RFP #22-70641: Rental Vehicles and Related Services
Attachment H: Service Level Agreements
Indiana Department of Administration

Instructions: Please indicate your ability and willingness to meet each draft Service Level Agreement.  If you would like to offer an enhancement or modification to the Service Level Agreement, please describe.  Respondents may also offer additional Service Level Agreements not included in the list for the State’s consideration.  This list may be modified to include commitments agreed to during the RFP process and will be updated during contract finalization.  The Respondent will be required to track and report performance related to each Service Level Agreement.  If a space is left blank, you will be implying that your company cannot meet the minimum Service Level Agreement(s), and your proposal will be evaluated accordingly.

	
	SLA
	Service Level Agreement Description
	Minimum SLA
	Agree?  (Y/N)
	Offered Enhancement or Modification to Minimum SLA

	1
	Standard Inquiry Response Time
	The amount of time it takes for the Respondent to respond to general inquiries from the State, an Authorized User, or a Driver.
	48 hours or fewer
	
	

	2
	Emergency Inquiry Response Time
	The amount of time it takes for the Respondent to respond to emergency inquiries from the State, an Authorized User, or a Driver.
	10 minutes or fewer
	
	

	3
	Customer Satisfaction
	Monthly survey of Drivers to be conducted by the Respondent.  Survey will highlight positive and negative points about the Drivers’ experiences to identify areas for improvement.  Results of surveys will be compiled for State review every reporting period.  Drivers surveyed will have the option to complete the survey anonymously.
	
	

	4
	Standard Report Turnaround Time
	The amount of time it takes for the Respondent to return a standard report, which will be defined during contract finalization.
	48 hours or fewer
	
	

	5
	Ad Hoc Report Turnaround Time
	The amount of time it takes for the Respondent to return customized or ad hoc report.
	120 hours or fewer
	
	

	6
	Reservation Fill Rate
	The number of reservations that meet the expectations of the State laid out in Section 1.4.6 of the RFP each month divided by the total number of reservations made for that month.
	95% or higher
	
	

	7
	24/7/365 Online Reservation System Availability
	The amount of time the Respondent’s online reservation system is available for use by the State and Authorized Users.
	99% or higher
	
	

	8
	Billing Errors
	The Respondent shall provide accurate monthly invoices for each business unit within 1 business day after the end of the billing cycle.
	99% or higher
	
	

	9
	Billing Error Correction
	The Respondent must correct and reissue inaccurate invoices within two (2) business days of notification.
	2 days or fewer
	
	

	10
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	14
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