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 STATEMENT OF WORK BUSINESS REQUIREMENTS
FOR CATEGORIES 530 - 533
[bookmark: _Toc233701738]CMCS-G1.1 OVERVIEW
This Invitation for Bid (IFB) C5-CMCS-G1-26 provides the State’s solicitation for the Statement of Work (SOW) Business Requirements associated with the CALNET Managed Cybersecurity Services (CMCS) Group #1 SOW Technical Requirements described in:
Category 530 – Managed Multi-Factor Authentication (MFA) Service
Category 531 – Managed Incident Response Retainer (IRR) Service
Category 532 – Managed Anti-Phishing Security (MAPS) Service
Category 533 – Managed Endpoint Detection & Response (EDR) Service
The State’s electronic Vendor Application of Qualifications (eVAQ) is an external process to this solicitation and all questions related to the eVAQ should be addressed to the Office of Statewide Technology Procurement (OSTP) Procurement Officer.
The CALNET 5 CMCS Group #1 Contract(s) that result from the award of this IFB will be managed by the CALNET Program.
[bookmark: _Toc233701739]CMCS-G1.1.1 Contract Term
The contract resulting from IFB C5-CMCS-G1-26 shall be effective upon CDT, OSTP signature approval. The Contract term is approximately three years, with two one-year options to extend, in accordance with the Part 1 – General Instructions, Section 1.4 Contract Term.
[bookmark: _Toc233701740]CMCS-G1.1.2 Bidder Response Requirements
Throughout this IFB, Bidders are required to acknowledge acceptance of the Requirements described herein by responding to the following:
“The Bidder understands and shall meet or exceed the Requirements identified in Section CMCS-G1.X, Section Name? Choose an item.” (Choices include Yes or No)
[bookmark: _Toc233701741]CMCS-G1.1.3 Designation of Requirements
All SOW Business Requirements specified in this IFB are mandatory and must be responded to as identified in this IFB, Part 1 – General Instructions, SOW Business Requirements and SOW Technical Requirements by the Bidder.  Additionally, some mandatory Requirements are “Mandatory-Scorable” and are designated as “(M-S)”. 
Costs associated with these SOW Business Requirements shall be included in the prices provided by the Bidder for the individual items included in the Cost Worksheets. Items not listed in the Cost Worksheets will not be billable by the Contractor.
[bookmark: _Toc233701742]CMCS-G1.1.4 Pacific Time Zone
Unless specified otherwise, all Requirements are stated in the Pacific Time Zone and the Contractor shall use the Pacific Time Zone.
The Bidder understands and shall meet or exceed the Requirements identified in Section CMCS-G1.1, Overview? Choose an item.
[bookmark: _Toc233701743]CMCS-G1.2 CALNET PROGRAM REQUIREMENTS
[bookmark: _Toc233701744]CMCS-G1.2.1 Contractor Responsibilities
The Contractor shall:
Comply with the Requirements defined in this IFB and subsequent Service Requests, including the business support and SOW Technical Requirements detailed herein.
Comply with the terms and conditions of their respective Contract(s).
Ensure that Key Personnel, as defined in Section CMCS-G1.2.4, Staffing and Resource Requirements, are in place and resources are available for Contract Conversion and/or upon receipt of first Service Request for IFB Services, per the terms and conditions of the awarded Contract. 
Accept full responsibility for all Contract Requirements. This responsibility includes the conduct of the Contractor, their Subcontractors and Affiliates, in complying with the terms and conditions of the Contract.
Unless otherwise specified in this IFB, all SOW Business Requirements shall be met and delivered by the Contractor regardless of whether the Subcontractors or Affiliates provide Services to the Customers. The Contractors shall provide all reports, tools, procedures and other Deliverables that incorporate all Subcontractor and Affiliate information and activities. 
The Contractor, their Subcontractors and Affiliates shall provide consultative business assistance to the Customers in the planning, selection, application, and cost-effective use of Contract Services.
The Contractor shall comply with the State’s policies for Requirements in provisioning Telecommunications Services as defined in the State’s Telecommunications Management Manual (STMM), and CALNET 5 CMCS-G1 User Instructions.
All documents required to be submitted by the Contractor within the SOW Business Requirements shall be provided to the CALNET Program in an editable Microsoft (MS) Word 2013 (or higher) format unless stated otherwise in the SOW Business Requirements. Each submission shall include the specific Business Requirement Section number.
[bookmark: _Toc233701745]CMCS-G1.2.1.1 Marketing Requirements
Neither the Contractor, Subcontractors, nor Affiliates will express or imply any association with CALNET through their marketing, nor shall they use the CALNET brand without prior written approval from the CALNET Management and Oversight (CMO), in accordance with the General Provisions – Telecommunications, Section 20.2, No Publicity.
The Contractor shall not present or sell services that are NOT available on the Contract in a manner that implies to the Customer the Service will be made contractually available.
The CMO reserves the right to request, review, and approve the Contractor’s CALNET marketing materials.
[bookmark: _Toc233701746]CMCS-G1.2.1.2 CALNET Authorization to Customer Proprietary Network Information
The Contractor shall provide the CALNET Program all data, invoices, reports and access to trouble ticket data for Service(s) subscribed to under this Contract, pursuant to the provisions of this Contract. The CMO authorized users shall have access to Customer Proprietary Network Information (CPNI) for purposes of administering this Contract. The Contractor shall provide access only to CALNET Program staff as authorized by the CMO.
[bookmark: _Toc233701747]CMCS-G1.2.2 Contractor Program Manager Responsibilities
The Contractor shall assign a Contractor Program Manager (CPM) that will be available to the CALNET Program throughout the Contract Term.  
The CPM shall ensure compliance with the Contract Requirements. Responsibilities include, at a minimum:
1. Serve as the CALNET Program’s primary point of contact and ensure the Contractor is compliant with all terms and conditions of this IFB, including technical solutions, performs administrative functions, reporting, and Contract management functions to perform the obligations under the Contract. 
Ensure the Contractor responds to the CALNET Program’s verbal requests and/or directions regarding Contract and program oversight issues.
Respond through written communication within five Business Days to the CMO’s written requests.
Act as a point of escalation for all Contract and program oversight issues for the CMO.
Attend scheduled CALNET 5 CMCS-G1 executive meetings and ad hoc meetings to address Contract compliance or Customer Service issues; the Contractor’s remote attendance shall be at the CMO’s discretion.
Ensure the Contractor provides the CMO with written notice of regulatory changes that impact the Provisioning of Contract Services and/or the administration of the Contract.
Ensure the Contractor staff are knowledgeable on Contract Services and the terms and conditions of the Contract.
Ensure Contract amendments receive the required corporate approvals.
Ensure State Customers are notified of any Services or Features ordered that contain Generative Artificial Intelligence (GenAI) and were previously unreported that contain GenAI in accordance with General Provisions – Telecommunications, Section 22, Generative Artificial Intelligence.
Ensure the CALNET Program is notified of any Services or Features that contain GenAI in accordance with General Provisions – Telecommunications, Section 22, Generative Artificial Intelligence.
Ensure the Contractor is responsive to Service failures and provides executive summaries for outage(s) to the CMO within five Business Days of the CMO request.
Ensure notifications for significant Service impacting events are disseminated in accordance with Section CMCS-G1.12.2, Contractor’s Significant Service Outage Notification.
Ensure the Contractor notifies the CMO within five Business Days of a change of status of the CPM.
Be the point of contact to ensure that the resources necessary to support all of the contractual Requirements in this IFB are available throughout the Contract Term.
[bookmark: _Toc233701748]CMCS-G1.2.2.1 CPM as Single Point of Contact
If a Contractor is awarded more than one IFB Category, the Contractor may be required by the CMO to provide a Single Point of Contact (SPOC) for each of the Contractor’s awarded Contracts.
[bookmark: _Toc233701749]CMCS-G1.2.3 Contract Program Management Performance
The purpose of General Provisions – Telecommunications, Section 20.8, Liquidated Damages, (including but not limited to performance deficiency charges) is to ensure the Contractor accountability and to improve performance of administrative, reporting, and Contract management functions when deficiencies are identified. Performance deficiency charges specified herein are distinct from any SLAs charge provided elsewhere in this Contract. 
Beginning with the CMO and the CPM, the provisions of General Provisions, – Telecommunications, Section 20.8, Liquidated Damages, will be exercised in resolving performance deficiency issues using the following sequence of actions:
1. The CMO shall notify the CPM of performance deficiency occurrence(s) in writing.
1. The CMO and CPM shall meet prior to invoicing the Contractor, at the State’s discretion, to confer regarding the performance deficiency charges, the underlying failures or deficiencies in the Contractor’s performance, and alternative remedies and/or cures.
1. The CMO shall set a cure period, not to exceed 60 calendar days unless otherwise directed by the State.
1. If the Contractor continues to be noncompliant with the identified Contract performance deficiencies after the cure period set by the CMO, the California Department of Technology (CDT) may invoice the Contractor for the Deficiency Charges detailed in Table CMCS-G1.2.3.1 (Contract Program Management Performance Deficiencies and Charges).
1. The Contractor shall pay the invoice within 30 calendar days of receipt or notify the CMO within ten Business Days if it intends to dispute the invoice per General Provisions – Telecommunications, Section 17, Disputes.
1. The Contractor shall provide all assistance and support reasonably necessary for the administration of such performance deficiency charges, including, the provision of additional documentation regarding Contractor’s performance and payment of the deficiency charges.
1. The Contractor may not earn back, with subsequent performance or otherwise, the amounts of any performance deficiency charge(s) that become due to the CDT.
The CMO reserves the right to waive or diminish a deficiency charge globally or on a case-by-case basis per individual occurrence. The waiver or diminishment shall not reduce the applicability of the deficiency charges for future occurrences and shall not abridge the rights of the State.
[bookmark: _Toc233701750]CMCS-G1.2.3.1 Contract Program Management Performance Deficiencies and Charges
Table CMCS-G1.2.3.1 Contract Program Management Performance Deficiencies and Charges below describes the deficiency and charges for Contractor’s performance. The table includes categories describing deficiencies in the performance of administrative, reporting, and relationship management functions.
Table CMCS-G1.2.3.1 – Contract Program Management Performance Deficiencies and Charges
	Line Item
	Deficiency
	Charges

	1. 
	Contractor markets or sells Services and/or Equipment to CALNET Customers that are not available on the Contract in a manner that implies to the Customer the Services or Equipment are contractually available (Section CMCS-G1.2.1.1, Marketing Requirements).
	Up to $500 per marketing occurrence or Service Request. Charges shall occur on a single per Service Request basis or per marketing occurrence and shall not incur as a per monthly charge. If a Service and/or Equipment has been identified and is in the cure process, no additional instances shall result in additional charges.

	2. 
	CPM’s failure to respond in writing within five Business Days to the CMO’s written requests. (Section CMCS-G1.2.2, Contractor Program Manager Responsibilities #3).
	Up to $1,000 per occurrence and $250 per week thereafter until the Contractor’s response is received.

	3. 
	The Contractor fails to provide executive summaries of Significant Service Outage Notifications within five Business Days of the CMO request. (Section CMCS-G1.2.2, Contractor Program Manager Responsibilities #12)
	Up to $1,000 per occurrence.

	4. 
	Contractor sells CALNET Services or Equipment to an Entity not authorized by the State. (Section CMCS-G1.3.3, Provisioning and Implementation)
	Up to $500 per Service Request. Charges shall occur on a single per Service Request basis and shall not incur as a per monthly charge.

	5. 
	The Contractor fails to flag a non-CALNET service and/or feature on a Customer invoice in accordance with Section CMCS-G1.5 Invoicing, #15.
	Up to $100 for each non-CALNET service and/or feature per month, per Customer invoice.

	6. 
	The Contractor fails to provide reports and Contract data within the specified timeframe as defined in Section CMCS-G1.4.1.2 Ad Hoc Reports via ad hoc request.
	Up to $1,000 per report and/or data file and $200 per day thereafter until Contractor provides reports and Contract data, as defined.

	7. 
	In accordance with Section CMCS-G1.2.2, Contractor Program Manager Responsibilities the CPM fails to fulfill its responsibilities to ensure compliance with Contract Requirements.
	Up to $1,000 per week until the Contractor ensures compliance with the Contract Requirements.

	8. 
	In accordance with Section CMCS-G1.7 State Associated Administrative Fee, the Contractor fails to remit SAAF payment to CDT.
	Up to $1,000 per week for each late, inaccurate, or incomplete SAAF remittance, per Customer invoice.


[bookmark: _Toc233701751]CMCS-G1.2.4 Staffing and Resource Requirements
The Contractor shall submit an organizational chart to the CMO within 30 calendar days following Contract Award. The organizational chart shall identify Key Personnel that will be assigned to the Contract including title, area of responsibility, Contract Category, contact information (email and phone number), and escalation chain/level (if applicable). 
Up to date organizational charts will be provided upon request from the CMO throughout the Contract Term. 
The organizational chart shall include Key Personnel that will work with the CMO to include, at a minimum:
1. Executive Officers; and,
1. Contractor Program Manager.
The Contractor shall ensure that resources are available to support the contractual Requirements noted in this IFB.
For the purpose of managing the Contract as described in Section CMCS-G1.2.1, Contractor Responsibilities, the Contractor(s) will act as the agent of the Contractor’s Subcontractors and Affiliates when dealing with the State.
The Contractor shall not engage in co-branding with Affiliates or other entities acquired after Contract execution until such Affiliates are added to the Contract via amendment.
The Bidder understands and shall meet or exceed the Requirements identified in Section CMCS-G1.2, CALNET Program Requirements? Choose an item.
[bookmark: _Toc233701752]CMCS-G1.3 PROVISIONING AND PLANNING
This section describes the support responsibilities of the Contractor for activities related to the Customer’s acquisition of CALNET Managed Cybersecurity Services as defined in this IFB. All Equipment must be new, unused, and supported by the Contractor at the time of purchase. The Contractor shall be responsible for the coordination and processing of all acquisitions for Services provided by the Subcontractors and Affiliates.
[bookmark: _Toc233701753]CMCS-G1.3.1 Provisioning and Planning General Requirements
The Contractor shall:
1. Notify the CMO in writing within one Business Day of the Contractor’s receipt of the first complete Service Request for CALNET 5 CMCS-G1.
1. Provide technical and business resources to the CALNET Program and to the Customers for information on pricing, Features, and Feature interactions/restrictions. The Contractor’s staff shall be available by telephone to participate in meetings to answer questions about contracted Services. The Contractor shall ensure that the Contractor’s staff, including Subcontractors and affiliates, are trained on Contract Services and are knowledgeable on Contract terms and conditions.
1. Accept Executive Branch State Entity Service Requests in accordance with procurement Requirements as defined in this IFB and STMM.
1. Provide to the CALNET Program a toll-free telephone number for Provisioning and status inquiries Monday through Friday, 8:00 a.m. to 5:00 p.m. within 30 calendar days following Contract Award.
[bookmark: _Toc233701754]CMCS-G1.3.2 Planning
The Contractor shall:
1. Perform planning coordination activities related to Service implementation.
1. Review End-User Requirements to recommend the appropriate Service and implementation plan for successful Service delivery.
1. Perform site surveys, when necessary, to ensure End-User’s location is capable of supporting the type of Service/Feature being considered.
[bookmark: _Toc233701755]CMCS-G1.3.3 Provisioning and Implementation
The Contractor shall:
1. Verify the Customer’s authority to order Services by verifying the information contained in the CALNET data management system for each Service Request for:
17. State Customers - identified as a Chief Agency Telecommunications Representative (CATR) or an Agency Telecommunications Representative (ATR). 
17. Non-State Customers - identified by a fully executed Authorization to Order (ATO).
1. Acknowledge Service Requests receipt to the Customer within one Business Day. 
1. Process approved Service Requests (Form 20 and/or STD 65) and appropriate attachments (i.e. Scope of Work and/or list of CALNET 5 CMCS-G1 line items) within seven Business Days.
1. Provide the Customer with an order confirmation notification within five Business Days of receipt of a complete and accurate Service Request, unless otherwise specified in the SOW Technical Requirements. Order confirmation notification shall include all activities associated with the receipt, logging, task identification, Due Date confirmation, scheduling, and completion notification of Customer Service Requests.
1. Review Customer’s environment prior to implementation of Service to ensure the new Service is installed as mutually agreed upon between the Customer and the Contractor if required for Service(s) ordered, if applicable.
1. Coordinate the Service installation with the Customer contact. This includes scheduling, coordinating, and documenting meetings as appropriate.
1. Identify if the Customer’s Service Request qualifies as Managed Project Work (Section G1.14.1 Managed Project Work General Requirements,). If so, a Scope of Work shall be provided to the Customer within ten Business Days of receipt of Service Request in lieu of the order confirmation notification. The Contractor must include negotiated Due Dates for each individual service in the Scope of Work.
1. For each Service Request, the Contractor shall establish and present to the Customer in writing acceptance procedures or criteria in accordance with the Acceptance Test Period. The procedures or criteria shall be pertinent to the Services or Feature being installed and shall be provided to the Customer prior to the mutually agreed upon Installation Date.
1. Comply with Customer Acceptance as defined in Exhibit F, SOW Glossary.
1. After Customer Acceptance, begin invoicing for Services starting from the Installation Date.
1. Not charge to disconnect a CALNET Service. 
1. Not charge for Services after the Customer Requested Disconnect Date. Charges for Services shall cease on the Customer Requested Disconnect Date. Notification of the disconnect date will be provided to the Contractor at least five Business Days in advance of the disconnect date.
28. If the Contractor does not disconnect a Service, including Features, by the Customer’s Requested Disconnect Date, the Contractor shall issue a credit for any charges invoiced to the Customer starting from the Customer Requested Disconnect Date.
[bookmark: _Toc233701756]CMCS-G1.3.4 End-of-Life Provisioning Requirements
1. No Equipment, as part of the proposed Service. may be proposed, specified, or initially deployed for a Customer if the manufacturer has announced that the Equipment has been manufacturer discontinued and that end of manufacturer support has occurred.
All manufacturer’s and Contractor’s announcements regarding future Equipment discontinuance, and end of the manufacturer’s or the Contractor’s support, shall be provided to the CMO within 30 calendar days of such announcements. The CMO may require that the same or equivalent announcements shall be provided to all affected Customers.
1. The Contractor may only propose, specify, or initially deploy Services or Equipment that does not meet the Requirements above if:
30. The Contractor has proposed in writing to the CMO the Contractor’s plan to provide adequate support; and,
30. The Contractor has proposed in writing to the CMO a plan that identifies processes and procedures that mitigate loss of Service in the event that the Services or Equipment does not function or is not supported as required. If the proposed replacement provides any diminishment of ordered Features or functionality, such diminishment and any applicable cost Adjustments or credits must be clearly stated in the plan.
In responding to a Contractor’s request, the CMO may require additional information. The determination of the adequacy of the Contractor’s request, and the approval, disapproval or other response to the request shall be at the CMO’s discretion. The Contractor shall not change any CALNET Services or Equipment until the CMO has provided written approval.
The CALNET Program has the option at any time to request from the Contractor supporting evidence of compliance with these end-of-life Provisioning Requirements.
[bookmark: _Toc233701757]CMCS-G1.3.5 Acceptance Testing Period
In accordance with General Provisions – Telecommunications, Section 15.1.2,a, Acceptance, the Contractor must provide the Customer a 30-day acceptance period to test Deliverables, commencing on the Installation Date. 
No payment will be due before Customer Acceptance and any notice of rejection by the Customer will be in accordance with General Provisions – Telecommunications, Section 15.1.2.b, Acceptance.
The Bidder understands and shall meet or exceed the Requirements identified in Section CMCS-G1.3, Provisioning and Planning? Choose an item.
[bookmark: _Toc233701758]CMCS-G1.4 DATA MANAGEMENT AND STANDARDIZATION  
The purpose of this section is to standardize data throughout the CALNET 5 CMCS-G1 Contract and define the rules for referencing and reporting on the data. The Contractor shall utilize the State’s prescribed data standards as defined in this section. In defining the data criteria, the State seeks to establish a level of accuracy, consistency, reliability and completeness in CALNET 5 CMCS-G1 data. 
[bookmark: _Toc233701759]CMCS-G1.4.1 Data Management and Standardization General Requirements
The Contractor shall ensure data files include all Services and Features provided by the Contractor, Subcontractors, and affiliates under this Contract.
The Contractor shall only include contracted CALNET Services and Features on all reports.
The Contractor shall proactively correct and resubmit all inaccurate and/or incomplete reports or data files to the CALNET Program to ensure compliance with reporting Requirements within 30 calendar days of notification.
The Contractors who are awarded more than one CALNET 5 CMCS-G1 Category may be allowed to comingle their required report data upon approval by the CMO. Approval may be modified or rescinded by the CMO.
[bookmark: _Toc233701760]CMCS-G1.4.1.1 Customer Naming Conventions  
The Contractor shall use the most current version of the State maintained list of CALNET Customer Names and Customer Codes. The Customer Names and Customer Codes shall be used on all reports, or as directed by the CALNET Program. 
[bookmark: _Toc233701761]CMCS-G1.4.1.2 Ad hoc Reports
The Contractor shall provide complete and accurate ad hoc reports as requested by the CMO at no cost. The Contractor shall acknowledge receipt of ad hoc report request within two Business Days to determine the agreed upon time frame(s) and file format(s) for report submission.
[bookmark: _Toc233701762]CMCS-G1.4.1.3 Data Retention
All CALNET data and reports shall be retained and maintained by the Contractor in a secure environment in accordance with NIST standards for the periods identified in the General Provisions – Telecommunications, Section 15.4, Examination and Audit.
[bookmark: _Toc233701763]CMCS-G1.4.2 CALNET Billing Activity Report (CBAR) 
The Contractor shall provide billing information for all CALNET Data Transport Services to the CALNET Program as a data file, herein defined as CALNET Billing Activity Report (CBAR).
[bookmark: _Toc233701764]CMCS-G1.4.2.1 CBAR General Requirements
The Contractor shall provide the CBAR within 90 calendar days of receipt of the Contractor’s first Service Request related to this IFB, or prior to the Contractor’s commencement of any applicable Conversion Plan identified in Section CMCS-G1.11, Conversion, whichever occurs first.
The Contractor shall provide a monthly CBAR data file to the CALNET Program within 60 calendar days of the end of each reporting period, unless otherwise specified.
[bookmark: _Toc233701765]CMCS-G1.4.2.2 CBAR Data Exchange
The Contractor shall be required to utilize a CALNET-managed web-based application to submit data as zipped text files. Instructions on using the web-based application will be provided after Contract Award.
[bookmark: _Toc233701766]CMCS-G1.4.2.3 CBAR Labeling Convention
The Contractor shall use the following CBAR Labeling Convention
	Data Item
	Chars
	Description

	Con
	2
	Unique Contractor Code assigned to the Contractor and provided by the CALNET Program

	underscore
	1
	“_”

	filename
	10
	The report name as defined within each specific report specifications within this SOW Business Requirements

	mmyyyy
	6
	Service month and year for the submitted report


Format: Con_filenamemmyyyy
Example: 01_CBAR012026
[bookmark: _Toc233701767]CMCS-G1.4.2.4 CBAR File Structure
The Contractor's CBAR file shall meet the following requirements:
CBAR files shall be formatted with all data fields delimited by pipes (“|”) on both header and data records; 
The first record shall be a required header record that labels the columns using the field order and data field names as detailed in Table CMCS-G1.4.2.5.b – CBAR Record Definition;
All records (including the header record) shall end with a <CR><LF>, except the trailing or last record;
Data records shall immediately follow the header record. The formatting of data records shall be defined within Table CMCS-G1.4.2.5.b –CBAR Record Definition;
Only digits, negative signs, and decimals shall be included for Currency and Quantity fields;
The CBAR shall only contain ASCII characters;
The CBAR shall not include quotation marks;
Data fields that are left blank shall contain a delimited placeholder;
Each charge shall be reported on a new record;
Back billing for Services or Features shall be reported as a separate data record for each Service Month; and,
Partial months of Service with prorated charges shall be reported as a separate data record.
[bookmark: _Toc233701768]CMCS-G1.4.2.5 CBAR Record Definition
The Contractor shall provide a monthly CBAR as a zipped .txt file with the data fields defined in Table CMCS-G1.4.2.5.b – CBAR Record Definition.
Fields are populated based on the Charge Type value, described in Table CMCS-G1.4.2.5.a – Charge Types.
Table CMCS-G1.4.2.5.a – Charge Types
	Charge Type
	Charge Description

	NRC
	Non-recurring charge

	MRC 
	Monthly recurring charge

	PRC 
	Prorated charge

	ADJ
	Adjustment

	SAAF
	SAAF Charge

	SAAFADJ
	SAAF Adjustment


Data Record Definition: The following data fields shall be included as columns in each data record in the order specified and must follow data field specifications as detailed below.
The Field Population column in Table CMCS-G1.4.2.5.b – CBAR Record Definition defines when the field is populated based on that record’s Charge Type.
Table CMCS-G1.4.2.5.b – CBAR Record Definition
	Field Order
	Data Field Name
	Data Type and Format
	Max Value
	Field Population

	1. 
	Contractor Code
	Text
	2 chars
	Required for all Charge Types

	1 
	Service Month
	Date 
MM/YYYY
	7 chars
	Required for all Charge Types

	2 
	Customer Code
	Number 
<99999> 
 
Must include leading zeros  
Example: 00028
	5 digits
	Required for all Charge Types

	3 
	Customer Name
	Text
	250 chars
	Required for all Charge Types

	4 
	Sector
	Text
Example: State
	20 chars
	Required for all Charge Types

	5 
	Subsector
	Text
Example:  Executive
	25 chars
	Required for all Charge Types

	6 
	BAN
	Text
	50 chars
	Required for all Charge Types

	7 
	BTN
	Text
	50 chars
	When Applicable for all Charge Types

	8 
	Invoice Number
	Text
The unique number assigned to the invoice
	30 chars
	Required for all Charge Types

	9 
	Invoice Date
	Date 
MM/DD/YYYY
	10 chars
	Required for all Charge Types

	10 
	Subcategory
	Numeric (M, D)
Where <M> is the maximum number of digits (3) and <D> is the maximum number of digits to the right of the decimal point (2) 

Examples:  501.00, 502.00
	5 digits
	Required for all Charge Types

	11 
	Section Number
	Text
	50 chars
	Required for NRC, MRC, and PRC Charge Types

When Applicable for ADJ, SAAF, and SAAFADJ Charge Types

	12 
	Service Type
	Text
	500 chars
	Required for NRC, MRC, and PRC Charge Types

When Applicable for ADJ, SAAF, and SAAFADJ Charge Types

	13 
	Product ID
	Text
	25 chars
	Required for NRC, MRC, and PRC Charge Types

When Applicable for ADJ, SAAF, and SAAFADJ Charge Types

	14 
	Product Name
	Text
	500 chars
	Required for NRC, MRC, and PRC Charge Types

When Applicable for ADJ, SAAF, SAAFADJ Charge Types

	15 
	Charge Type
	Text 
Charge Types: NRC, MRC, PRC, ADJ, SAAF, SAAFADJ
	10 chars
	Required for all Charge Types

	16 
	Charge Amount
	Numeric (M, D)
Where <M> is the maximum number of digits (20) and <D> is the maximum number of digits to the right of the decimal point (4) and <D> varies 2 to 4 digits

Strip “$” 
Example: $15.95 converts to 15.95
	20 digits
	Required for all Charge Types

	17 
	Product SAAF
	Numeric (M,D) 
 
Where <M> is the maximum number of digits (20) and <D> is the maximum number of digits to the right of the decimal point (4)  
 
(Unrounded to 4 decimal places including trailing zeros) 
 
Strip “$” 
Example:  $15.95 convert to 15.9500
	20 digits
	Required for NRC, MRC, PRC, and ADJ Charge Types

Not Populated for SAAF and SAAFADJ Charge Types

	18 
	Unit of Measure
	Text
	50 chars
	Required for NRC, MRC, and PRC Charge Types

When Applicable for ADJ Charge Type

Not Populated for SAAF, and SAAFADJ Charge Types

	19 
	Quantity
	Numeric (M, D)
Where <M> is the maximum number of digits (30) and <D> is the maximum number of digits to the right of the decimal point (2)
	30 digits
	Required for NRC, MRC, and PRC Charge Types

When Applicable for ADJ and SAAFADJ Charge Types

Not Populated for SAAF Charge Type

	20 
	Product Service or Feature Designation
	”Service” or “Feature”
	10 chars
	Required for NRC, MRC, and PRC Charge Types

When Applicable for ADJ, SAAF and SAAFADJ Charge Types

	21 
	Service ID
	Text
	100 chars
	When Applicable for all Charge Types

	22 
	SLA Description
	Text
	255 chars
	Not Populated for NRC, MRC, PRC, SAAF and SAAFADJ Charge Types

When Applicable for ADJ Charge Type

	23 
	Field 1
	Text
	255 chars
	When Applicable for all Charge Types

	24 
	Field 2
	Text
	255 chars
	When Applicable for all Charge Types


[bookmark: _Toc233701769]CMCS-G1.4.2.6 State Associated Administrative Fee Charges
SAAF charges shall be reported on the CBAR file as follows:
When the SAAF is a separate charge on the Invoice (per IFB C5-CMCS-G1-26 SOW Business Requirements, Section CMCS-G1.7, State Associated Administrative Fee and Section CMCS-G1.5, Invoicing), the Contractor shall present the SAAF on the CBAR file as SAAF data records, with each SAAF reported as a separate data record. SAAF shall be populated as follows for the fields listed below:
Charge Type:  populate with either “SAAF” or “SAAFADJ” 
Charge Amount: populate with the SAAF from the invoice 
Product ID:  populate with “SAAF” 
Product Name:  populate with “State Associated Admin Fee”
[bookmark: _Toc233701770]CMCS-G1.4.2.6.1 Service Level Agreement Adjustment
To comply with IFB C5-CMCS-G1-26 SOW Technical Requirements, Sections 530.3.8, 531.3.8, 532.3.8, and 533.3.8 Technical Service Level Agreements and SOW Business Requirements, Section CMCS-G1.15 Service Level Agreements, the Contractor shall populate the CBAR as follows:
All SLA adjustments applied on the Invoice shall be included on the CBAR data file;
Each SLA adjustment shall be reported as a separate data record; and,
The SLA adjustment shall be populated as follows for the fields listed below:
Charge Type: ADJ;
Charge Amount: populate with SLA credit amount;
Service ID: populate with the Service ID for the Service being credited;
Service Type: populate with the Service Type being credited;
Product ID: populate with the Product ID being credited; and,
SLA Description: populate with the SLA Name as defined in IFB C5-CMCS-G1-26 SOW Technical Requirements and the trouble ticket number or Provisioning Service Request number of the SLA being credited.
The Bidder understands and shall meet or exceed the Requirements identified in Section CMCS-G1.4, Data Management and Standardization? Choose an item.
[bookmark: _Toc233701771]CMCS-G1.5 INVOICING 
The Contractor’s invoices shall reference the CALNET Contract number(s) and provide a breakdown and explanation of all charges as specified throughout this section. Payments to the Contractor will only be issued for receipt of valid and approved invoices.
To ensure timely payment, the Contractor shall provide accurate monthly invoices to the Customers and provide a breakdown and explanation of all charges as specified throughout this Section. 
The Contractor shall provide a unique Product Identifier for each Product Name to appear on the Customer’s invoices as identified in Catalog A. Any duplicate Product Identifiers appearing in the Bidder’s IFB response shall provide the same Service, Feature, and functionality at the same cost with the same limitations, including Monthly Recurring Charge (MRC), Non-Recurring Charge (NRC), and Change Charges. 
Bundled Services are comprised of multiple components and the Contractor shall provide a unique Product Identifier for each bundled Service.
The Contractor shall integrate the Subcontractor’s and Affiliate’s billing data into the Contractor’s consolidated Invoicing application, creating one inclusive invoice to the Customer. With the coordination and consolidation of invoices, the Contractor, its Subcontractors and Affiliates will establish processes and procedures to avoid errors.
The Contractor shall:
Maintain a secure password protected web-based Invoicing application which delivers integrated monthly invoices to the Customers including Services provided by the Contractor, its Subcontractors and Affiliates, in accordance with NIST SP 800-63 Digital Identity Guidelines.
Allow the CALNET Program access to the Customer’s accounts with the ability to view and analyze Invoicing information through the web-based Invoicing application, including account history.
Provide within the Invoicing application the ability to download/export data into a MS Excel document accessible to the Customer upon bill release.
Bill all Features of a contracted Service onto one invoice, appearing under one Billing Telephone Number (BTN)/Service ID/Working Telephone Number (WTN) or Service Location within one Billing Account Number (BAN).
Generate monthly invoices to the Customers that are accurate and provide sufficient data for the Customers to validate and reconcile in a timely manner.
Distribute invoice(s) to authorized Customer within 15 Business Days of the end of the monthly billing cycle.
Utilize Customer Naming Conventions described in Section CMCS-G1.4.1.1, Customer Naming Conventions.
Initiate billing in accordance with Section CMCS-G1.3.3, Provisioning and Implementation.
 Not bill for any portion of an unbundled Service until all components of the Service are fully functional as described in Section CMCS-G1.3.3, Provisioning and Implementation.
Ensure necessary invoice modifications occur no more than 30 calendar days following Contract amendment signature.
Post and identify Adjustments on invoices (i.e., credits, debits, SLAs) and provide applicable cross-referencing information (e.g., trouble ticket number) and/or Product Identifier.
Identify late payment charges on the invoice and upon request, provide proof that the late payment charge is valid.
Provide the URL for the Invoicing application to the CALNET Program.
Invoice in arrears. The State is only authorized to pay for Services that have been rendered as stated in State Contracting Manual (SCM), Volume 2, Advance Payments – 1901.2. 
Flag or identify non-CALNET contracted charges on the Customer web-based and/or paper invoice and shall not apply SAAF to non-CALNET contracted charges. 
Apply the Customer’s payments only to the invoice number specified on the Customer’s payment remittance slip. If payments are not applied correctly, the Contractor shall correct the error within 30 calendar days of the Customer’s written notification. 
Include the Customer’s Service Request number on the invoice when a Service is first billed to the Customer in accordance with Section CMCS-G1.5.1.3, Required Invoice Content.
Initiate and provide a refund when there is a credit on a closed account. The Customers shall not be responsible for refund initiation and the refund is to be reflected on the BAN or as mutually agreed upon by both parties. Refund checks shall be issued to the Customer within 60 calendar days of the date of account closure. Refund checks shall be reflected in the Adjustments section of the invoice for tracking purposes. Refund checks will include the associated BTN/Service ID/WTN and the Customers’ Service Request number when applicable.
Not disconnect a Customer’s Service due to non-payment. The Contractor is responsible for working with the Customer for resolution. In the event that the Contractor cannot resolve the non-payment issue with the Customer, the Contractor shall proceed in accordance with General Provisions – Telecommunications, Section 17, Disputes.
[bookmark: _Toc233701772]CMCS-G1.5.1 Invoice Content Requirements 
Invoice content will vary depending on the type of Goods or Services. Invoices shall include data as defined below for a Customer to validate charges and for the invoice to pass an audit. The Contractor shall provide additional invoicing fields as requested by the CMO.
[bookmark: _Toc233701773]CMCS-G1.5.1.1 Content for Initial Invoice Page
1. Billing Account Number or equivalent;
Invoice Number;
Invoice Date;
Current Charges;
Previous Balance – the amount reflecting any unpaid charges from previous invoice(s) that has been carried forward;
Total Amount Due;
Payment(s);
Payment Due Date;
Adjustments; and,
Toll-Free Support Line.
[bookmark: _Toc233701774]CMCS-G1.5.1.2 Content for Remittance Slip
1. Contractor Name; 
Remittance Address;
CALNET Contract Number (and/or on the invoice, see CMCS-G1.5.1.1)
Invoice Number;
Invoice Date;
Current Charges;
Total amount Due; and,
Payment Due Date.
[bookmark: _Toc233701775]CMCS-G1.5.1.3 Required Invoice Content
1. BTN, Service ID, WTN or equivalent; 
Product ID;
Product Name;
Quantity;
Billing Period – The billing cycle for which the MRC applies;
Charge – the MRC for each unique Product ID; 
Usage Charge, if applicable;
Adjustments;
Itemized Taxes, Fees and Surcharges – provided at the BTN, WTN, (or equivalent) level;
Service Locations;
Service Request Number or equivalent (for new orders where NRCs do not apply); and,
Installation Date/activation date (for new orders).
Additional information shall be provided by the Contractor as necessary for a Customer to validate charges. If an invoice includes acronyms, symbols or codes the Contractor shall include a legend within the invoice.
[bookmark: _Toc233701776]CMCS-G1.5.2 Invoice Delivery Methods
The Contractor shall have the ability to provide invoicing with one of the following delivery methods identified below:
1. Web-based (Paperless) - secure password protected;
1. Email – Send to the Customer’s designated email address(es); or,
Paper – double side print required.
The Contractor shall issue a remittance slip free of charge, via web-based, email, or paper, to accompany the Customer’s invoices for payment processing.  
The Contractor may provide other means of electronic data at no additional cost to the State or the Customers, when mutually agreed upon.
[bookmark: _Toc174108373][bookmark: _Toc233701777]CMCS-G1.5.2.1 Web-Based (Paperless) Invoicing Delivery Options 
The Contractor may offer Paperless Invoicing Delivery Options, which shall be accessed through a web-based application allowing the Customers to view and print CALNET invoices and detail online. The Contractor’s system shall allow for:
1. Complete turn off of all paper with the Customer printing invoices, invoicing detail and remittance slip online through the Contractor’s web-based application or by the Customer contacting the Contractor’s Customer representative.
The Contractor shall:
1. Provide support for web based paperless invoicing.    
1. Establish a monthly invoice email notification, which is delivered to the Customer’s identified email addresses.
1. Include URL or access link on the email notification directing the Customers to their online invoice for viewing and printing.
1. Provide the ability for an authorized Customer to identify additional employees’ email addresses, allowing multiple notifications for a single BAN.
1. Waive late payment charges if related to delivery failure of the Paperless Invoicing Delivery Options.
The Web-based Paperless Invoicing Delivery Options will not change the required Invoice Delivery Methods in Section CMCS-G1.5.2 and are not in effect or to be implemented unless specifically requested by the Customer.
[bookmark: _Toc233701778]CMCS-G1.5.3 Invoicing Support
The Contractor shall provide to the Customers:
1. Invoice Support to the Customers. Problem resolution or status updates must be provided within one business day of initial notification.
A toll-free support telephone number as a single point of contact.
Investigation and resolution of systemic invoicing errors when they are identified.
Staff resources with the necessary skill levels to support invoicing Services.
Invoice support from 8:00 a.m. to 5:00 p.m., Monday through Friday.
Invoice support from location(s) within the United States or U.S. Territories.
The Contractor shall provide to the CMO:
1. A designated contact for Invoicing to support the Invoicing Requirements.
A designated escalation manager, at least one level higher than designated contact for Invoicing, to support the Invoicing Requirements.
[bookmark: _Toc233701779]CMCS-G1.5.4 Billing Disputes and Adjustments    
Should any Customer dispute, in good faith, any portion of the invoiced amount due, the Customer shall notify the Contractor in writing of the nature and basis of the dispute as soon as possible. In the event the dispute is not resolved prior to the invoice Due Date, the Customer may deduct the disputed amount from the amount due.  No late payment charges shall apply to the disputed amount until the dispute is resolved by both parties at which time any amount due will be paid by the Customer or an Adjustment shall be issued by the Contractor, consistent with the payment timelines set forth in this Contract. All parties agree to use their best efforts to resolve disputes.
The Contractor shall resolve billing disputes by issuing Adjustments for the full amount or provide acceptable evidence the disputed amount should not be adjusted. 
In the event a dispute between the Contractor and the Customer cannot be resolved, the processes described in the General Provisions – Telecommunications, Section 15.8, Set-off Rights, and Section 17, Disputes shall prevail.
[bookmark: _Toc233701780]CMCS-G1.5.5 Back Billing and Billing Credits 
The Contractor shall be limited to claiming no more than 12 previous months of back billing on all Services, Goods, and Features ordered under the Contract. 
The Contractor shall provide the Customer billing credits for up to three years from the invoice date for any invoicing errors requiring an Adjustment. The Contractor shall issue an Adjustment within 30 – 60 calendar days of CMO or Customer notification.
[bookmark: _Toc233701781]CMCS-G1.5.6 Systemic Invoicing Errors 
The Contractor shall provide a corrective action plan within 30 calendar days for the identified invoice discrepancy.  The Contractor shall correct systemic invoicing errors within 60 calendar days of the identified invoice discrepancy unless otherwise mutually agreed upon by the CMO.  The Contractor shall provide the CMO a list of affected Customers, dates of occurrence, resolution, and timeframes to implement resolutions and preventative measures.
[bookmark: _Toc233701782]CMCS-G1.5.7 Service Taxes, Fees, Surcharges, And Surcredits 
Taxes, surcharges, and surcredits should be assessed on the Contract price (Catalog A pricing) excluding the administrative fees. Administrative fees, taxes, and surcharges that are remitted to the government and not retained by the vendor are excluded from the vendor’s gross revenues. Therefore, no taxes may be assessed on the administrative fees. Additionally, there is no support for taxes on installation fees. While revenues from installation fees need to be reported, these are purely labor costs that cannot be taxed.
The Contractor shall provide to the CALNET Program, upon request, an itemized detailed report of all service taxes, fees and surcharges that are included in its monthly invoices.  
The Contractor shall respond to the CALNET Program within 15 Business Days upon request to inquiries associated with service taxes, fees, surcharges and surcredits. 
The Contractor shall provide the CALNET Program with valid exemption certificate(s) to complete on behalf of the State as identified in General Provisions – Telecommunications, Section 15.3.1, Service Taxes, Fees, Surcharges, and Surcredits, within 30 calendar days following Contract Award.
[bookmark: _Toc233701783]CMCS-G1.5.7.1 Service Taxes, Fees, Surcharges and Surcredits Submission and Updates  
The Contractor shall provide a Tax Table Report to the CALNET Program within 60 calendar days after Contract Award, and at the direction of the CALNET Program, post the Tax Table Report to the Contractor’s website or webpage in accordance with Section CMCS-G1.6.6, Contractor’s Portal. 
In addition, the Contractor shall update the Tax Table Report within 30 calendar days after the release or notification of any new law, resolution, or order that imposes or allows any new Service tax, fee, surcharge, and surcredit the Contractor intends to recover from the Customers, in accordance with General Provisions – Telecommunications, Section 15.3.1, Service Taxes, Fees, Surcharges and Surcredits.
The Contractor shall:
Provide an updated Tax Table Reports monthly to the CALNET Program, on the first Business Day of each January, April, July and October. 
Format the Tax Table Report as identified below in Table CMCS-G1.5.7.1 Tax Table Report Example in MS Excel to include jurisdictional entity URLs and Service taxes, fees, surcharges and surcredits as identified in Table CMCS-G1.5.7.1 Tax Table Report Example.
Table CMCS-G1.5.7.1 – Tax Table Report Example
	Service Type
(includes Features)
	Regulatory or Jurisdictional Entity (e.g., FCC, CPUC, BOE, IRS, etc.)
	Name of Tax, Fee or Surcharge
	Description
	Current Rate and URL identifying the   current rate*
	Effective Date
	Purpose of the Tax, Fee, or Surcharge
	Notes and Comments
	State Exempt:
Yes or No

	
	
	
	
	
	
	
	
	


* Regulatory or jurisdictional entity URL that indicates current rate.
[bookmark: _Toc233701784]CMCS-G1.5.8 Invoicing Fraud 
The Contractor shall perform fraud detection, monitoring and prevention services that are consistent with industry common “best” practices on a 24x7 basis to reduce the State’s vulnerability to fraudulent activities.
For the purpose of this Contract, fraud is considered the theft of Services for deliberate misuse of voice or data networks by perpetrators whose intention is to secure an unfair or unlawful gain. The Contractor shall not hold CALNET Customers responsible for costs of Services associated with the failure of a Contractor to secure their network.
If the Contractor detects fraudulent activities, the Contractor shall block Service or implement other safeguards to mitigate fraudulent activity but shall not disconnect Service without approval by the Customer.
[bookmark: _Toc233701785]CMCS-G1.5.8.1 Fraud Detection and Monitoring Services 
The Contractor shall notify the CALNET Program of fraudulent activities identified or reported pertaining to the Services described in the SOW Technical Requirements.
[bookmark: _Toc233701786]CMCS-G1.5.8.2 Fraud Notification 
In the event of suspected or real fraud violations, the Contractor shall notify and keep informed the CALNET Program and each Customer that is affected. 
The Contractor shall notify the CALNET Program and each Customer that is affected of suspected or real fraud violations within 24 hours of when such determination is made and when additional pertinent information becomes available.
[bookmark: _Toc233701787]CMCS-G1.5.9 Examination and Audits 
The CALNET Program may audit any Customer’s invoice for rate compliance and accuracy. The Contractor shall provide access to billing information and provide a copy of any Customer’s bill and supporting detail in a mutually agreed upon electronic format upon CALNET Program request without the Customer’s prior authorization.
The Contractor shall provide billing records within 30 calendar days of receipt of request from the CALNET Program. Refer to General Provisions – Telecommunications, Section 15.4, Examination and Audit for additional Requirements.
Upon request, the Contractor shall provide State auditing and/or investigative agencies (i.e., Bureau of State Audits, Department of Justice, court orders, or other law enforcement agencies) with copies of billing records without the Customers’ authorization for audit purposes at no cost to the State or the Customer. The State may sign a non-disclosure agreement on a case-by-case basis, subject to statutory requirements.
The Bidder understands and shall meet or exceed the Requirements identified in Section CMCS-G1.5, Invoicing? Choose an item.
[bookmark: _Toc233701788]CMCS-G1.6 CUSTOMER SERVICES
[bookmark: _Toc233701789]CMCS-G1.6.1 Customer Service Representative
The Contractor shall provide the customer service representatives who shall be available for activating and terminating Services, making changes to accounts, answering questions and assisting in problem resolution. The customer service representatives must be knowledgeable of CALNET Contract Requirements.   
[bookmark: _Toc233701790]CMCS-G1.6.2 Customer Support Availability
The Customer service support shall be available during regular business hours (Monday- Friday 8:00 a.m. – 4:59 p.m.). 
The Contractor shall provide the CMO and the Customers with a phone number for the Customers to report Service issues.
[bookmark: _Toc233701791]CMCS-G1.6.3 Escalation Process
[bookmark: _Toc233701792]CMCS-G1.6.3.1 CMO Escalation Process
The Contractor shall provide a CMO Escalation Process that includes a detailed process for escalating issues within the Contractor’s organization. 
The CMO Escalation Process shall:
1. Include the Contractor’s escalation hierarchy list which includes the contact information for the responsible individuals including title/responsibility, office number, cell number and email address who will be available 24x7 to resolve all escalation issues for the following types of issues:
9. Global Contract issues;
9. Service failures; and,
9. Specific Customer issues within the Contractor’s organization.
1. Provide an escalation list that includes three levels with one level above the Customer escalation;
1. Keep CMO Escalation Process information current throughout the Contract Term.
Contractor(s) shall provide a CMO Escalation Process to be used for all Categories awarded to the Contractor within 60 calendar days of receipt of the Contractor’s first IFB Service Request.
The CMO Escalation Process requires CMO approval.
[bookmark: _Toc233701793]CMCS-G1.6.3.2 Customer Escalation Process
The Contractor shall provide a Customer Escalation Process to the CMO to be used for all Categories awarded to the Contractor as a result of this IFB within 60 calendar days of receipt of the Contractor’s first IFB Service Request, or prior to the Contractor’s commencement of any Conversion Plan occurring under this Contract, whichever occurs first. The Customer Escalation Process requires CMO approval. The Customer Escalation Process shall include the Customer process for escalating issues within the Contractor’s organization. The CMO reserves the right to require changes to the Escalation Process prior to approval.
The Customer Escalation Process shall:
1. Include the Contractor’s escalation hierarchy list which includes the contact information for the responsible individuals including title/responsibility, office number, cell number, email address, and who will be available 24x7 to resolve Customer escalation issues.
This list must include the Contractor SLA contact information for customer questions related to all SLAs.
1. The Contractors shall provide a minimum of two levels of escalation.
The Contractor shall keep the Customer Escalation Process for Customer’s information current throughout the Contract Term.
[bookmark: _Toc233701794]CMCS-G1.6.4 Technical Resources
The Contractor shall provide technical resources in sufficient quantity to support the CALNET 5 CMCS-G1 contracted Services, as mutually agreed to by the Contractor and the CMO.
The Contractor’s technical resources assigned to provide support to both the CALNET Program and the CALNET 5 CMCS-G1 Customers shall possess a thorough knowledge of the following:
1. The Contractor’s Managed CALNET Cybersecurity Service;
1. Security trends;
1. CALNET 5 CMCS-G1;
1. Security monitoring tools; and,
1. Industry trends;
In addition, the technical resources shall understand the California Department of Technology’s objectives and possess experience to support the Business and Technical Requirements of the End-Users.
[bookmark: _Toc233701795]CMCS-G1.6.5 Contractor’s CALNET Public Website/Webpage  
The Contractor may provide a CALNET Public Website/Webpage. The Contractor’s CALNET Public Website shall contain only information related to CALNET Services awarded to the Contractor. If the Contractor elects to provide a CALNET Public Website/Webpage, the CMO reserves the right to review and require modification of website content that contains any reference to “CALNET” or its Services. 
[bookmark: _Toc233701796]CMCS-G1.6.6 Contractor’s Portal
Within 120 calendar days following Contract Award, the Contractor shall provide and support a secure web-based CALNET 5 CMCS-G1 portal for the Customers. The Contractor’s portal, if provided, shall provide access to all of the following:
1. Invoicing application;
The Contractor’s Catalog B as described in IFB Part 1- General Instructions, Catalog B – Final List of Awarded Items Including State administrative fees for all awarded Contracts;
Tax Table Report in accordance with Section CMCS-G1.5.7.1, Service Taxes, Fees, Surcharges and Surcredits Submission and Updates; 
Customer Escalation Process in accordance with Section CMCS-G1.6.3.2, Customer Escalation Process;
24x7 portal availability, excludes maintenance windows; and,
Order acknowledgement. 
[bookmark: _Toc233701797]CMCS-G1.6.7 Service Catalog – Catalog B
The Contractor shall host a Service Catalog (Catalog B) and provide a link to the CALNET Program for posting to the CALNET website. 
Any modifications to the published Catalog B must occur within ten Business Days of the modification notification from the CALNET Program;
[bookmark: _Toc233701798]CMCS-G1.6.8 Fraud Monitoring and Prevention
The Contractor shall perform fraud detection, monitoring and prevention services that are consistent with industry common “best” practices on a 24x7 basis to reduce the State’s vulnerability to fraudulent activities.
The Bidder understands and shall meet or exceed the Requirements identified in Section CMCS-G1.6, Customer Services? Choose an item.
[bookmark: _Toc233701799]CMCS-G1.7 STATE ASSOCIATED ADMINISTRATIVE FEE (SAAF)
The Contractor shall, on behalf of the CALNET Contract, bill and collect the SAAF from the Customers on a monthly basis throughout the Contract Term, excluding taxes and freight. The Contractor shall remit the total SAAF collected for each month to the California Department of Technology no later than 60 calendar days after the last day of each billing month. 
The SAAF is determined by the CMO for all Services, Equipment, products or Features ordered under this Contract. The CMO will determine the methods and amount of the SAAF. Refer to General Provisions – Telecommunications, Section 15.10, Administrative Fee, for additional Requirements.
1. The Contractor shall apply the SAAF rate to all of the Contractor’s Services as a fee that shall appear on the Customer’s invoice in the itemized taxes, fees and surcharges section.
2. The administrative fee shall be identified as SAAF.
3. The Contractor shall calculate SAAF from the Contractor’s Catalog A pricing. Service taxes, fees, surcharges, and surcredits shall not be imposed in the SAAF.
4. The SAAF rate may change during Contract Term.
5. The CMO will provide the Contractor with notice of any changes to the SAAF rate at least 30 days prior to the effective date of the new rate.
The Contractor shall round billing in accordance with Section CMCS-G1.8, Usage Based Rounding to substantiate the SAAF.
6. The Contractor is responsible for the total SAAF payment. SAAF payment shall not be reduced due to a Service Level Agreement credits or refunds.
The Contractor shall remit an Electronic Fund Transfer (EFT) as payment to the California Department of Technology based on the SAAF billed to the Customers.
7. The Contractor shall provide a SAAF notification of remittance to the CALNET Program via email or other electronic means as directed by the CMO. Notification shall include the following:
Contract Number;
a. Category;
b. Contractor Name;
c. Date of remittance;
d. Amount of SAAF; 
e. Service Month; 
f. Total expenditures; and,
g. Total Amount of SAAF.
Adjustment to SAAF monies shall be included and documented as an Adjustment on subsequent reports including those identified in Section CMCS-G1.4, Data Management and Standardization.
Additional SAAF instructions will be provided by the CMO within 30 calendar days following Contract Award, which include the SAAF rate and what Services or charges it may apply to.
The Bidder understands and shall meet or exceed the Requirements identified in Section CMCS-G1.7, State Associated Administrative Fee? Choose an item.
[bookmark: _Toc233701800]CMCS-G1.8 USAGE BASED ROUNDING
The Contractor shall work with the CALNET Program, upon Contract Award, to develop a methodology that identifies how the State’s prescribed four-digit rounding process will be applied to ensure accurate charges are collected. The methodology shall be completed within 60 calendar days following Contract Award and subsequently approved by the CALNET Program.
The Bidder understands and shall meet or exceed the Requirements identified in Section CMCS-G1.8, Usage Based Rounding? Choose an item.
[bookmark: _Toc233701801]CMCS-G1.9 INDIVIDUAL PRICING REDUCTIONS
[bookmark: _Toc233701802]CMCS-G1.9.1 Individual Pricing Reductions General Provisions
The Contractor may enter into price negotiations with the CALNET Customers or the CMO. These price negotiations allow the Contractor to reduce prices with a Customer for one or more Services by location(s). The Contractor may also enter into a global Individual Price Reduction (IPR) with the CMO, on behalf of CALNET Customers, which shall establish lower CALNET rates based upon, but not limited to: 
1. Geographic area or location(s);
For one or more Customers; 
Customer Conversion to CALNET replacement Contracts; and
By Service quantity thresholds.
This IFB allows for two different IPR scenarios; Standard IPR or Duration IPR as set forth below.
The Contractor shall apply the following general provisions to both Standard and Duration IPRs:
1. The Contractor shall submit to the CMO an electronic copy of the signed IPR Agreement (IPRA) (Exhibit G, IPRA) document consisting of an analysis of current Contract pricing and proposed IPR pricing within five Business Days of the Customer signature.
1. The Contractor shall complete an Exhibit G, IPRA form when offering the Customer’s pricing below the CALNET catalog rates.
1. An IPRA must be signed by the Contractor and the Customer. The IPRA becomes effective on the date that it is signed by both parties, unless otherwise noted for a future date in the IPRA document within the “Description of Contract Services” field.
1. All Contract Requirements, terms and conditions, including SLAs, will remain unchanged. The Contractor shall not include additional Requirements or terms and conditions within the IPRA.
1. No additional service taxes, fees, surcharges or surcredits will be allowed except as described in Section CMCS-G1.5.7, Service Taxes, Fees, Surcharges, and Surcredits, and the General Provisions – Telecommunications, Section 15.3.1, Service Taxes, Fees, Surcharges, and Surcredits.
1. Once a Standard or Duration IPRA is approved by the Contractor and the Customer, the Contractor shall not cancel or increase pricing during the Contract Term for Service(s) listed in the IPRA.
1. All approved IPRAs shall remain in effect if options to extend the Contract are exercised by the State.
1. All IPRAs shall be subject to examination and audit pursuant to General Provisions – Telecommunications, Section 15.4, Examination and Audit.
1. The IPRA and information regarding the approved IPR Service rate(s) shall be subject to the California Public Records Act.
1. Implementation of an approved IPRA does not require reduction of contracted rate(s) for Service(s), pursuant to General Provisions – Telecommunications, Section 15.14, “Most Favored Nation” Status of State. However, if contracted rate(s) are amended and reduced below the IPR rate(s) for such Service(s), the reduced contracted rate(s) shall automatically apply to the IPR, but the term commitments shall remain in place for the Duration IPRs.
1. The Contractor shall obtain the CMO approval to automate the IPRA form before implementing any changes.
1. The CMO shall require the Contractor to correct any IPRAs that do not comply with the Requirements of this Contract. Corrections shall be completed within 30 calendar days of the CMO written notification.
[bookmark: _Toc233701803]CMCS-G1.9.2 Standard IPRs
The following provisions apply to Standard IPRs:
1. The Contractor shall be allowed to reduce one or more contracted Service prices for a Customer for the duration of the Contract.
Standard IPRs shall be for reduced Service pricing only. 
The Standard IPR Service rate(s) shall continue in effect from the date the Standard IPRA is signed by both the Customer and the Contractor through the remainder of the Contract Term unless Services are terminated earlier by the Customer or the CMO in accordance with the terms and conditions of the Contract.
The Customer may cancel any or all Service(s) subject to the Standard IPRA without penalty.
[bookmark: _Toc233701804]CMCS-G1.9.3 Duration IPRs
The following provisions apply to Duration IPRs: 
1. The Contractor may offer IPRs that require duration commitments. Duration IPRs shall reduce Service pricing and establish the Customer’s duration commitments.
1. Acceptance of any solicitation or offer from the Contractor shall be at the sole discretion of the Customer.
1. The Duration IPR Service rate(s) shall continue in effect from the date the Duration IPRA is signed by both the Customer and the Contractor, through the remainder of the Contract Term.
1. The Customer’s duration commitment shall not exceed the Contract expiration.
1. After the Duration IPRA commitment date has been met, the Customer may cancel Services without being subject to early termination charges. If a Customer elects to terminate Service(s) prior to the Customer’s Duration IPRA commitment date for reasons other than (1) a Contractor default, or (2) circumstances outside the Customer’s reasonable control, the Customer shall be liable to the Contractor for an early termination of the Duration IPRA. 
1. The amount owed shall be calculated based on the following:
60. Monthly difference in the original Contract rate and the Duration IPRA rate multiplied by the number of months the Service was used under the Duration IPRA; 
60. Ten percent of the original Contract rate multiplied by the number of months used under the Duration IPRA; and,
60. Any unrecovered nonrecurring charges owed to the Contractor on the date of termination.
The Bidder understands and shall meet or exceed the Requirements identified in Section CMCS-G1.9, Individual Pricing Reductions? Choose an item.
[bookmark: _Toc233701805]CMCS-G1.10 CONTRACT AMENDMENTS 
The Contractor may propose new Services or Equipment or changes to existing Services or Equipment, which shall be subject to evaluation in accordance with General Provisions – Telecommunications, Section 5.3, Availability of Refreshed Technology and Additional Service Items. Requests for amendments shall be submitted to the CALNET Program for an initial technical evaluation prior to including additional Services. The Contractors may lower prices to remain competitive, but they may not increase prices beyond the CALNET 5 approved frates. Contract amendment proposals will be approved at the sole discretion of the CALNET Program.
The Contractor shall comply with the amendment process, as provided by the CALNET Program, which includes at a minimum the following:
8. Present proposed contract modifications to the CALNET Program for review of conceptual proposals.
9. Provide market analysis research to the CALNET Program for evaluation and review.
10. Notify the CALNET Program when any proposed Service or Feature line item includes GenAI, in accordance with General Provisions – Telecommunications, Section 22, Generative Artificial Intelligence.
11. Edit Contract documentation using MS Word tracked changes for submission.
12. Submit an amendment summary using the provided CALNET Program template.
13. Maintain signatory information throughout the Contract Term.
The Contractor shall comply with document text formatting requirements in accordance with the CALNET Program provided amendment process.
The Bidder understands and shall meet or exceed the Requirements identified in Section CMCS-G1.10, Contract Amendments? Choose an item.
[bookmark: _Toc233701806]CMCS-G1.11 CONVERSION
Conversion includes Migration and Transfer scenarios. To the extent the Contractor deems appropriate, or as otherwise requested by the State, the Contractor shall design the Conversion Plans to use a phased-conversion strategy. The Contractor agrees to cooperate fully with the State and other Contractor(s) with planning, coordination, and implementation during all Conversion phases. The Contractor shall provide plans that will assure the State that all Services will be transitioned or migrated in a timely and efficient manner.
The Contractor shall, at the Contractor’s expense, assign a designated Conversion manager that will implement Conversion Plans, provide all the Contractor’s labor resources necessary to implement the Conversion plans and perform all tasks in accordance with the approved Conversion Plan schedules. The Contractor shall minimize disruption of Service and any period when the State is subject to charges from more than one Contract, unless at the documented request of the Customer. 
The Contractor shall not implement any Conversion Plans without the CALNET Program’s prior approval and oversight coordination. 
The Contractor shall not deem Conversion complete until the Customer’s billing accounts for Services of previous Contracts have been closed out.
[bookmark: _Toc233701807]CMCS-G1.11.1 Migration
There are two different types of Contract Migration scenarios; Migration-In and Migration-Out. 
[bookmark: _Toc233701808]CMCS-G1.11.1.1 Migration-In
Service Requests for Migration-In shall be considered a “new” Service Request. The Customer will be responsible for Non-Recurring Charge(s) associated with the Migration-In of Services, unless negotiated with the Contractor.
The State at its sole discretion may choose to Migrate certain Services and Customers to replacement Services or different Contractors during the CALNET 5 Contract Term.
The Contractor shall provide a Migration-In plan as requested by the CMO as defined herein.
[bookmark: _Toc220397888][bookmark: _Toc233701809]CMCS-G1.11.1.2 Migration Out
The entire Migration-Out of CALNET Services shall be provided at no cost to the Customers. Non-recurring charges shall not apply when the Customers Migrate-Out from CALNET Contracts. Term Migration-Out shall be synonymous with Disentanglement.
[bookmark: _Toc233701810]CMCS-G1.11.1.2.1 Commencement of Migration Out Services
The Migration-Out shall begin on the earlier of the following dates, as applicable, the Migration-Out commencement date: (i) as elected by the CDT, up to 60 calendar days prior to the end of the category or subcategory Contract term that the CDT has not elected to extend pursuant to General Provisions – Telecommunications, Section 2.1.3 Contract Effective Date or has already extended fully as permitted under this Section; or (ii) the date a notice of termination is delivered pursuant to General Provisions – Telecommunications, Section 16.2 (Termination for Convenience), or General Provisions – Telecommunications, Section 16.3 (Termination for Default); or (iii) the CDT’s election pursuant to General Provisions – Telecommunications, Section 20.13 (Non-Exclusive Agreement) to obtain any portion, component, subset or all of the Services offered under the terms and conditions of this Contract, or any other Services (analogous, similar, comparable or otherwise) from third parties, including from other category or subcategory Contractors, or to provide the same to itself. Contractor shall provide Migration-Out Services until it has completed the obligations of this Section.
Contractor’s obligation to continue to provide the affected Services shall continue until the earlier of (i) completion of a Migration to a new Service provider as provided in this Section, (ii)18 months after the effective date of any termination or expiration, or (iii) or the date prescribed by the CDT in a written notification. During Migration-Out, Contractor shall continue to provide Service(s) in a manner consistent with Contractor’s provision and performance of such Service(s) during the period such Service(s) were provided to the State hereunder.
Subject to the performance by the CDT and any subsequent provider of similar Services, Contractor shall cooperate fully with the CDT and third parties and shall take all actions requested by the CDT or as necessary to accomplish a smooth, complete Conversion of responsibility for the Services being terminated from Contractor to the CDT, or to any replacement provider designated by the CDT (a “Migration-Out”), with no material interruption of, or adverse impact on, the State in any way, including on the Services. In the event the CDT elects to terminate any Service (but not all Services in the aggregate) pursuant to the terms hereof, Contractor shall perform its Migration-Out obligations hereunder to the extent applicable to the Service or Services being terminated. Contractor’s obligations hereunder regarding the collection and payment to CDT of administrative fees shall continue throughout Migration-Out.
[bookmark: _Toc233701811]CMCS-G1.11.1.2.2 Non-Compliance with Migration-Out Requirements
1. If the CMO determines that Contractor has not complied, or is unlikely to comply, with Migration-Out requirements identified in the Conversion Plan, and such non-compliance was a direct result of Contractor, subcontractor or supplier, and not due to any third party or situations outside the control of Contractor, as determined by the CMO, the CMO may give written notice to Contractor of non-compliance. Contractor shall have seven calendar days, or longer if agreed to by the CMO in writing, to achieve compliance. Contractor shall provide to the CMO all necessary additional Contractor Personnel to accelerate performance as may be required or necessary to timely achieve compliance or, if Contractor has already failed to comply, achieve compliance within a re-adjusted time frame established by the CMO.
For each material Migration-Out requirement not completed after the notice of non-compliance period, the CDT shall be entitled to invoice Contractor for up to $2,000 per day for each Customer affected by a material deficiency not to exceed $10,000 per day for all deficiencies until Contractor is in material compliance with the Requirements of the Conversion Plan. Contractor may exercise its dispute rights under General Provisions – Telecommunications, Section 17.1 (Notice of Potential Disputes), in the event that Contractor disagrees with the CDT’s application of this Section; however, pending final resolution of any dispute, Contractor shall diligently proceed without disruption or delay with the performance of the Conversion Plan.
[bookmark: _Toc233701812]CMCS-G1.11.1.2.3 Additional Migration Out Requirements
1. All Migration-Out Services performed by Contractor during the Conversion shall be performed by Contractor at no additional cost to Customers beyond what the Customer would pay for the Services.
Contractor shall provide to the Customer, all Customer data and documentation and other information reasonably requested by the Customer in connection with the Conversion that is sufficient to enable the Customer, or another reasonably competent service provider, to fully assume the provision of any terminated Services. Except as Contractor is otherwise required to retain such data under this Contract or by law, Contractor shall destroy all copies of Customer data not turned over to the Customer.
Contractor shall export all artifacts and data to the requesting Customer. The State and/or Customer reserves the right to define export data formats, storage media type, locations to which data is to be delivered and other special criteria deemed necessary for successful Migration-Out.
To the extent applicable to the Services provided by Contractor hereunder, Contractor shall provide to the State and/or Customer as complete and accurate an inventory and such other information regarding requests necessary for Migration-Out of Services.
[bookmark: _Toc221201173][bookmark: _Toc233701813]CMCS-G1.11.2 Transfer 
Transfer shall mean the moving of a Customer’s cloud environment and all associated resources, Services, licenses, configurations, and data from one Contractor to another Contractor. The Transfer shall be initiated via a Form 20 or other Customer ordering document. 
The Contractor shall commence Transfers on the date identified on the Customer’s Form 20 or ordering document. Transfers only apply to CALNET cloud environments or components of the cloud environment offered on the CALNET Contracts. The Contractor shall comply with the General Provisions - Telecommunications and attached Customer Scope of Work as submitted by the Customer.
Transfer of Customer cloud environment scenarios include:
1. CALNET Contractor to CALNET Contractor
Non-CALNET Contractor to CALNET Contractor
CALNET Contractor to non-CALNET Contractor.

[bookmark: _Toc220397889][bookmark: _Toc233701814]CMCS-G1.11.3 Conversion Plans 
Conversion Plans include Migration-In, Migration-Out, and Transfer as described below. 
The Contractor shall recommend all considerations necessary for developing and implementing successful Conversion Plans. 
The Contractor agrees to cooperate fully with the State and awarded incoming and outgoing Contractor(s) in planning, coordinating, and implementing Conversion Plans. The Contractor shall assign a Project Manager that shall participate in regular meetings with the CALNET Program throughout all Conversion implementations until completion.
The Conversion Plans shall mitigate any disruption to the Customers and end-users. 
The State reserves the right to modify the Conversion Plans where it is deemed in the best interest or benefit of the State or authorized Customers of the CALNET Contract.
The Contractor shall coordinate and communicate with the CALNET Program and the Customers throughout all phases of the Conversions.
The Conversion Plans shall explain how the CALNET Contractor intends to implement each Conversion. The Contractor shall submit Conversion Plans within 30 calendar days of the CALNET Program’s written request. 
The Contractor shall acknowledge and carry out all responsibilities, meet approved milestones to effectively complete the Conversions as documented and agreed upon by the CALNET Program and the Contractor.
The Contractor shall, at its sole expense, provide all labor resources necessary to implement the Conversion Plans (excludes installation fees for Migration-In), and perform all tasks in accordance with the approved plan(s) and schedule(s).
[bookmark: _Toc221201175][bookmark: _Toc233701815]CMCS-G1.11. 3.1 Conversion Plan Requirements
The CALNET Contractor’s Conversion Plan(s) shall include the following information: 
1. Proposed Conversion schedule that includes monthly milestones and completion dates through Conversion.
Identify if Service Conversion is administrative (i.e., billing change) or physical (i.e., platform change).
Identify Conversion tasks dependent on the Customer or CALNET data and resources.
Identify obstacles and risks for achieving completion.
Identify Contractor’s resources to support Conversion of Services.
Document roles and responsibilities for Conversion.
Document Contractor’s commitment and frequency to provide status as directed by the CALNET Program.
Provide a format template for status reports.
Document commitment to ensure a valid ATO is on file for non-state Customers before Conversion commences (excludes Migration-Out).
Provide a list of Service Types to be Converted. The list of Service Types shall include the following details:
a. Cross reference out-going CALNET Contract Service Types to in-coming CALNET Contract Service Types (excludes Migration-Out);
b. Specify the quantity of Service Types to be Converted; and,
c. Split up Service Types by State and non-state Customers.
The Contractor shall not deem Conversion complete until the Customer’s billing accounts for Services of previous Contracts have been closed out.
[bookmark: _Toc221201176][bookmark: _Toc233701816]CMCS-G1.11.3.2 Conversion Status Report(s) 
Upon commencement of the Conversion Plan(s), the Contractor shall provide the CALNET Program a Conversion Status Report(s) that identifies the quantity of Services by Service Type that has been Converted and the quantity of Services by Service Type that remain to be Converted. The CALNET Program shall review and approve the Contractor’s status report format and determine the report frequency. 
The Bidder understands and shall meet or exceed the Requirements identified in Section CMCS-G1.11, Conversion? Choose an item.
[bookmark: _Toc233701817]CMCS-G1.12 INCIDENT REPORTING PROCESS PLAN
Within 60 calendar days of Contract Award, the Contractor shall provide the CALNET Program with a plan that describes how End-User’s report Service issues and open trouble tickets for the Services provided by the Contractor (Incident Reporting Process Plan). If the Contractor provides an online trouble ticket reporting tool, then details of the online trouble ticket reporting tool shall be included in the Incident Reporting Process plan. 
The Incident Reporting Process Plan shall include:
14. How the Customer reports an issue and opens a trouble ticket;
15. How the Customer inquiries about status of Service issues; 
16. How date and time stamps are applied for application of Stop Clock Conditions;
17. Toll free number for Customers to report issues 24x7 except for established maintenance windows; and, 
18. How the Contractor will provide each Customer department access to the complete trouble ticket data for 12 months after the trouble has been restored.
The Contractor shall provide requested trouble ticket data to the Customer or CALNET Program within 10 calendar days of request. Trouble ticket data shall be provided in a report format and shall include the necessary information required to validate Service Level Agreements including application of Stop Clock Conditions and minutes, Outage Duration, and Unavailable Time as defined in this IFB.
The Contractor shall be responsible for partitioning all CALNET Service issues by Customer. The Customers shall have access only to their department’s trouble ticket data. The level of access shall be determined by the Customer department management.
The Contractor shall provide the CALNET Program all Customer trouble ticket data, when requested.
[bookmark: _Toc233701818]CMCS-G1.12.1 Trouble Ticket Data Minimum Requirements
The Contractor’s trouble ticket system shall collect and provide the following data at a minimum:
1. Contractor trouble ticket number;
1. Customer Name;
1. Service Type;
1. Product Name;
1. Ticket Open Date and Time;
1. Restore Date and Time;
1. Restoral activity performed;
1. Stop Clock Conditions applied; and,
1. Stop Clock Minutes applied.
[bookmark: _Toc233701819]CMCS-G1.12.2 Contractor’s Significant Service Outage Notification
In the event of a Contractor’s significant Service outage, the Contractor shall keep the CMO, and designated key stakeholders informed. 
The Contractor shall:
1. Provide a mutually agreed upon method of notification to the CMO and designated key stakeholders 24x7 via voicemail, email, or text message.
1. Notify the CMO and designated key stakeholders of an initial outage within 60 minutes of known failure and provide follow-up status at least every 60 minutes or more frequently when pertinent information becomes available, until resolution and final notification.
1. Take direction from the CMO to define a significant outage and establish criteria and conditions when notifications should be disseminated.
1. Provide the following information with each notification:
74. Outage description;
74. Time and date;
74. Location (street/city/central office), when applicable and available;
74. Type of Service;
74. Any known public safety issues or community isolations;
74. Estimated time of restoral;
74. Quantity of CALNET 5 CMCS-G1 sites impacted;
74. Identify which CALNET 5 CMCS-G1 Customers (State and local Entities) impacted;
74. Root cause (when available);
74. Restoral measures; and,
74. Estimated time and date of restoral.
1. Provide a CALNET Service outage summary to the CALNET Program within five Business Days of a request by the CALNET Program. Information for this summary shall include:
75. High-level event summary; 
75. Service Types affected;
75. Number and location of sites impacted;
75. The Customer’s entities (State and non-State) impacted; 
75. Timeline of events;
75. Explain Outage Cause; and,
75. Mitigation plan.
The Contractor shall provide a detailed plan of its Contractor’s Significant Service Outage Notification Process and Procedures. This plan shall be submitted in MS Word 2013 or higher format within 60 calendar days of receipt of the Contractor’s first IFB Service Request. The Contractor shall submit a single Contractor’s Significant Service Outage Notification Processes and Procedures plan to be used for all Categories awarded to the Contractor as a result of this IFB. The Contractor’s Significant Service Outage Notification Process and Procedures plan requires CALNET Program approval.
[bookmark: _Toc233701820]CMCS-G1.12.3 Service Level Agreement (SLA) Reporting 
Within 120 calendar days following Contract Award, the Contractor shall provide the CALNET Program with data necessary to perform SLA compliance oversight in the form of SLA Reports. All trouble tickets opened and Service Request installations completed by the Contractor within the first 120 calendar days of the Contract Award shall appear on the initial set of SLA Reports.
Data on all SLA Reports shall include data from Subcontractors and Affiliates relative to that SLA Report Period. 
All SLA Reports shall be provided to the CALNET Program via email to the designated CALNET Program representative on a monthly basis as identified in Table CMCS-G1.12.3.1 SLA Report Delivery Schedule. 
CMCS-G1 SLA Reports that contain no data do not need to be provided to the CALNET Program for the specified reporting periods identified below, however, the Contractor must notify the CALNET Program via email that no SLAs were missed, trouble tickets opened, or credits were applied 
The Contractor shall provide an electronic copy of SLA Reports in MS Excel or as directed by the CALNET Program.
All final SLA Report formats shall be approved by the CALNET Program and no changes shall be made to the data fields, format or headings without prior written consent of the CALNET Program. The Contractor shall make trouble ticket data 100% accessible to the CALNET Program for a minimum of one year from Restore Date and Time.
The Contractor shall work with the CALNET Program to establish a specific due date in the indicated month for the identified Service Level Agreement Reports.
The Contractor shall provide Section CMCS-G1.12.3 Service Level Agreement (SLA) Reporting in accordance with the SLA Report Delivery Schedule in Table CMCS-G1.12.3.1, SLA Report Delivery Schedule below.
Table CMCS-G1.12.3.1 – SLA Report Delivery Schedule
	SLA Report Period
	CMCS-G1.12.3.1 Service Performance Report Due
	CMCS-G1.12.3.2 Provisioning Report Due
	CMCS-G1.12.3.3 Credit Report Due

	January
	March
	March
	April

	[bookmark: _Hlk228362091]February
	April
	April
	May

	March
	May
	May
	June

	April
	June
	June
	July

	May
	July
	July
	August

	June
	August
	August
	September

	July
	September
	September
	October

	August
	October
	October
	November

	September
	November
	November
	December

	October
	December
	December
	January

	November
	January
	January
	February

	December
	February
	February
	March


[bookmark: _Toc233701821]CMSC-G1-12.3.1 – Service Performance SLA Report
The Contractor shall provide the Service Performance SLA Reports to the CALNET Program on a monthly basis, which shall include all trouble tickets with a Service restoral date occurring within the specified SLA Report Period. 
The Service Performance SLA Report shall include all trouble tickets opened, including those not qualifying for refunds/credits. 
The Contractor shall report all missed Service Performance SLAs within 60 calendar days of trouble ticket Restore Date and Time.
The Service Performance SLA Report shall include all trouble tickets for all Services in awarded CMCS-G1 Contracts. 
[bookmark: _Toc233701822]CMCS-G1-12.3.1.1 – Service Performance SLA Report Requirements
The Contractor’s Service Performance SLA Report must include the following details:
1. All CALNET CMCS trouble tickets in which Service was restored or issues resolved within the same SLA Report Period;
Identify all trouble tickets qualifying for SLA rights and remedies and identify the appropriate Technical SLA as defined in the SOW Technical Requirements SLAs for each awarded category; and,
Stop Clock Condition(s) for a single ticket shall be identified within the SCC field. When multiple Stop Clock Condition types apply to a single ticket, all SCCs shall be reported and identified within the SCC field. The SCC Minutes field shall equal the total minutes of all SCCs reported per trouble ticket.
The Service Performance SLA Report provided by the Contractor shall follow the specifications described below:
1. Report name: “C5-G1-Performance-Q#_Contractor Code”.
Report frequency shall be monthly as defined in Table CMCS-G1.12.3.1 SLA Report Delivery Schedule.
Data Records: the report data fields shall be included as columns on each data record in the order specified in Table CMCS-G1.12.3.1.1, Service Performance SLA Report Fields and follow data field specifications as detailed herein.
For all trouble tickets opened, the Contractor shall provide the following information, and the data fields shall appear as columns on the report in the order specified in Table CMCS-G1.12.3.1.1, Service Performance SLA Report.
Table CMCS-G1.12.3.1.1 – Service Performance SLA Report Fields
	Field Order
	Data Field Name
	Data Field Description
	Data Field Requirement
	Data Type or Format

	25 
	SLA Report Period
	The month and year in which the ticket was restored. 
	Required
	MM/YYYY

	26 
	Category
	The CALNET Category number from which the Service has been procured.
	Required
	Number

	27 
	Ticket #
	Contractor's trouble ticket number.
	Required
	Text

	28 
	Service ID
	A unique identifier assigned by the Contractor to each instance of a Service ordered by a Customer. 
	Required
	Text

	29 
	Service Type
	The name of the table heading of the Contractor’s SOW Technical Requirements and Catalog A.
	Required
	Text

	30 
	Product Name
	A unique name given to each Service and Feature as identified in the Contractor’s SOW Technical Requirements and Catalog A.
	Applicable
	Text

	31 
	Product ID
	A unique Contractor-defined code specific to each Service and Feature as included in the Contractor’s SOW Technical Requirements and Catalog A.
	Required
	Text

	32 
	SLA
	The name of Service Level Agreement. The Contractor shall provide the SLA name as it appears in the Category solicitation when the trouble ticket failure or missed provisioning date qualified for and Contractor applied rights and remedies under the named SLA.
	Applicable
	Text

	33 
	Customer Name
	The Customer name as identified and provided by the CALNET Program.
	Required
	Text

	34 
	Service Address 
	The End-User location primary street number and name where trouble was reported.
	Applicable
	USPS Standard

	35 
	Service City 
	The End-User location primary city where trouble was reported.
	Applicable
	USPS Standard

	36 
	Service State 
	The End-User location primary State where trouble was reported.
	Applicable
	USPS Standard

	37 
	Service Zip Code 
	The End-User location primary zip code where trouble was reported.
	Applicable
	USPS Standard

	38 
	Ticket Open Date and Time
	The actual date and time the Contractor's trouble ticket was opened by either the Contractor or the Customer.
	Required
	MM/DD/YYYY
99:99:99 PST


	39 
	Restore Date and Time
	The actual date and time the Customer’s Service was restored, accepted, and documented in the Contractor’s trouble ticket.
	Required
	MM/DD/YYYY
99:99:99 PST

	40 
	Ticket Close Date and Time
	The actual date and time the Contractor’s trouble ticket was closed by the Contractor.
	Required
	MM/DD/YYYY
99:99:99 PST

	41 
	SCC
	The Stop Clock Condition name in the Contractor’s trouble ticket system in the SLA language in each Category SOW Technical Requirements.
	Applicable
	Text


	42 
	SCC Minutes
	The total Stop Clock Condition duration in minutes applied per trouble ticket for SOW Technical Requirements Sections 530.3.7, 531.3.7, 532.3.7, and 533.3.7.
	Applicable
	Numeric 

Note: Zero (0) must be entered if there are no minutes

	43 
	Outage Cause
	Written explanation of cause or reason for CALNET Service outage, that is known at the time of ticket closure.
	Required
	Text

	44 
	Outage Duration
	The total minutes measured from when a trouble ticket is opened until the Service fully is restored and deemed acceptable to the Customer.
	Required
	Numeric 

	45 
	Unavailable Time
	The total minutes from when a trouble ticket is opened until the problem is restored and deemed acceptable by the Customer minus Stop Clock minutes.
	Required
	Numeric

	46 
	R&R %
	The Rights and Remedies percentage credited or refunded for SLAs as detailed in SOW Technical Requirements, Service Level Agreement Sections 530.3.8, 531.3.8, 532.3.8, and 533.3.8. The Rights and Remedies percentage will reflect “0%” to “100%” per the SLA triggered.
	Applicable
	Percentage:
0%, 25%, 35%, 50%, and100% plus any ADUC if applicable


[bookmark: _Toc233701823]CMSC-G1-12.3.2 – Provisioning SLA Report
The Contractor shall provide the Provisioning SLA Reports to the CALNET Program on a monthly basis, which shall include all Service Requests completed within the specified Provisioning Period. 
The Contractor shall report all missed Provisioning SLAs within 60 calendar days of Service Request completion.
The Provisioning SLA Report provided by the Contractor shall follow the specifications described below:
1. Report name: “C5-G1-Provisioning-Q#_Contractor Code”.
1. Report frequency shall be monthly as defined in Table CMCS-G1.12.3.1 SLA Report Delivery Schedule
[bookmark: _Toc233701824]CMSC-G1.12.3.2.1 Provisioning SLA Report Fields
Data Records: the report data fields shall be included as columns on each data record in the order specified below and follow data field specifications as detailed herein.
For each Service Request the Contractor shall provide the following information and the data fields shall appear as columns on the report in the order specified in Table CMCS-G1.12.3.2.1, Provisioning SLA Report.
Table CMCS-G1.12.3.2.1 Provisioning SLA Report
	Field Order
	Data Field Name
	Data Field Description
	Populated
	Data Type or Format

	1 
	Provisioning Period
	The month and year in which the Service Request was completed.
	Required
	MM/YYYY

	2 
	Category
	The CALNET Category number from which the Service has been procured.
	Required
	Number 

	3 
	SR Number
	The Entity’s Service Request Number as provided on the Telecommunications Service Request.
	Required
	Text

	4 
	Change Type
	Type of Service/Feature change processed by the Contractor per the Customer’s Service Request. This is either a move, add,
change, or disconnect.
	Required
	Text (M/A/C/D) 

	5 
	Service ID
	A unique identifier assigned by the Contractor to each instance of a Service ordered by a Customer. 
	Required
	Text 

	6 
	Service Type
	The name of the table heading of the Contractor’s SOW Technical Requirements and Catalog A.
	Required
	Text

	7 
	Product Name
	A unique name given to each Service and Feature as identified in the Contractor’s SOW Technical Requirements and Catalog A.
	Applicable
	Text

	8 
	Product ID
	A unique Contractor-defined code specific to each Service and Feature as included in the Contractor’s SOW Technical Requirements and Catalog A.
	Required
	Text

	9 
	Customer Name
	The Customer name as identified and provided by the CALNET Program.
	Required
	Text

	10 
	SR Date
	The date the Service Request for the Service/Feature move, add, change, Transfer, delete, or disconnect was submitted.
	Required
	MM/DD/YYYY

	11 
	Due Date
	The actual date the Contractor and the Customer mutually agree Service order will be completed in accordance with Provisioning SLA sections in each Category SOW Technical Requirements solicitation.
	Required
	MM/DD/YYYY - Shall be most recent negotiated due date if changed from original Due Date.

	12 
	Change Date
	The actual date the Contractor completes the Service/Feature move, add, change, or disconnect as deemed acceptable by the Customer.
	Required
	MM/DD/YYYY

	13 
	SCC
	The Stop Clock Condition name in the Contractor’s trouble ticket system in the SLA language in each Category solicitation.
	Applicable
	Text

	14 
	Days Past Due
	The number of calendar “Days Past Due” from the due date of written order confirmation notification. Applicable even if date has been renegotiated.
	Required
	Number

	15 
	SLA Applied
	A "Yes" or "No" indicating if individual provisioning SLA
applies.
	Required
Note: If Due Date was missed, SLA applied would be "Yes" even if R&R is zero.
	Yes or No

	16 
	R&R%
	The Rights and Remedies percentage credited or refunded for SLAs as detailed in SOW Technical Requirements, Service Level Agreement Sections 530.3.8, 531.3.8, 532.3.8, and 533.3.8. The Rights and Remedies percentage will reflect “0%” to “100%” per the SLA triggered.
	Applicable
	Percentage:
0%, 50%, 100%

Note: 0% shall be used for an SLA with zero rights


[bookmark: _Toc233701825]CMCS-G1.12.3.3 – SLA Credit Report
The Contractor shall provide the SLA Credit Reports to the CALNET Program on a monthly basis, which shall include all credits issued to the Customer within the specified SLA Credit Report Period. 
The SLA Credit Report shall include only those trouble tickets and Service Requests resulting in SLA credits or refunds and list all Services that were associated with each SLA credit or refund.
The Contractor shall issue all credits to Customers within 90 calendar days of Service restoration or Service Request completion.
The Provisioning SLA Report provided by the Contractor shall follow the specifications described below:
1. Report name: “C5-G1-Credit-Q#_Contractor Code”.
1. Report frequency shall be monthly as defined in Table CMCS-G1.12.3.1 SLA Report Delivery Schedule
[bookmark: _Toc233701826]CMCS-G1.12.3.3.1 – SLA Credit Report Fields
Data Records: the report data fields shall be included as columns on each data record in the order specified below and follow data field specifications as detailed herein.
For each credit issued, the Contractor shall provide the following information and the data fields shall appear as columns on the report in the order specified in Table CMCS-G1.12.3.3.1, SLA Credit Report Fields.
Table CMCS-G1.12.3.3.1 SLA Credit Report Fields
	Field Order
	Data Field Name
	Data Field Description
	Populated
	Data Type or Format

	1 
	SLA Credit Report Period
	The month and year for which credits were paid.
	Required
	MM/YYYY

	2 
	BAN
	A unique Billing Account Number used to designate a Customer or Customer location that will be billed.
	Required
	Text

	3 
	BTN
	A telephone number for the account billed or a sub-account identifying the party that is billed for the call or Service. 
	Applicable
	Text

	4 
	Invoice Number
	The unique number assigned to the invoice. 
	Required
	Text

	5 
	Invoice Date
	The date the invoice was issued by the Contractor.
	Required
	MM/DD/YYYY 

	6 
	Category
	The CALNET Category number from which the Service has been procured.
	Required
	Number

	7 
	Ticket #
	The Contractor's trouble ticket number.
	Applicable
	Text

	8 
	Customer Code
	The unique identifier for the Customer as provided by the CALNET Program. 
	Required
	Number

	9 
	Customer Name
	The Customer name as identified and provided by the CALNET Program.
	Required
	Text

	10 
	SLA
	The name of Service Level Agreement. The Contractor shall provide the SLA name as it appears in the Category solicitation when the trouble ticket failure or missed provisioning date qualified for and Contractor applied rights and remedies under the named SLA.
	Required
	Text

	11 
	Service Type
	The name of the table heading of the Contractor’s SOW Technical Requirements and Catalog A.
	Required
	Text

	12 
	Service ID
	A unique identifier assigned by the Contractor to each instance of a Service ordered by a Customer. 
	Required
	Text

	13 
	Product Name
	A unique name given to each Service and Feature as identified in the Contractor’s SOW Technical Requirements and Catalog A.
	Applicable
	Text

	14 
	Product ID
	A unique Contractor-defined code specific to each Service and Feature as included in the Contractor’s SOW Technical Requirements and Catalog A.
	Required
	Text

	15 
	Quantity
	The total number of billable units for the specified Product ID in the reporting month.
	Required
	Number

	16 
	SR Number
	The Entity’s Service Request Number as provided on the Telecommunications Service Request.
	Applicable – Provisioning SLAs only
	Text

	17 
	R&R %
	The Rights and Remedies percentage credited or refunded for SLAs as detailed in SOW Technical Requirements, Service Level Agreement Sections 530.3.8, 531.3.8, 532.3.8, and 533.3.8. The Rights and Remedies percentage will reflect “0%” to “100%” per the SLA triggered.
	Required
	Percentage:
0%, 50%, 100%

	18 
	Total SLA Credits
	The total dollar amount being credited to the Customer for each Service and its associated Features. 
	Required
	Number


[bookmark: _Toc233701827]CMCS-G1.12.4 SLA Invoice Adjustments 
The Contractor shall post and identify Adjustments on invoices (i.e. credits, debits, or SLAs). Provide applicable cross-referencing information and/or Product Identifier, or trouble ticket number, to correct previous month(s) billing.
The Bidder understands and shall meet or exceed the Requirements identified in Section CMCS-G1.12, Incident Reporting Process Plan? Choose an item.
[bookmark: _Toc233701828]CMCS-G1.13 ACCESS TO FACILITIES/FACILITIES ACCESS 
The State acknowledges that the Contractor or its personnel and/or Subcontractors may work closely with CALNET Customers to implement and perform the Services by working on the premises of participating Customers.
The Contractor shall coordinate with CALNET Customers as necessary to obtain access to Customer locations to perform the Services, or to perform other obligations as contained herein.
As part of a CALNET Customer’s standard policies and procedures regarding Contractors working onsite, the Contractor may be required to execute documents prior to gaining access to Customer locations, such as standard access agreements and confidentiality agreements.
The Bidder understands and shall meet or exceed the Requirements identified in Section CMCS-G1.13, Access to Facilities/Facilities Access? Choose an item.
[bookmark: _Toc233701829]CMCS-G1.14 MANAGED PROJECT WORK 
Managed Projects may be initiated by the Contractor in situations where Provisioning and implementation of CALNET Managed Cybersecurity Services exceed the requirements for routine provisioning service intervals. “Managed Projects” means projects that are either large, more complex in scope, or of a unique or specific nature, and meet the requirements of this section. 
Managed Projects include Service Requests for a Customer’s single or multiple site locations that include any of the following conditions:
19. Category 530 – Managed Multi-Factor Authentication Service (MFA) with Service Requests exceeding more than 1,000 enrolled users;
Category 532 – Managed Anti-Phishing Services (MAPS) with Service Requests exceeding more than 1,000 licenses; or,
Category 533 – Managed Endpoint Detection Response Service (EDR) with Service Requests exceeding more than 1,000 endpoint devices.
[bookmark: _Toc233701830]CMCS-G1.14.1 Managed Project Work General Requirements
Upon determination that a Managed Project is required, the Contractor shall:
1. Assign a Project Manager to work and coordinate directly with the Customer;
1. The Project Manager will be available to meet with the CMO upon request;
Respond to the Customer to obtain additional preliminary information regarding the project within one Business Day after receipt of the Customer service request;
Require the Contractor’s Project Manager to meet with all stakeholders (e.g., Contractor, Customer) within five Business Days of receipt of the Customer service request or notification of projects as listed above to clarify their understanding of the project scope and identify the information needed to establish due dates and a project schedule; and,
Provide a project “Scope of Work” to the Customer no more than ten Business Days following receipt of Customer’s approved service request or notification of projects as listed above. The Scope of Work shall include at a minimum:
a. General project summary;
b. Definition of each project task(s); 
c. Project schedule of identified tasks or milestones with start and completion dates. Each project tasks or milestones date shall be mutually agreed upon by the Contractor and Customer. The schedule will also include a Contractor and Customer mutually agreed to completion date that indicates the end of the project. Provisioning SLA applies to the individual Service, negotiated Install Dates; 
d. Contractual service elements (planning, applicable design, engineering, testing, termination, installation and Customer Service End-User training); 
e. Project deliverables with Contractor and Customer mutually agreed upon completion dates;
f. Acceptance criteria or process
g. Project risk(s);
h. Customer required activity to prepare site for service installation ; and,
i. A complete set of itemized CALNET 5 CMCS-G1 costs including Non-Recurring and Monthly Recurring Charges.
[bookmark: _Toc233701831]CMCS-G1.14.2 Managed Project Minimum Reporting Requirements
1. Contractor shall develop, maintain, and update all project documents, and distribute to the Customer. 
Contractor’s Project Manager shall provide the Customer status reports that are updated at intervals agreed upon between the Customer and the Contractor. If so requested, the Project Manager will provide these reports to the CALNET Program. The status reports shall include at a minimum:
a. Project Name;
b. Status of major milestones; 
c. Update on identified project risk(s); and,
d. An updated project schedule that clearly depicts progress to date.
The Bidder understands and shall meet or exceed the Requirements identified in Section CMCS-G1.14, Managed Project Work? Choose an item.
[bookmark: _Toc221201180][bookmark: _Hlk226976591][bookmark: _Toc233701832]CMCS-G1.15 SERVICE LEVEL AGREEMENTS 
The Contractor shall provide Service Level Agreements (SLAs) as defined below. The intent of this section is to provide the Customers, the CALNET Program and the Contractor with Requirements that define and assist in the management of the SLAs. This section includes the SLA formats, general Requirements, and CALNET Program Oversight SLAs. 
[bookmark: _Toc221201181][bookmark: _Toc233701833]CMCS-G1.15.1 Bidder Response to Service Level Agreements
Many of the SLAs described below include multiple objective levels – Basic, Standard, and Premier. The Bidders shall indicate a single objective level they commit to for each Service in the space provided in the “Objective” section of each SLA description.
[bookmark: _Toc221201182][bookmark: _Toc233701834]CMCS.G1.15.2 CALNET IFB C5-CMCS-G1-26 SOW Business Requirements Service Level Agreements
CALNET IFB C5-CMCS-G1-26 SOW Business Requirements SLAs have been established to ensure the Contractor accountability and performance levels for Requirements as described throughout Section CMCS-G1.4, Data Management and Standardization and Section CMCS-G1.5, Invoicing.
The State’s objective is to work with the Contractor to resolve instances in which the Contractor fails to meet the CALNET 5 CMCS-G1 Oversight SLA objectives.
In the event the Contractor fails to resolve or correct the cause for the missed objective, the CALNET Program may commence with the following sequence of actions:
1. The CALNET Program shall notify CPM of missed SLA objective occurrence in writing.
2. The CALNET Program and CPM shall meet and confer to discuss alternative remedies and/or cures.
3. The CALNET Program shall set a cure period.
4. If the cure is unsatisfactory, the State shall invoice the Contractor for the rights and remedies in accordance with the CALNET 5 CMCS-G1 Oversight SLA Requirements.
5. The Contractor shall pay rights and remedies invoices within 30 calendar days of receipt or notify the State if it intends to dispute the invoice using General Provisions - Telecommunications, Section 17. Disputes.
The Contractor shall provide the following CALNET Oversight Service Level Agreements identified in Sections CMCS-G1.15.1 – CMCS-G1.15.2.3.
[bookmark: _Toc221201183][bookmark: _Toc233701835]CMCS-G1.15.2.1 State Associated Administrative Fee Electronic Fund Transfer Accuracy and Interval
Definition:
CDT shall receive an administrative fee Electronic Fund Transfer (EFT) notification from the Contractor no later than the last day of the month that is two months after the month that the bill is rendered in accordance with Section CMCS-G1.7, State Associated Administrative Fee (SAAF).
Measurement Process: 
Objective 1: The CALNET Program shall monitor the CALNET Billing Activity Report (CMCS-G1.4.2) through the CALNET data management system. 
Objective 2: The CALNET Program shall confirm that a notification of EFT confirming the deposit of monthly SAAF monies owed to the CDT is delivered no later than the end of the calendar month for the corresponding services billed two months prior. 
Tools/Reports/Application Names(s):
Receipt of SAAF EFT notification (Section CMCS-G1.7)
CALNET Billing Activity Report (Section CMCS-G1.4.2)
Objectives:
Objective 1: The Contractor shall remit the accurate amount as reported on the CALNET Billing Activity Report (Section CMCS-G1.4.2).
Objective 2: The Contractor shall deliver an accurate amount via EFT notification to the CDT no later than the end of the calendar month for services billed two months prior.
Rights and Remedies:
1. CALNET Program: 
One-half percent of the total month’s SAAF shall be paid to the CDT within 30 calendar days of the missed objective date. 
Customer:
N/A 
[bookmark: _Toc221201184][bookmark: _Toc233701836]CMCS-G1.15.2.2 Invoicing Accuracy and Completeness
Definition:
[bookmark: _Hlk228363548]The Contractor shall provide detailed, accurate, complete, and organized invoices for all Services, products and Features as required throughout Section CMCS-G1.5, Invoicing in its entirety. 
Measurement Process: 
Objective 1: Identification of invoice errors through review. 
Tools/Reports/Application Names(s):
Invoicing (CMCS-G1.5)
Objectives:
Objective 1: One hundred percent invoice accuracy
Rights and Remedies:
1. CMO: 
· Escalation to the CPM or the Contractor’s senior management. The Contractor shall correct invoice errors within 60 calendar days of the CMO notification to the Contractor of a disputed invoice. 
Customer:
· Escalation to the Contractor’s Account Manager and/or Escalation to the CMO. The Contractor shall correct invoice errors within 60 calendar days of the Customer notification to the Contractor of a disputed invoice.
[bookmark: _Toc221201185][bookmark: _Toc233701837]CMCS-G1.15.2.3 Report Timeliness and Accuracy (M-S)
Definition:
Each report shall meet all Requirements in accordance with Section CMCS-G1.4, Data Management and Standardization and Section CMCS-G1.11, Conversion, and shall be provided to the CALNET Program on the date(s) and frequency described in the Sections identified below.
Measurement Process: 
Objective 1: The CALNET Program shall confirm that the reports are delivered on or before the agreed upon Due Dates as defined in each Section.
Objective 2: If reports are incomplete and/or inaccurate, the CALNET Program may determine the Contractor has missed the objective date.
Tools/Reports/Application Names(s):
Service Level Agreement (SLA) Reporting (Section CMCS-G1.12.3) – all reports
Data Management and Standardization (Section CMCS-G1.4) – all reports
Conversion (Section CMCS-G1.11) – all reports
Objectives:
	Basic (B)
	Standard (S)
	Premier (P)
	Bidder’s Objective Commitment
(B, S or P)

	Deliver all reports within five Business Days following the mutually agreed date or the CALNET Program designated Delivery Dates
	Deliver all reports within three Business Days following the mutually agreed date or the CALNET Program designated Delivery Dates
	Deliver all reports on or before the mutually agreed date or the CALNET Program designated Delivery Dates
	Choose an item.


Rights and Remedies:
1. CALNET Program:
$1,600 for each late or inaccurate report and $400 per week thereafter for each report until an accurate, complete, and timely report is provided by the Contractor. 
Customer:
N/A 
The Bidder understands and shall meet or exceed the Requirements identified in Section CMCS-G1.15, Service Level Agreements? Choose an item.
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