to one or more Service Level Agreements (SLA) with their
customers or users (e.g. with National Administrations), and requires ... to deliver each
SLA on their behalf, without any deviation. The mechanism used to ensure this
commitment is the “contractual OLA” (cOLA). In its simplest form therefore, this
CcOLA commits ... to fulfilling the technical execution aspects of each SLA asif it were
a ‘back-to-back’ agreement. Because it has contractual force, it has been named a
‘contractual OLA’.

This agreement outlines the terms and conditions under which ... will provide the
specified services (collectively referred to as “the Services’) to DG TAXUD. The
objective is to provide a framework for the delivery of high quality services that meet
the needs of DG TAXUD and the customers/users of DG TAXUD, e.g. the National
Adminigtrations.

1.2 Intended reader ship

The target audience for this document includes the parties to this Agreement and their
representative bodies, and other interested parties, e.g.:

e European Commission and their representatives,
e ... andtheir representatives,
e QA Contractor (nominated by the Commission), in order to fulfil QC

responsibilities.

1.3 Sructure of thisdocument

This document first starts with some preliminary document information:

e Document History;

Table of content;

Introduction (this chapter);

Applicable and Reference documents;

Terminology.

Chapter 2 deals with theinvolved parties and their mutual agreement.

Chapter 3 explains the reporting services and monitoring means of the services provided
to DG TAXUD.

Chapter 4 deals with Service Support Management.
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Chapter 5 explains the responsibilities of DG TAXUD.

Chapter 6 explains the processes used for meeting the DG TAXUD requested level of
quality.

Chapter 7 refersto Security.
Chapter 8 deals with the resolution of disputes between DG TAXUD.
Chapter 9 deals with service performance issues.

Annexes for part one and two start at chapter 10. It gives more details about description
made in this contractual OLA.
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1.4 Acronymsand Abbreviations

For a better understanding of this document, the reader can refer to the glossary [RD11]
provided in annex.

1.5 Reference Documents

Ref. Title Publishing Version Date
Organisation

[RD1] Service Level Management | DG TAXUD V1.41-EN | 28/02/2008
Reference Manual, TMP-REF-SLM

[RD2] ITIL Toolkit, SLA Template Easytec Solutions N/A 2002

[RD3] ITIL  Service Ddivery, SLA | Office of | V2.2 2001
Template, Annex 4D Government

Commerce (OGC)

[RD4] TEMPO SLA Template, TMP-TEM- | DG TAXUD N/A
SLA

[RD5] TEMPO Deliverables Acceptance | DG TAXUD V0.18-EN | 05/09/2007
Guide, TMP-GDL-DEA

[RD6] TEMPO - Glossary of Terms, | DG TAXUD V2.04-EN | 01/08/2007
TMP-GEN-GLS

[RD7] TEMPO Problem Management | DG TAXUD V2.01-EN | 28/06/2007
Reference Manua, TM P-REF-PBM

[RDS] Trans-European System Lifecycle | DG TAXUD V1.00-EN | 20/02/2008
and Related Deliverables
Description, TMP-GEN-TES

[RD9] TEMPO trans-European systems | DG TAXUD V1.20-EN | 04/02/2009
reference manual, TMP-REF-TES

[RD10] | CobiT ISACA V4.1l n/a

[RD11] | Glossary ITSM V1.10 15/06/2009

Table 1-1: Reference documents
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1.6 Applicable Documents
Ref. Title Publishing Version Date
Organisation
[ADO1] |ITSM Invitation To Tender | DG TAXUD | V1.00- | 25/07/
TAXUD/2006/A0-007 EN 2006
Technical Annex:
http://ec.europa.eu/taxation_customs/resources
/documents/common/tenders_grants/tenders/A
0O-2006-07/technical_annex_v01.pdf
[ADO2] | Directive on the protection of individuals with | European 95/46/E | 2005
regard to the processing of personal data and | Commisson | C
on the free movement of such data
[ADO3] | TAXUD Electronic Management of Projects | DG TAXUD | March 2009
Online (TEMPO) 2009
http://CIRCA .europa.eu/M emberg/irc/taxud/te
mpo/home
[ADO4] | Framework Contract TAXUD/2007/CC/088 DG TAXUD |V1.00- |2007
EN
[ADO5] | ITSIFQP-SCO4-Framework quality Plan ITSM V1.02 2010
[ADO6] | ITSIFQP-SCO1-Annex 10-Contractual OLA | ITSM Vv1.01 2008
[ADO7] | ITSIICQP-SCO1-Annex 10-Contractual OLA | ITSM V1.00 2008
[ADO8] | ITSICQP-SCO02-Annex 10-Contractual OLA | ITSM V1.00 2008
[AD09] | TAXUD/2009/DE/128 DG TAXUD | N/A 30/10/
2009
[AD10] | ITSICQP-SC04-Annex 10-Contractual OLA | ITSM V1.00 2008

Table 1-2: Applicable documents
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1.7 Definitions
TERM DESCRIPTION
Benchmarks, targets | The agreed numeric criteria against which performance under this
and metrics Agreement isto be measured.
Change control The agreed process to be followed when changes are required either
procedures to this Agreement or to the Services.

CMMi

Capability Maturity Model integration. A way of measuring the
maturity of aprocess.

Commencement date

The date that the Agreement is considered to be effective. See also
“Initial period” definition.

Defective or The delivery of services where the performance levels do not meet

inadequate agreed minimum criteria.

performance

Disclosing party The party who has disclosed confidential information.

Force Majeure No Party shall be liable for any failure to perform its obligations
where such failureis as aresult of natural disaster (including fire,
flood, earthquake, storm, hurricane or other natural disaster), war,
invasion, act of foreign enemies, hostilities (whether war is declared
or not), civil war, rebellion, revolution, insurrection, military or
usurped power or confiscation, terrorist activities, nationalisation,
government sanction, blockage, embargo, labour dispute, strike,
lockout or interruption or failure of electricity services.

Initial period The Agreement period from the commencement date to the first

renewal date. See also “ Commencement date” definition.

Intellectual property
rights

The registered or non-registered ownership of patents, trademarks,
registered design, know-how or copyright.

ITSM/... We useindifferently ... and ITSM to designate the Consortium.
Usually, we use ITSM for operational level and ... for contractual
level.

Key personnel Those persons employed by DG TAXUD who have akey rolein the
delivery of the services to the Customer

Non-standard Those services which are customised to meet the requirements of the

services Customer.

Place of service The address or addresses of the Customer’s or Supplier’s premises

delivery where the Service delivery is deemed to take place.

Problem escalation

The agreed procedure for aerting and notifying increasingly senior
members of DG TAXUD’s management of the non-resolution of
problems

Problem
management

The agreed procedures for providing support and problem resolution
services to the Customer.

Receiving party

The party who has received confidential information from the other
party.

Service availability

Thetimes and periods DG TAXUD will make the Services available
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TERM

DESCRIPTION

to the Customer.

Service component

A divisible and identifiable part of the overall Servicesto be
delivered.

Servicereview

Regular meetings that are held between representatives of DG

meetings TAXUD and the Customer specifically to discussissues arising from
the delivery of the Services including the performance of the Service
delivery.

Service Level Measure of the quality of the services provided by the Service

Provider according to pre-defined criteria

Specified services

Those Services specified in the relevant Service Level Agreements.

System Level
Specification

Guide the behaviour of the complete trans-European System and the
interactions between the different systems/applications composing
the TES.

System Owner

The System Owner isanon-IT role with overall responsibility for
business processes. The System Owners shall bear responsibility for
the security of their information system. They shall define the
security needs of the information system and the information
processed therein. To this end, they shall take note of the needs
expressed by Data Owners and users. The System Owners shall
inform the Project Leader of the security needs of the Information
System. The classification assessment by the Project Leader is
subject to approval by the System Owner. Furthermore, the System
Owner is responsible for approving the user account requests,
approving or amending the account lists...

trans-European
system

A trans-European system is a set of processes, applications, services
and infrastructure distributed in National Administrations and at the
European Commission, in order to perform a given business activity.

Table 1-3: Definition of Terms

1.8 Deviationsfrom TEMPO

To ease the reading of this document a separate heading have been created to outline the
changes from previous version of the Contractual OLA (cOLA). The heading is under
section two, named 2.5 Changes from the previous version of the cOLA.
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PART ONE

THE AGREEMENT MADE BETWEEN XXX AND DG
TAXUD TO FULFIL SPECIFIED SLA(S) BETWEEN
DG TAXUD  AND THEIR RESPECTIVE
CUSTOMERS.
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2 SCOPE OF WORK

2.1 Partiesto the agreement

This agreement is made between the European Commission’s Taxation and Customs
Union DG and .... The agreement covers the provision of the services described in
sections <Standard ~ Services, Non-Standard ~ Services> to the Commission’s
representatives DG TAXUD.

2.2 Agreement period

This Agreement is valid for the whole period covering activities linked to SC06 and
supersedes any previous agreement.

2.3 Sandard Services

Standard services to be delivered under this Agreement are as listed, described and
specified in Schedule A to this Agreement.

2.4 Non-Sandard Services

Not applicable.

2.5 Changesfrom previousversion of thecOLA

The applied changes in this cOLA, from previous version, are the description of the
activated SQIs in section 10.6.2. Other applicable changes are the referral to the FQP
version of the cOLA, ITS IFQP-SC01-Annex 10-Contractual OLA [ADO6].
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3 SERVICE DELIVERY PERFORMANCE AND
REPORTING

3.1 Objective metricsto measure performance achieved

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

3.2 Serviceleve reporting

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

3.2.1 Monitor and report servicesdelivered by ... to DG TAXUD A4/CPT in
compliance with this contractual OLA

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.

3.2.2 Monitor and report services that are part of any OLAs between DG
TAXUD A4/CPT and itssuppliers.

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

3.2.3 Monthly progressand servicereporting

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

3.2.4 Monitor and report on evolutive maintenance of this contractual OLA

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.

3.3 Monitoring meansfor all services

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO06] for a full description,
same section asthis.

3.4 Reporting of exceptions and deviations from service levels

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO06] for a full description,
same section asthis.
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3.5 Maintenance of the planning of ...’s activities

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

3.6 Quarterly batch re-delivery of all deliverables

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

3.7 Co-ordination with DG TAXUD A4/CPT (ad hoc, BMM, Seering
Committee)

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.
3.8 Review Meetings between parties

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.

3.9 DeliverablesAcceptance Procedure

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

3.10 Continuity Management

3.10.1 Business Continuity

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

3.10.2 I T Service Continuity

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section asthis.
3.10.2.1 In caseof Disaster Recovery (DR) Plans I nvoked

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.
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3.11 Availability M anagement

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.
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4 SERVICE SUPPORT MANAGEMENT

This chapter, part of the normal SLA template, is not applicable in this context of the
relationship between DG TAXUD A4/CPT and ....
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5 DG TAXUD RESPONSIBILITIES
51 DG TAXUD responsibilitiesto ... relating to this contractual OLA

5.2 Customer Personnel, Facilities and Resour ces

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.

5.3 Approvalsand Information

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.
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6 SERVICELEVEL QUALITY

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.

6.1 Quality indicators

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

6.2 SQI Overview

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.

6.2.1 SQI metricsoverview.

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.

6.2.2 General purpose SQIs (GP-SQI) overview

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

6.2.3 Specific purpose SQIs (SP-SQI) overview

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

6.2.4 SQI Metrics

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.

6.24.1 Specific Quality Indicators (SQI)

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.
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6.2.4.1.1 SQI NORMALISATION AND PROFILING

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

6.2.4.2 General Quality Indicator (GQI)

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

6.2.5 Usage of SQI and GQI

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

6.2.6 Processfor managing the Quality Indicators

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO06] for a full description,
same section asthis.

6.3 Internal Quality Assurance (QA), Internal Quality Control (QC),
Risk M anagement, Internal Auditing, Self Assessment

6.3.1 Internal QA

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

6.3.2 Internal QC

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

6.3.3 Risk Management

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.

6.3.4 Saf Assessment & Internal Audit

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.

6.4 User Satisfaction

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.
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6.5 Deviationsfrom TEMPO in relation to thisservice

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

6.6 Dedliverablesto DG TAXUD A4/CPT

6.6.1 Production and maintenance of the Framework Quality Plan (FQP)

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

6.6.2 Production and revision of the Contract Quality Plan (CQP)

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO06] for a full description,
same section asthis.

6.6.3 Production of proposals for Specific Contracts (SC) and Request for
Actions (RfA)

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

6.6.4 Changestothe documents

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

6.7 Co-operation with DG TAXUD during Quality, Process and
Security Audits

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.
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7/ SECURITY

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.

7.1 Physical Access

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

7.2 Logical Access

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.

7.3 Compliance with Security Policies

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.

7.4 Information and Data Security Measures

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO06] for a full description,
same section asthis.

7.5 Disaster Recovery

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.

7.6 Encryption

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO06] for a full description,
same section asthis.
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8 CONTRACTUAL COMPLIANCE AND RESOLUTION
OF DISPUTES

8.1 TheContractual Satusof the OLA

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

8.2 Resolution of Disputes

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

8.3 Language Conventions
Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

8.4 Sandardsfor Electronic Documents

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.
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9 GENERAL

9.1 Meeting Conventions

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.
9.2 Changestothe Agreement

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.
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PART TWO

THE MASTER LIST OF SPECIFIED SLAS TO BE
DELIVERED ON BEHALF OF DG TAXUD.

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.
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10 ANNEXESTO PART ONE

These annexes are a binding part of the contractual OLA, providing additional detail of
agreed procedures.

10.1 Schedule A —Sandard Services

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

10.2 Schedule B —Non-Sandard Services

Not applicable.
10.3 Schedule C — Service Availability

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO06] for a full description,
same section as this.

10.4 Schedule D — Place of Delivery

Please see ITSIFQP-SC01-Annex 10-Contractual OLA [ADO06] for a full description,
same section asthis.

10.5 Schedule E — Change Control Procedure

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

10.6 Schedule F — Service Monitoring and Perfor mance M easur ement

10.6.1 Contractual OL A

In order to support the Commission in meeting its Service Level Agreement obligations
this document defines the contractual Operational Level Agreement between ... and the
Commission. The purpose is to describe the measures to be taken to meet the quality
and technical requirements to be delivered by ... to the Commission.

Not al SQIs are yet activated. For the non-activated SQIs, DG TAXUD has defined a
list of such SQIs for which the ITSM Contractor has to monitor and report on them.
Thislist isto be found under 810.6.4

For each of the SQIs mentioned, the following Normalised Measurement (Mporm) and
SQI Profiled (SQlpror) are valid:
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mSQI Attribute SQI Attribute description
Normalised Measurement (M norm) Morm = M — Target
Target — Limit
SQI Profiled (SQl o) The profiling function (f) is applied on all

occurrences of the normalised
Measurements. Those calculations are
provided in detail in the SQI report
attached to the Monthly Project Report.
The profiling function f is defined as
follows:

If Mhom>0= 0] prof = f(M norm) =1
i.e. the QoS leads to a Measurement
above or on Target

If '1 < Mnorm < O = gglprof = f(Mnorm) = 0
I.e. the QoS leads to a Measurement
between Target and Limit — neutral
grace window

If Mpom =-1= g\)_Iprof = f(M norm) =-1
I.e. the QoS leads to a Measurement
on Limit

If Mnorm <-1= glerof = f(Mnorm) = Mnorm
i.e. the QoS leads to a Measurement
below the Limit

Remarks:

1. A QoS (Quality of Service) isthe individua value of aparticular service or deliverable.
2. All SQI will be provisionally reported in the corresponding MPR.

3. For SQIsthat were flagged as “to be reported on aquarterly basis’, in the Technical
Annex, these SQIswill be calculated on a 2-month period. Every 2 months, the SQI valueis
normalised and profiled. The value used in the calculation of the final GQI will be the
average of the 4 profiled SQIs’[Rulel].
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10.6.2 Deliverable oriented SQl's

For SQIs not mentioned herein, please see ITSIFQP-SCO1-Annex 10-Contractual OLA
[ADO6], ITSICQP-SCO1 and 2 —Annex 5-Contractual OLA [ADO7/ADOQ8] for a full

description, same section asthis.

10.6.2.1 SQIl0la: Delivery of a major deliverable (SfA)

SQI Attribute SQI Attribute description
SQI Name SQI01a
SQI Description Delivery, SfA, of amajor deliverable.

Measurement of the QoS (M)

SQI01a= App-Pop

where:

App isthe actual delivery date
and

Pop isthe planned delivery date

Unit of Measurement of the QoS | w-days
SQI Target 0 delay
SQI Limit 10 w-days
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SQI Attribute

SQI Attribute description

SQI Calculation

The actual delivery date is the date the accepted
deliverable is uploaded (for acceptance) on Circa.

If the deliverable must be uploaded several times on
Circafor acceptance:

o theactua delivery date isthe date of the last
upload for acceptance;

e for each re-SfA, the number of daysto be
considered in the calculation of this SQI will
be the number of days between the moment ...
received the IVE_NOK and the moment the
new version of the document has been
uploaded on Circa.

The planned delivery dateis:

e thedate defined in the Technical Annex of the
Framework contract for all deliverables where
that date is defined in the column “Planning”
of thetable 3: Services and deliverables;

e thedate defined in the RfA for al deliverables
provided in the frame of this RfA, except if
they are in the previous category;

o the date defined in the last approved version of
the DTM for al other deliverables

The SQI will be calculated for each major deliverable
delivered for acceptance during the reporting period,
and the value will be normalised, then profiled.

The SQI reported in the MPR will then be the average
of the several profiled SQIs for the mgjor deliverables
delivered for acceptance during the reporting period.

The SQI value for the final GQI will be an average of
all profiled SQI's during the SC.

Applicable services/deliverables

DLV.0.1.2,DLV.0.3.1, DLV.0.3.2, DLV.7.1.X,
DLV.7.2.2,DLV.7.2.3, DLV.7.2.6, DLV.7.2.10,
DLV.8.2.1.1.1,DLV.8.21.1.2,DLV.8.2.1.2.2,
DLV.8.22.12,DLV.8.22.22, DLV.8.23.1.2,
DLV.8.23.1.4.1,DLV.8.2.3.1.4.2,DLV.8.2.3.2.2,
DLV.8.23.24.1,DLV.8.2.3.24.2,DLV.8.2.4.1.2,
DLV.8.24.22,DLV.8.34.1.3,DLV.8.3.5.1.2,
DLV.8.3522,DLV.8.41.1.2,DLV.8.43.1.1.3.3,
DLV.8.4.3.1.1.4.3,DLV.8.4.31.2.2.2,
DLV.8.4.3.1.2.2.3,DLV.8.5.4, DLV.8.5.6,
DLV.8.6.1.2.2,DLV.8.6.1.3.2, DLV.8.6.1.3.4,
DLV.8.6.1.3.5,DLV.8.6.2.3,DLV.8.6.2.1.2,
DLV.8.6.2.1.7,DLV.8.7.1.2, DLV.8.7.1.3,
DLV.8.7.14
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SQI Attribute SQI Attribute description
Minimum number of | 1deliverable
M easurements
Application period One-off, over the SC duration
Reporting period 1 month

10.6.2.2 SQI02a: Monthly Progress Report (SfA)

SQI Attribute SQI Attribute description
SQI Name SQI02a
SQI Description Délivery, SfA, of the MPR.

Measurement of the QoS (M) SQI02a= App-Pop

where:

App isthe actual delivery date
and

Pop isthe planned delivery date

Unit of Measurement of the QoS | w-days

SQI Target 0 delay

SQI Limit 5 w-days
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SQI Attribute SQI Attribute description
SQI Calculation The actual delivery date is the date the accepted

deliverable is uploaded (for acceptance) on Circa.

If the deliverable must be uploaded several times on
CIRCA for acceptance:

o theactua delivery date isthe date of the last
upload for acceptance;

e for each re-SfA, the number of daysto be
considered in the calculation of this SQI will
be the number of days between the moment ...
received the IVE_NOK and the moment the
new version of the document has been
uploaded on Circa.

Please note that the MPR deliverable must be sent for
acceptance in bundle with the minutes of the BMM, the
MSR and SARs.

The planned delivery dateis: Date of BMM +

10 w-days.

The SQI will be calculated for each MPR delivered for
acceptance during the reporting period, and the value
will be normalised, then profiled.

The SQI reported in the MPR will then be the average
of the severa profiled SQIs for the MPRs delivered for
acceptance during the reporting period.

The SQI value for the final GQI will be an average of
all profiled SQIs during the SC.

Applicable services/deliverables | DLV.0.7

Minimum number of | 3MPRs

M easurements

Application period One-off, over the SC duration
Reporting period 1 month
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10.6.3 Service oriented SQls

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO06] and ITSICQP-
SC0L1/2-Annex 5-Contractual OLA [ADQO7/ADO08] for afull description, same section as
this.

10.6.3.1 SQI08: Acknowledgement timeto call issuer

SQI Attribute SQI Attribute description
SQI Name SQI08
SQI Description Acknowledgement time to call issuer.

Measurement of the QoS (M) SQI08= Cok/CarL
where

CaLL is the total number of calls received by the SD
during the reporting period

and

Cox is the number of calls where DT<= 1 hour during
the reporting period

DT = DTACK'DTCAL
where

DT ack isthe date/time stamp of the closure of the ACK
action

and

DTcaL isthe date/time stamp of the incident reception

Unit of Measurement of the QoS | %

SQI Target 97%
SQI Limit 92%
SQI Calculation DT is calculated in seconds.

The SQI will be calculated provisionally for every
reporting period.

The reporting of this SQI will follow the rule [Rulel].
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SQI Attribute SQI Attribute description
Applicable services/deliverables | SE.8.1.1
Minimum number of | 500 cdlls
M easurements
Application period Over the last “2-month” period, over the SC duration
Reporting period 1 month

10.6.3.2 SQIl12a: Incident resolution time
SQI Attribute SQI Attribute description
SQI Name SQI12a
SQI Description Incident resolution time.
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SQI Attribute SQI Attribute description

Measurement of the QoS (M) SQI12a= C+/CaLL

CaLL isthetotal number of incidents closed in the SMT
during the reporting period

and

Cit=the total number of incidents closed in the SMT
during the reporting period and, where Cpps is lower
than or equal to the maximum resolution time

where

Cips is the total number of minutes where the incident
was

e assignedtoany ... party
e excluding the potential simultaneous assigned
timefor ...

Cipsis calculated between the range Crpr and Cepr,

where

Cspr is the dateltime stamp of the solving of the
incident

and

Cror is the date/time stamp of the registration of the
incident

Unit of Measurement of the QoS | %

SQI Target 98%

SQI Limit 95%

ITS IFQP-SC04-Annex 6-Contractual OLA v1.00_ TAXUD Page 35 of 82



REF.: ITS-ICQP-SC06-ANNEX 5-COLA

VER.: 1.00
SQI Attribute SQI Attribute description
SQI Calculation SQI12awill only consider the incidents.

The maximum resolution time is, depending on the
severity of the incident:

Normal Medium High Critical

65h  5w-d 3% 3w-d 13h 1w-d 4h

Incident severity will be defined by the following table:
Impact

Low Medium  High

Urgency Low 4 3 2
Medium 3 2 1
High 2 1 1

The contractor will keep all necessary evidences in case
the Commission wishes to check the values reported for

this SQI.

Special note for “Requests for Information’. These
requests will be subject to SQI12a, priority.

The SQI will be calculated provisionally for every
reporting period.

The reporting of this SQI will follow the rule [Rulel].

Applicable services/deliverables | SE.8.1.2, SE.8.8.1, SE.8.8.2

Minimum number of | 100 cdlls

M easurements

Application period Over the last “2-month” period, over the SC duration
Reporting period 1 month
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10.6.3.3 SQI12c: Planning délivery on Service Request

SQI Attribute SQI Attribute description
SQI Name SQI12c
SQI Description Planning delivery on Service Requests

M easurement of the QoS (M) SQI12¢= Csr/CarLc

where

CaLLc is the total number of Service Requests for
which the planning activity was closed in the SMT
during the reporting period

and

Csr =the total number of Service Requests for which
the planning activity was closed in the SMT during the
reporting period and, where Cp is lower than or equal
to the maximum allowed time to provide the planning
(5w-daysor MA).

Cp_ iscalculated as follows:

Ce =2 Gt

where C1p_ isthe number of minutes where the Service
Request was assigned to one of the following

assignees.
e |TSM.Planning-Taxation;
e |TSM.Planning-Excise;
e |ITSM.Planning-Customs;
e |TSM.Planning-ITSM

Unit of Measurement of the QoS | %

SQI Target 98%
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SQI Attribute SQI Attribute description
SQI Limit 95%
SQI Calculation SQI12¢ will only consider the SMT “calls’ belonging

the one of the following categories':

e  Request for Service;

e  Request for Service.Ad hoc Business Analysis &
Reporting;

e  Request for Service.Ad hoc Support;

Request for Service.Application Installation and

Deployment;

Request for Service.Business Service with DG TAXUD;

Request for Service.Coordination Mission;

Request for Service.Demonstration;

Request for Service.Deployment of Trans European

system,

e  Request for Service.Feasibility Studies & statement
requirements;

e  Request for Service I TIL Support to the Commission and

NAs;

Request for Service.On-Site Technical Support;

Request for Service.Remote Technical Support;

Request for Service. Test;

Request for Service. Test.Conformance;

Request for Service. Test.pSAT,;

Request for Service.Test.Qualification;

Request for Service. Test.SAT;

Request for Service.Training & Workshop;

Request for Service. Trandation;

Request for Service.Working Group Meeting.

If the planning step would be missing from the call or if
the planning is sent while the activity aready started,
the latter would systematicaly be considered as
“missed”.

Also, if more than 3 iterations of the planning are
needed before it is accepted by the Service Requester,
Cp is considered as above the maximum allowed time
to provide the planning.

The SQI will be calculated provisionally for every
reporting period.

The reporting of this SQI will follow the rule [Rulel].

1 Not covered under SQI12c, but under SQI12d:
. Request for Service.Document Review
. Request for Service.Meeting room
. Request for Service.Notification
. Request for Service.Technical Meetings
. Request for Service.Web updates

. Request for Service.User Management
e Request for Service.Service Monthly Meeting;
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SQI Attribute SQI Attribute description

Applicable services/deliverables | See categories, here above

Minimum number of | 10 Service Requests

M easurements

Application period Over the last “2-month” period, over the SC duration
Reporting period 1 month

10.6.3.4 SQI20: All Clsin production environment...in CMDB

SQI Attribute SQI Attribute description
SQI Name SQI20.
SQI Description All Cls in production environment (Commission

Applications, Commission infrastructure (hosted,
DIGIT/DC, CCN), NAs services to the Common
Domain), al Software Cls released to the NAs
(Applications developed by the Commission on behalf
of the NAs) and all specifications registered in the
CMDB with the correct status.?

Measurement of the QoS (M) SQI20= Ccmpe/CarL

where

CaL is the tota number of Cls in production
environment (Commission Applications, Commission
infrastructure (hosted, DIGIT/DC, CCN), NAs services
to the Common Domain), all Software Cls released to
the NAs (Applications developed by the Commission
on behalf of the NAs) and all specifications

and

Ccmpe is the total number of Cls described above,
registered in the CMDB with the correct status.

Not covered under SQI12c¢, but under SQI12a:

. Request for Service.Request for Information

2 Scope of the SQI20 could potentially be aligned later on, based on evolution of the CMDB policy.
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SQI Attribute SQI Attribute description

Both Ca L and Ceypg refer to Cls linked to a change

during the reporting period.
Unit of Measurement of the QoS %
SQI Target 95% of the CI properly registered in the CMDB.
SQI Limit 90% of the Cl properly registered.
SQI Calculation An initial audit to be carried out by ... on the CMDB

content (objective realign the CMDB and have a
correct one a the end of the audit). Then, on a
monthly basis, the SQI20 will be calculated based on
the delta that has been applied and the one that should
have been applied to the CMDB.

Warning: SQI would be calculated on the Deltal

Typicaly, a cross-check will be performed by DG
TAXUD or any other party designated by it, who will,
together with ..., finally decide on the final value to be
considered.

If no agreement could be reached, the find decision

will be taken by DG TAXUD/A4/CPT during the
BMM.

The SQI will be calculated provisionally for every
reporting period.

The reporting of this SQI will follow the rule [Rulel].

Applicable services SE8.14

Minimum number of Measurements 100 Cls present in the CMDB

Application period Over the last “2-month” period, over the SC duration
Reporting period 1 month
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10.6.3.5 SQI23: Deployment and publication of softwarerelease

SQI Attribute SQI Attribute description
SQI Name SQI23
SQI Description Deployment & publication of software releases

Measurement of the QoS (M) SQI23=D;1/ DaLL

where

Dir is the number of deployment / publications
performed with max 2 w-days delay from the scheduled
date

and

Dac. is the total number of deployments/ publications
during the reporting period

Unit of Measurement of the QoS | %

SQI Target 95% with max 2 w-days delay from the scheduled date.
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SQI Attribute SQI Attribute description
SQI Limit 90% with max 2 w-days delay from the scheduled date.
SQI Calculation The contractor will provide, 1 working day after the

end of each reporting period, alist of the deployments/
publications dates (planned and actual®), sorted by
business thread, to the TAXUD A3/A4 Business
Thread Leaders (BThL), QAC and TAXUD ITSM PO.
The BThLs have 4 working days to comment on the
list. Once the comments have been implemented, the
values on the list (planned and actual deployment /
publication dates) are used for the calculation of the
SQI23. If no agreement on some comments from the
BThLs can be reached by the contractor, the fina
decision will be taken by the TAXUD A4 CPT during
the BMM.

Note: If the list of deployments was not sent to the
BThLs, as mentioned here above, this information will
be provided to them in the MSR for validation. And
their comments, if no agreement can be reached, will
also be discussed in BMM, with TAXUD A4 CPT
taking the final decision.

The SQI will be calculated provisionally for every
reporting period.

The reporting of this SQI will follow the rule [Rulel].

Applicable services/deliverables | The scopeincludesall environments.

Minimum number of | 10 releases

M easurements

Application period Over the last “2-month” period, over the SC duration
Reporting period 1 month

10.6.3.6 SQIl24a: Commission I T Services availability during time coverage of the Service
Desk (per IT service)

SQI Attribute SQI Attribute description

3 The report will contain the following dates: Contractual (the date as initially agreed with the Issuer in the
planning), Last Agreed (the last agreement with the Commission on the installation dates), Actual (the
actual date when the installation was performed).
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SQI Attribute SQI Attribute description
SQI Name SQl24a
SQI Description Commission IT services availability during time

coverage of the SD per IT service.

M easurement of the QoS (M) SQl24a= (Z (Cava))/Nwai
where

Nmc is the total number of managed Cls which are
used for the calculation of this SQI

and
Cava is the percentage of availability for each

individual managed Cl used in the calculation of this
SQl

CAVA:((780* M DAY)'(DUNV))/(780* M DAY)
where

Mpay is the number of working days during the
reporting period

780 is the number of minutes during each working day
Duny is the sum of the number of minutes of ITSM un-
justified unavailability of each managed CI during the
reporting period

This is calculated for each managed Cl used in the
calculation of this SQI.

Unit of Measurement of the QoS | %

QI Target 99,30%
SQI Limit 98,00%
SQI Calculation 780 is the current number of minutes in each working

day (SD availahility). If the opening window of the SD
changes, this value must be changed aso in the
calculation of this SQI.

The SQI will be calculated provisionally for every
reporting period.

The reporting of this SQI will follow the rule [Rulel].
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SQI Attribute SQI Attribute description

Applicable services/deliverables | The applications covered are all managed Cls.

The basic list of those Cls is defined in the “TAXUD
ITSM Infrastructure and Applications Monitoring -
Application URLs.xIS” spread sheet.

Additional Cls can be requested by the Commission via
RfC linked to Infrastructure.
Monitor(Monitor@itsmtaxud.europa.eu). The lifecycle
of the managed Cls follows the lifecycle of the

applications.
SE8.24.1, SE84.3.211, SEB84.3.212, SE88.1,
SE.8.8.2
Minimum number of | N.A.
M easurements
Application period Over the last “2-month” period, over the SC duration
Reporting period 1 month

10.6.3.7 SQI29: preSAT/SAT readiness

SQI Attribute SQI Attribute description
SQI Name SQI29
SQI Description PSAT readiness statement

Measurement of the QOS (M) SQ|29:TRED/TALL

Where

Trep = the number of pSATSs, started during the
reporting period, that were ready in time (value =
1, see below)

And

Ta = all pSATs started during the reporting
period

Unit of Measurement of the QoS | %

SQI Target 95% without delay
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SQI Attribute SQI Attribute description
SQI Limit 90% without delay
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SQI Attribute

SQI Attribute description

SQI Calculation

Once ... is ready to start the pSAT (or the SAT in case
the pSAT would be skipped per mutual agreement), ...
uploads the Environment Acceptance Report on
CIRCA, which will at least contain the following
information:

the checkbox "ready for pSAT/SAT" checked;
... Contact person name;

... Contact person phone number;

the date when ... isready.

As soon as the EAR deliverable has been received by
QA Contractor (via CIRCA notification), QA
Contractor takes contact with the ... Contact person and
checks, in amaximum of 5 minutes’, that

e Theenvironment isready (QA Contractor can
request screenshots by e-mail for this)

o All necessary applications are installed and
configured (except the applications, part of the
PSAT)(QA Contractor can request screenshots by e-
mail for this)

o . testersig/areready to runthetest cases, and
has/have an adequate knowledge of the application
in order to run and assess the tests correctly.

LotQA then sends a report to the following functional
mailboxes (TAXUD ITSM PO, TAXUD ITSM
PROCESS, BEQAITSM and ... SLM), stating

e The date the EAR was uploaded
e QA Contractor 's assessment of the readiness

If LotQA's report is positive, and that the date of
upload of the EAR is before the actual start date of the
pPSAT, the pSAT istagged as having avalue "1".

If QA Contractor 's report is negative, or that the date
of the upload of the EAR is later than the actual start
date of the pSAT (or if no EAR is produced), the pSAT
istagged as having avalue "0".

(however ... can challenge, with arguments, the report
from LotQA. In that case, TAXUD will take the final
decision during the BMM).

Trep IS the number of pSATSs, started during the
reporting period, that are tagged as having avalue "1".
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The reporting of this SQI will follow the rule [Rulel].
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REF.: ITS-ICQP-SC06-ANNEX 5-COLA
VER.: 1.00

SQI Attribute SQI Attribute description

Applicable services/deliverables | DLV.8.4.3.1.1.3.1

Minimum number of | 2pSAT

M easurements

Application period Over the last “2-month” period, over the SC duration
Reporting period 1 month

10.6.3.8 SQI35a: Serviceimprovement under CSIP: planning adherence

SQI Attribute SQI Attribute description
SQI Name SQI35a
SQI Description In the framework of the CSIP, SQI35a measures the

percentage of deviations between the last mutually
agreed implementation end date of all actions assigned
to ... and their actual completion date. The last
mutually agreed implementation end date is based on
the action plan that derives from the decision taken
during the CAB meeting and the detailed planning
which will be built as part of the related project (in case
of major improvement).

Measurement of the QOS (M) SQ|35a:TUAclTA|_|_

Where, during the reporting period:

Tuac = the number actions, assigned to ...,
where closure date is beyond last
agreed closure due date (value = 0,
see SQI Calculation)

and

Ta = sum of all closed actions assigned to ....

Unit of Measurement of the QoS | %

SQI Target “0%" deviation from target to implement planned
actions.
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VER.: 1.00
SQI Attribute SQI Attribute description
SQI Limit “10%" deviation from target to implement planned
actions.
SQI Calculation The SQI will be calculated for every reporting period.

Deviations will be calculated based on the CSIP Action
List, available on CIRCA.

Each time an action assigned to ... is closed, the Action
List on CIRCA will have to be adapted in order to
aways be up-to-date. ... has max. 1 w-day to update
the Action List on CIRCA. Thetimestamp of the email
issued by CIRCA, each time a modification is applied
to the Action List will also be taken into consideration
(in the validation of the max. 1 w-day).

For each CSIP action assigned to ..., deviations will be
checked. A “1” value will mean that no deviation is
observed (actual completion date <= last mutually
agreed implementation end date), while a “0" will
highlight the deviation. If the Action List on CIRCA
has not been adapted or if the update was made in more
than 1 w-day, a“0” value will also be considered.

The SQI will then be:

SQI35a=7Y “value‘0’” / ¥ closed actions

The SQI reported in the MPR will be normalised and
then profiled version of the SQI35a.

The reporting of this SQI will follow the rule [Rulel].

Applicable services/deliverables | SE.8.7.1.1

Minimum number of | 1 action

M easurements

Application period Over the SC duration
Reporting period 1 month
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VER.: 1.00

10.6.4 Non-Contractual SQIs

This section lists the non-contractual SQIs the ITSM Contractor has to monitor and report on a
monthly basis.

10.6.4.1 SQI03
SQI Attribute SQI Attribute description
SQI Name SQI03
SQI Description Implementation of actions agreed with DG TAXUD.

Measurement of the QoS (M) SQI03= Tyac/TaLL

where:

Tuac is the number of actions, assigned to ..., where
resolution date is beyond last agreed due date (value =
0 — see SQI Calculation)

and

TaLL isthesum of all actions assigned to ...

Unit of Measurement of the QoS | w-days

SQI Target 0 delay

SQI Limit 3 w-days
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VER.: 1.00
SQI Attribute SQI Attribute description
SQI Calculation The actual date for the action’s end is the date when the

contractor resolves the action. The decision to close an
action is taken during the meeting that follows the one
during which the action was raised. When resolving an
action, an e-mail will be sent to the action reguestor. If
the action requestor refuses the closure of the action,
the action is re-opened, but the time between the
sending of the action closure request and the reply of
the action requester is not taken into account in the
calculation of this SQI.

The planned date for the action’s end (due time) has to
be agreed during the meeting, when the action is raised.

For each action assigned to ..., deviations will be
checked. A “1” value will mean that no deviation is
observed (actual resolution date <= last agreed due date
+ SQI Limit), while a“0” will highlight the deviation.

The SQI will then be:

SQI03 =3 “value'0’" / ¥ actions

The SQI reported in the MPR will be normalised and
then profiled version of the SQI03.

The SQI reported in the MPR will then be the average
of the several profiled SQIs for the actions closed in the
"Master action list" during the reporting period.

The reporting of this SQI will follow the rule [Rulel].
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SQI Attribute SQI Attribute description

Applicable services/deliverables | The actions covered are the one derived from the
following meetings:
1. BMM (actions agreed SQI03 flagged)

2. Steering Committee (all actions are SQI03)
3. Operational Meeting (actions agreed SQI03 flagged)

4. Ad-hoc meetings when requested by TAXUD, and
identified as “Progress Meetings’ (actions agreed
SQI03 flagged)

5. SE.0.9.3 (al actions are SQI03)

The contractor will produce a “Master action list”,
which will consolidate all the actions taken during the
meetings listed above, that were agreed to be included
in this list. That “Master action list” will be put on KT
on a weekly basis. All differences with the previous
version will be clearly tagged.

Minimum number of | 5actions

M easurements

Application period Over thelast “2-month” period, over the SC duration
Reporting period 1 month
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VER.: 1.00
10.6.4.2 SQI04a
SQI Attribute SQI Attribute description
SQI Name SQI04a
SQI Description Délivery of an offer for review in reply to a Request for

Offer (RfO) or Estimate (RfE) for a SC or RfA

Measurement of the QoS (M) SQI04a= App-Pop

where:

App isthe actual delivery date of the last SfR version
and

Pop isthe planned delivery date

Unit of Measurement of the QoS | Difference, in working days, between the actual date of
submission of the Offer for review (SfR) and the
receipt of the Request (RfO or RfE).

SQI Target "0 delay" for review, as per RfO or RfE, ranging from 5
to 10 w-days after reception of the RfO or RfE.

SQI Limit 5 w-days

SQI Calculation The actual delivery date is the date/time stamp of log
on CIRCA by which the deliverable was sent for
review.’

Except if stated otherwise in the RfE, the delays are:

o SfR 10 w-daysif the offer concerns an action
needing more than 20 w-days to perform, and

e SfR5w-daysfor actions needing less than 20
w-days to perform.

The SQI will be calculated for each offer delivered for
review during the reporting period, and the value will
be normalised, then profiled.

The SQI reported in the MPR will then be the average
of the several profiled SQIs for the offers delivered for
review during the reporting period.

The SQI value for the final GQI will be an average of
all profiled SQI's during the SC.

Applicable services/deliverables | DLV.0.4.1, DLV.0.4.2

Minimum number of | 1 offer
M easurements
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VER.: 1.00

SQI Attribute SQI Attribute description

Application period Over the SC duration

Reporting period 1 month

10.6.4.3 SQI04b

SQI Attribute SQI Attribute description

SQI Name SQI04b

SQI Description Delivery of an offer for acceptance in reply to a
Request for Offer (RfO) or Estimate (RfE) for a SC or
RfA.

Measurement of the QoS (M) SQI04b= App-Pop

where:

App isthe actual delivery date of the last SfA version
and

Pop isthe planned delivery date

Unit of Measurement of the QoS | Difference, in working days, between the actual date of
submission of the Offer for acceptance (SfA) and
deadline date (if any).

SQI Target "0 delay" for acceptance, as per RfO or RfE, ranging
from 1 to 10 w-days after receipt of comments.

SQI Limit 10 w-days after set deadline.
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VER.: 1.00
SQI Attribute SQI Attribute description
SQI Calculation The actual delivery date is the date the accepted

deliverableis uploaded (for acceptance) on Circa.®

If the deliverable must be uploaded several times on
Circafor acceptance:

o theactua delivery date isthe date of the last
upload for acceptance;

o for each re-SfA, the number of daysto be
considered in the calculation of this SQI will
be the number of days between the moment ...
received the [VE_NOK (or the request for re-
SfA from TAXUD) and the moment the new
version of the document has been uploaded on
Circa

The review cycle is 5/5/5, except if otherwise stated in
the RFE/RfO (but limited to a minimum of 5/5/5). In
other words, the usual SfA = SFR + 10w-days.

The SQI will be calculated for each offer (last version)
delivered for acceptance during the reporting period,
and the value will be normalised, then profiled.

The SQI reported in the MPR will then be the average
of the several profiled SQIs for the offers delivered for
acceptance during the reporting period.

The SQI value for the final GQI will be an average of
all profiled SQI's during the SC.

Applicable services/deliverables | DLV.0.4.1, DLV.0.4.2

Minimum number of | 1 offer

M easurements

Application period Over the SC duration
Reporting period 1 month
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VER.: 1.00
10.6.4.4 SQI10
SQI Attribute SQI Attribute description
SQI Name SQI010
SQI Description Incident integrity with the CMDB.

Measurement of the QoS (M) SQI10=l¢cc/ Tine

where, during the reporting period:

lc.c = number of recorded closed incidents
correctly linked to Cl

and

Tine = number of recorded closed incidents linked
to Cl

Unit of Measurement of the QoS | %

SQI Target 99% of the recorded closed incidents linked to the
appropriate Cl in the CMDB

SQI Limit 95%
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VER.: 1.00
SQI Attribute SQI Attribute description
SQI Calculation At the end of the reporting period, ... will issue alist of
Incidents, closed during the same reporting period,

linked to ClI.

Ic.cwill be defined as follows:

leie=lie- lwic

where

lwic is the number of recorded closed incidents
wrongly linked to Cl. Typically, this cross-check will
be performed by DG TAXUD or any other party
designated by it, who will, together with ..., finaly
decide on the final value to be considered.

and

I c isthe number of recorded closed incidents linked to
Cl.

In case an incident would not be linked to any Cl, ... to
justify and DG TAXUD to take a decision.

If no agreement could be reached, the final decision
will be taken by DG TAXUD/A4/CPT during the
BMM.

The SQI will be calculated provisionally for every
reporting period.

The reporting of this SQI will follow the rule [Rulel]

Applicable services/deliverables | SE.8.1.2

Minimum number of | 500 incidentsinthe SMT tool
M easurements
Application period Over the last “2-month” period, over the SC duration
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VER.: 1.00
SQI Attribute SQI Attribute description
Reporting period 1 month
10.6.45 SQI11
SQI Attribute SQI Attribute description
SQI Name SQI11
SQI Description Problem integrity with the CMDB.

Measurement of the QOS (M) S(gl 11 =Pcc/Pc

where

Pcic = number of recorded closed problems
correctly linked to Cl

and

PLc = number of recorded closed problems linked
to Cl

Unit of Measurement of the QoS | %

SQI Target 99% of the recorded closed problems linked to the
appropriate Cl inthe CMDB

SQI Limit 95%
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VER.: 1.00
SQI Attribute SQI Attribute description
SQI Calculation At the end of the reporting period, ... will issue alist of

Problems, closed during the same reporting period.

PcLcwill be defined as follows:

PeLc=Pic- Pwic

where

Pwic is the number of recorded closed problems
wrongly linked to Cl. Typically, this cross-check will
be performed by DG TAXUD or any other party
designated by it, who will, together with ..., finaly
decide on the final value to be considered.

If no agreement could be reached, the final decision

will be taken by DG TAXUD/A4/CPT during the
BMM.

In case a problem would not be linked to any Cl, ... to
justify and DG TAXUD to take adecision.

The SQI will be calculated provisionally for every
reporting period.

The reporting of this SQI will follow the rule [Rulel]

Applicable services/deliverables | SE.8.1.3

Minimum number of | 100 problemsin the SMT tool

M easurements

Application period Over thelast “2-month” period, over the SC duration
Reporting period 1 month
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VER.: 1.00
10.6.4.6 SQI12b
SQI Attribute SQI Attribute description
SQI Name SQI12b
SQI Description Problem Resolution Time

Measurement of the QoS (M) SQI12b= Cpr/CaLL

CaLL isthetotal number of Problems closed in the SMT
during the reporting period

and

Cpr=the total number of Problems closed in the SMT
during the reporting period and, where Cpps is lower
than or equal to the agreed resolution time

where

Cips is the total number of minutes where the Problem
was

e assignedtoany ... party
e excluding the potential simultaneous assigned
timefor ...

Cipsis calculated between the range Crpr and Cepr,

where.

Cspr is the dateltime stamp of the solving of the
Problem

and

Cror is the date/time stamp of the registration of the
Problem
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VER.: 1.00
SQI Attribute SQI Attribute description
Unit of Measurement of the QoS | %
SQI Target 98%
SQI Limit 95%
SQI Calculation SQI12b islimited to Problems.

The time within which the problem should be closed is
dependant on the priority and determined as follows:

For Critical problems:

e Highlevel RCA” with 13 hours
e  Final report within 65 hours unless otherwise
agreed with Taxud CPT/Sectors

For High Problems:

e Highlevel RCA with 39 hours
e Fina report within 130 hours unless otherwise
agreed with Taxud CPT/Sectors

For Medium Problems:
e Upon agreement during PM status meeting
For Low Problems:

e Upon agreement during PM status meeting

Closure request = SFR of Problem Report.

Note:

If the priority of a Problem needs to be raised, the
Problem is closed and a new Problem is created with
the new priority. (The same procedure as for the
incidents escalation is applicable).

The SQI will be calculated provisionally for every
reporting period.

The reporting of this SQI will follow the rule [Rulel]
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VER.: 1.00
SQI Attribute SQI Attribute description
Applicable services/deliverables | SE.8.1.3
Minimum number of | 100 problemslinked to Clsin the SMT tool
M easurements
Application period Over the last “2-month” period, over the SC duration
Reporting period 1 month
10.6.4.7 SQl12d
SQI Attribute SQI Attribute description
SQI Name SQl1z2d
SQI Description Special Service requests resolution time
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SQI Attribute SQI Attribute description

Measurement of the QoS (M)

S(QI 12d= C|'|' /CALL

CaLL is the total number of special service requests
closed inthe SMT during the reporting period

and

Cit =the total number of special service requests closed
inthe SMT during the reporting period and, where Cips
is lower than or equal to the maximum resolution time

where

Cips is the total number of minutes where the special
service request was

e assignedto any ... party
e excluding the potential simultaneous assigned
timefor ...

Cips is calculated between the range CroT and CSDT,

where.

Cspr is the date/time stamp of the solving of the special
service request

and

Cror is the date/time stamp of the registration of the
special servicerequest

Unit of Measurement of the QoS | %
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VER.: 1.00
SQI Attribute SQI Attribute description
SQI Target 98%
SQI Limit 95%
SQI Calculation SQI12d islimited to the following categories of Service

Requests (also named “ special service requests’ ):

. Request for Service.Document Review
. Request for Service.Meeting room
. Request for Service.Conference Calls & Virtua Meetings

. Request for Service.Notification
e  Request for Service.Service Monthly Meeting;
. Request for Service. Technical Meetings

. Request for Service.Web updates
O  Request for Service.User Management

The following table gives the maximum resolution time
per “special servicerequest”

Service Reguest name Max resolution time
Document Review 65h

Meeting room 65h

Conference Calls & Virtual Meetings ~ 39h

Service Monthly Meeting ~ 65h

Notification 65h
Technical Meetings 65h
Web updates 3%9h
User Management 39h

The SQI will be calculated provisionally for every
reporting period.

The reporting of this SQI will follow the rule [Rulel]

Applicable services/deliverables | SE.8.1

Minimum number of | 10 Service Requests
M easurements
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VER.: 1.00

SQI Attribute

SQI Attribute description

Application period

Over the last “2-month” period, over the SC duration

Reporting period 1 month

10.6.4.8 SQI18
SQI Attribute SQI Attribute description
SQI Name SQI18
SQI Description Integrity of the CMDB.
Measurement of the QoS (M) SQI18 =100 * (1-(ler / lcmpsy)

where

ler = number of incidents recorded during the
reporting period and linked to “error reports’ on Cls
recorded in the CMDB.

and

lempe = total number of Cls, recorded in the CMDB, at
the end of the reporting period.

Unit of Measurement of the QoS

%

SQI Target 98% “0 defect” computed using the number of “error
report” incidents related to the content of the CMDB in
regard to the total number of Clsinthe CMDB.

SQI Limit 95% “0" defect.
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VER.: 1.00
SQI Attribute SQI Attribute description
SQI Calculation An initial audit to be carried out by ... on the CMDB

content (objective realign the CMDB and have a
correct one at the end of the audit). Then, on amonthly
basis, the SQI18 will be calculated based on the delta
that has been applied and the one that should have been
applied to the CMDB.

Warning: SQI would be calculated on the Deltal

The SQI will be calculated provisionally for every
reporting period.

The reporting of this SQI will follow the rule [Rulel]

Applicable services/deliverables | SE.8.1.4

Minimum number of | 100 Clsin the SMT tool
M easurements
Application period Over the last “2-month” period, over the SC duration
Reporting period 1 month
10.6.4.9 SQI19
SQI Attribute SQI Attribute description
SQI Name SQI19
SQI Description Change integrity in CMDB.
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VER.: 1.00

SQI Attribute SQI Attribute description

Measurement of the QoS (M) SQI19 = 100* (1-(Ccmoe/Crewy)

where
CreL = Cl-changes from monthly release report
and

Ccmps = Marked Cl-changesin CMDB

Any traceable change in a Cl is reflected in the CMDB
and performed according the change and release
management process.

All changes to CI's should have an indication of the
Release through which the changes are implemented.
The Release should refer to the RFC's agreed to be
implemented through this release.

Unit of Measurement of the QoS | %

SQI Target 95% of changes are traceable in the CMDB.
SQI Limit 90% of changes are traceable in the CMDB.
SQI Calculation A monthly list will be created containing all ClI’s that

were recorded in the CMDB as having been changed
during the previous month.

This list will then have to be compared to the monthly
reported Release activities.

The SQI will be calculated provisionally for every
reporting period.

The reporting of this SQI will follow the rule [Rulel]

Applicable services/deliverables | SE.8.1.5.1

Minimum number of | 10 changes
M easurements
Application period Over the last “2-month” period, over the SC duration
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VER.: 1.00
SQI Attribute SQI Attribute description
Reporting period 1 month
10.6.4.10SQI122
SQI Attribute SQI Attribute description
SQI Name SQI22
SQI Description All Commission Applications ClI's released in

production, al Software Cl released to the NAs
(Applications developed by the Commission on behalf
of the NAs) and all specifications stored inthe DSL.

Measurement of the QoS (M) A version of a Commission Application Cl released in
production, a software Cl released to the NAs and all
related specifications documents are stored on media in
the DSL.

SQI22 = 100 * (1- (Released Cls,ps. / Released
CISnTotaI)

where;

Released Clsypg. = number of versions of
Commission Application Cls
released in production + the
number of software Cls released
to the NAs + plus al related
specifications stored on media
in the DSL. This measurement
is based on activities that were
carried out during the reporting
period.

Released ClSprom = number of versions of
Commission Application Cls
released in production + the
number of software Cls released
to the NAs + plus al related
specifications,  during  the
reporting period
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VER.: 1.00
SQI Attribute SQI Attribute description
Unit of Measurement of the QoS | %
SQI Target 95% of the Clsreleased in the DSL.
SQI Limit 90% of the Cl released inthe DSL.
SQI Calculation The SQI will be calculated provisionally for every
reporting period.

The reporting of this SQI will follow the rule [Rulel]

Applicable services/deliverables | SE.8.1.6.1

Minimum number of | 1release
M easurements
Application period Over the last “2-month” period, over the SC duration
Reporting period 1 month
10.6.4.11.SQI27
SQI Attribute SQI Attribute description
SQI Name SQI27.
SQI Description Training/workshop hosting and performance (per

training session/course);
Training /workshop — Performance;

Training/workshop — Hosting  Facilities  and
infrastructure;

Demonstration — Performance;

Demonstration — Hosting Facilities and infrastructure.

Measurement of the QoS (M) Per event the percentage is formed of the number of
participants whose average score is >8 over the total
number of valid evaluation forms.

Unit of Measurement of the QoS | One event is defined as 1 Performance or as 1 Hosting.

In case of 3 weeks notice for the request the average
duration of an event:

Performance could have duration of 1-3 working days
including hosting.

In case less then 3 weeks notice the duration will be as
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SQI Attribute SQI Attribute description
per Mutual Agreement.

Evaluation is based on a service specific template,
which is initially agreed upon. This template contains
a set of service specific criteria, each one to be rated
with one of the following ratings:

Per event, evaluation forms will be distributed under
the participants at the end of the event. Per event, valid
evaluation forms (= the correctly and completely filled
in returned evaluation forms) will be computed as
follows:

The participants are asked to express their evaluation
by choosing one of the following 5 categories of
subjective assessment for each question of the form:

Excellent,
Very good,
Good,
Adeguate,
Poor

The evaluation assessment categories are then
converted into numeric values according to the

following rule:
Excellent = 10,
Very good = 8.1,
Good =7,
Adeguate = 5,
Poor = 2

The evaluation assessment categories are then
converted into numeric values according to the
following rule:

Excellent isabove 8,,

Very good is above 8,

Good is lower than 8,

Adequate is lower than 8,

Poor is lower than 8.

The percentage of “very good” and “excellent” marks
is calculated per trainee (above 8 equals 1, lower than 8
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SQI Attribute SQI Attribute description

equals 0). The percentage of “1” is calculated for each
trainee (in percentage) and an average of the
percentage is made for the whole training session.

In case, per application period, more than 1 event
occurred, the percentages of the total number of events
are averaged.

The SQI will be calculated provisionally for every
reporting period.

The reporting of this SQI will follow the rule [Rulel].

Application period Over the last “2-month” period, over the SC duration
Target 95% of participantsrating > 8.

Limit 80% of participants rating > 8.

Applicable services SE.8.3.25.5, SE.8.3.25.7, SE.8.3.34, SE.8.3.3.6
Minimum number of | 2 events.

M easurements for the wholeSC

10.7 SQI29%a
SQI Attribute SQI Attribute description
SQI Name SQI29a
SQI Description Conformance Test readiness.

Measurement of the QoS (M) SQI29a=100 * (1-(Cyr/Cry)
where

Cqs isthe total number of CT Campaigns performed by
the contractor in the reporting period.

and
Crr is the number of CT Campaigns where the

contractor was effectively ready (stated by the QA
contractor) intime

Unit of Measurement of the QoS | %
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SQI Attribute SQI Attribute description
SQI Target 95% without delay
SQI Limit 90% without delay
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SQI Attribute

SQI Attribute description

SQI Calculation

For each CT Campaign, the contractor will send, when
ready for the CT, an email to the TAXUD A4 PSU, the
TAXUD ITSM PO, BE QA ITSM functiona
mailboxes and ITSM PMA mailbox. In the e-mail, the
contractor will state the readiness of the CT. The QA
contractor will then perform checks to verify the
readiness, based on the following criteria:

1. Isthe environment ready

2. Are all necessary application installed and
configured

3. Arethe testers ready to start testing (executing test
cases)

4. Arethe CTO, CTD accepted by Cl owners

The contents of the e-mail will be the following:

o Service Cal number: (if there was a service
call opened to request the installation)

o Application name

o Application version

o Environment (CONF)

o Ingdlation planned date

o Ingdlation actual date/time of installation

o Ingdlation of application is confirmed as
completed:

o Configuration of application is confirmed as
completed:

o Planned date for start of CT campaign

o Person responsible AM: point of contact

o Person Testing: conformance test co-ordinator

o CTD reference + version (possibly, list of

documents, not part of the CTD and of
importance)
o Freefidld: installation configuration issues

The QA Contractor will then produce, one day after
each reporting period, a list of al CTs for which a
readiness statement e-mail has been sent by the
contractor, stating for each of them if the readiness was
effective, or if issues were found. In case of
disagreement, the contractor can request a decision to
be taken by the TAXUD PSU CPT during the BMM
related to the reporting period.

The SQI value is then reported, by calculating the
percentage of the CTs that were effectively ready, and
ready in time based on the CTT, versus all CTs that
were started during the reporting period. If no CTT is
produced for a specific CT, the contractor will provide
as proof of the planned date, the email from the
requestor of the service to the CTP co-ordinator where
he/she agrees on the planning.

The SQI will be calculated provisionally for every
reporting period.

At the end of each quarter of the SC, the final version
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SQI Attribute SQI Attribute description

The reporting of this SQI will follow the rule [Rulel]..

Applicable services/deliverables | SE.8.4.3.1.2.2.x

Minimum number of | 2CT
M easurements
Application period Over the last “2-month” period, over the SC duration
Reporting period 1 month
10.7.1.1 SQI31
SQI Attribute SQI Attribute description
SQI Name SQI31
SQI Description Delivery of aminor deliverable (SfA).

Measurement of the QoS (M) SQI31= 100 * (1-(Ao/ Pop))

where;

Ap is the number of minor deliverables that were
actually delivered for final acceptance during the
reporting period, no longer than the planned delivery
date.

and

Pop is tota number of minor deliverables to be
delivered for acceptance, during the reporting period

Unit of Measurement of the QoS | %

SQI Target 90% “0 delay” for acceptance.

SQI Limit 80% “0 delay” for acceptance.
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SQI Attribute

SQI Attribute description

SQI Calculation

The actual delivery date is the date the accepted
deliverable is uploaded (for acceptance) on Circa.

If the deliverable must be uploaded several times on
Circafor acceptance:

o theactua delivery date isthe date of the last
upload for acceptance;

e for each re-SfA, the number of daysto be
considered in the calculation of this SQI will
be the number of days between the moment ...
received the IVE_NOK (or the request for re-
SfA from TAXUD) and the moment the new
version of the document has been uploaded on
Circa

The planned delivery dateis:

e thedate defined in the Technical Annex of the
Framework contract for all deliverables where
that date is defined in the column “Planning”
of thetable 3: Services and deliverables;

e thedate defined in the RfA for al deliverables
provided in the frame of this RfA, except if
they are in the previous category;

o the date defined in the last approved version of
the DTM for al other deliverables

The SQI will be calculated for each minor deliverable
delivered for acceptance. Each time such minor
deliverable will be delivered for final acceptance, no
later than the “planned delivery date”, this deliverable
will be flagged “1", otherwise, “0” (this includes the
cases where the deliverable could not have been
delivered for acceptance).

Ap will then be the sum of al the deliverables, flagged
“1.

The SQI will be calculated for every reporting period.

The SQI for the reporting period will be normalised,
then profiled.

The reporting of this SQI will follow the rule [Rulel].

ITS IFQP-SC04-Annex 6-Contractual OLA v1.00_ TAXUD

Page 74 of 82



REF.: ITS-ICQP-SC06-ANNEX 5-COLA
VER.: 1.00

SQI Attribute SQI Attribute description

Applicable services/deliverables | DLV.0.10.1, DLV.8.4.3.1.1.6,DLV.8.4.3.1.1.4.1,
DLV.8.3.22.1,DLV.8.3.25.1, DLV.8.3.3.3,
DLV.0.5.1.1,DLV.0.5.3.1, DLV.0.6.3, DLV.0.6.5,
DLV.09.2,DLV.8.3.1.1.4,DLV.8.34.2.1,DLV.7.2.1,
DLV.7.24,DLV.7.25, DLV.7.2.8, DLV.7.2.9,
DLV.8.15.2.1,DLV.8.1.5.2.2,DLV.8.1.5.2.3,
DLV.8.3.21.2,DLV.8.3.21.3,DLV.8.3.2.1.4,
DLV.8.3.2.1.5,DLV.8.3.23.1,DLV.8.3.2.3.2,
DLV.8.3.23.3,DLV.8.1.1.1,DLV.8.1.2.4.2,
DLV.8.1.24.3,DLV.8.3.24.1,DLV.8.3.2.4.4,
DLV.8.3.1.22.1,DLV.8.3.1.22.2

Minimum number of | 1deliverable
M easurements
Application period Over the SC duration
Reporting period 1 month
10.7.1.2 SQI43
SQI Attribute SQI Attribute description
SQI Name SQI43
SQI Description Integrity of the application/system portfolio.
M easurement of the QoS (M) Deviation from integrity and availability expectation

for the portfolio. Online availability of the portfolio.

SQI43 = 100* (1-(Iopr / Terr)
where
Ippe = number of incidents, raised during the
reporting period, linked to defects found in
the entries of the Portfolio

and

Tepr = total number of entriesin the Portfolio

Unit of Measurement of the QoS | %

SQI Target 95% of entriesin the portfolio “0” defect

SQI Limit 90% “0” defect
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SQI Attribute SQI Attribute description
SQI Calculation The SQI calculation will be based on new Incidents

raised in the SMT tool during the reporting period,
linked to “errors’ found in the Portfolio.

The SQI will be calculated for every reporting period.

The SQI for the reporting period will be normalised,
then profiled.

The reporting of this SQI will follow the rule [Rulel]

Applicable services/deliverables | SE.8.4.1.2

Minimum number of | 1 defect
M easurements
Application period Over the last “2-month” period, over the SC duration
Reporting period 1 month
10.7.1.3 SQI52
SQI Attribute SQI Attribute description
QI Name Q152
SQI Description Monitoring of unscheduled unavailability applicable for

al applications managed or operated by ITSM, on
production environments:

» monitored by ... (limited to the CI’'s covered and
monitored by SQI24a);

« or of 3rd parties (CCN/TC and DIGIT), for which
. is kept informed of the availability status,
through email to Monitor@itsmtaxud.europa.eu.
In this case ... has amaximum of 30 min delay to
publish (via the Availability Dashboard and the
moment the email was received) the reported
unscheduled unavailability.
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SQI Attribute SQI Attribute description

Measurement of the QoS (M) SQI52=100* (1- (Iop/ Tunv))

where

lop = during the reporting period, total number of
Incidents raised by end users before ... about
unscheduled unavailability of applications
either directly monitored by ... or by 3" parties
(for which ... is kept informed of the
availability and for which ... did not inform
(viathe availability Dashboard) before a delay
of 30 minutes, &fter reception of the
unscheduled unavailability email notification).

and

Tunv = during the reporting period, total number of
reported unscheduled unavailabilities, via the
SMT toal.
Rules:

elimited to the ones in line with the definition
of an application unavailability (see below)
and;

swhere multiple incidents linked to avery same
instance (root cause and timeframe) of
unscheduled unavailibility are considered
asl.

An application is only considered as being unavailable,
as from a minimum of 15 consecutive minutes of down
time.

Unit of Measurement of the QoS | %

SQI Target 97% of unscheduled unavailability reported first by the
contractor, before any other party notifies the Service
Desk about the unavailability.

SQI Limit 92%
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SQI Attribute SQI Attribute description
SQI Calculation At the end of each reporting period, ... will collect al

Incidents that were raised in the SMT tool (during the
reporting period), linked to unscheduled unavailability
notifications and meeting the following rules:

elimited to the ones in line with the definition
of an application unavailability (see above)
and;

swhere multiple incidents linked to avery same
instance (root cause and timeframe) of
unscheduled unavailibility are considered
asl

This list of incidents will be split into two and
following calculation methods will apply:

e Applications directly monitored by ...

Iwnok = humber of Incidents raised by Non-...
either :

o before another incident was raised by
... and linked to the same application
unscheduled unavailility or,

o if ... did not raise any incident on the
very same application unscheduled
unavailalibity

e Applications not monitored by ... but for
which ... is kept informed of the availability:

Isnvok = humber of Incidents raised by Non-...
either :

o before another incident was raised by
... (within 30 minutes after reception
by ... of the unscheduled
unavailability notification) and linked
to the same application unscheduled
unavailility or,

o if ... did not raise any incident on the
very same application unscheduled
unavailalibity

lop= Imnok + lanok

The SQI will be calculated for every reporting period.

The SQI for the reporting period will be normalised,
then profiled.

The reporting of this SQI will follow the rule [Rulel]
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SQI Attribute

SQI Attribute description

Applicable services/deliverables

SE.8.11, SE8241, SES83111, SES843211,
SE.84.3.21.2, SEB84322 SEB86.3, SES8.6.31,
SE.8.6.3.2

Minimum number of
M easurements

10 unscheduled unavailabilities

Application period

Over thelast “2-month” period, over the SC duration

Reporting period 1 month
10.7.1.4 SQI53
SQI Attribute SQI Attribute description
SQI Name SQI53
SQI Description Announcement (via mass mails) of scheduled
unavailability.
Measurement of the QoS (M) One or severa incidents reported by SDUs because

scheduled unavailability has not been correctly
announced.

SQI53=100* (1 —(Ian/ l1or))

where

Ian = during the reporting period, number of
Incidents that were raised due to a defect in
announcing a schedule unavailability, reported
by SDUs.

and

ltor = total number of scheduled unavailability
notifications that should have been sent (missed
ones) + the ones that were actually sent by ....
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VER.: 1.00
SQI Attribute SQI Attribute description
Unit of Measurement of the QoS | %
SQI Target 99% “0” incident because of defect in announcing
scheduled unavailability.
SQI Limit 97% “0" incident.
SQI Calculation At the end of each reporting period, ... will count the

number of new Incidents (raised by SDUs during that
reporting period), linked to defect in announcements on
scheduled unavailability made by .... Thisvalueis|a.

The SQI will be calculated for every reporting period.

The SQI for the reporting period will be normalised,
then profiled.

The reporting of this SQI will follow the rule [Rulel]

Applicable services/deliverables | SE.8.2.4.1

Minimum number of | 10 scheduled unavailabilities

M easurements

Application period Over the last “2-month” period, over the SC duration
Reporting period 1 month

10.8 Schedule G — Service Level Reporting

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

10.9 ScheduleH — Support and Service Desk Services

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

10.10 Schedule | — Problem Escalation

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

10.11 Schedule J — Fees and Expenses

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.
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10.12 Schedule K — Scale of Penalties and Refunds

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

10.13 Schedule L — Notices

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.

10.14 Schedule M — Changes to Agreement

Please see ITSIFQP-SCO1-Annex 10-Contractual OLA [ADO6] for a full description,
same section as this.
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11 ANNEXESTO PART TWO

These annexes are a binding part of the contractual OLA, and provide additional detail
of service agreements.

11.1 Schedule A —Sandard Services

Please see Schedule A of Part One of this document.
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