
 
 

Annex B – Services Level Agreement minimum specifications 
 

INVITATION TO TENDER ITE2010 
SPECIFICATIONS 

 
 

1. Introduction 
 

This document contains the minimum Service Level Agreement specifications for the services included 
in the tender. Organisations submitting a tender are reminded that the quality of the SLA is included in 
the award criteria for the tender, thus it is in their best interest to offer the best Service Level 
Agreement possible. 
 
Used in conjunction with the Specifications and the Annex A to the specifications, this document allows 
also the verification of the evaluation and award criteria. 
 

2. General contract and services procedures  
 

Each request for a service to be provided as part of the framework contract shall be the subject of a 
specific contract. The EMCDDA shall send a quote request to the supplier based on the applicable 
price and the services requested, the supplier will confirm the amount in one week (e-mail will be 
sufficient), and once authorised by the EMCDDA will send a specific contract in two copies signed by 
the supplier – the EMCDDA will then countersign the contract and send one copy back to the 
contractor. To speed up the process, the sending of a fax by the EMCDDA followed by the original 
must be accepted by the Supplier and in such case the date of receipt of the fax will indicate the date 
of introduction of the request by the EMCDDA. 
 
For the specific purpose of increasing the minimum guaranteed bandwidth for the “Backup/Secondary 
Internet link” type of service, the supplier will provide specific contacts as needed, so as to guarantee 
the receipt by the EMCDDA of the signed specific contract at maximum the first working day after the 
request by the EMCDDA. 
 
For the specific purpose of requesting the redirection of DDIs being sent to “Main telephone link” to the 
“Backup/Secondary telephone link”, the Supplier must provide specific contact coordinates. 
 
It is possible that in future the EMCDDA will ask the contractor the use of fully qualified digital 
signatures as equivalent to the handwritten signature: the organisations submitting a tender 
acknowledge that in such a case they will coordinate with the EMCDDA and do their best to allow the 
smooth introduction of such system. 
 
The EMCDDA shall designate an “Authorizing Officer by delegation” and an “Authorizing Officer by 
sub-delegation” who will be authorised to sign the specific contracts for the EMCDDA, and one or more 
administrative contacts that shall be coordinating with the supplier for the procedure related to 
establishing and signing of the specific contracts (e.g. requests for quotes, verifying the status of the 
specific contracts, etc.). 
 
The EMCDDA shall further designate a Contract Manager, who will act as a single point of contact for 
any issues or doubts concerning the execution of the specific contracts, and shall also receive 
periodically from the supplier a list of the specific contracts which are going to expire, to allow the 
EMCDDA to timely request a specific contract to continue the service if needed. 
 
The EMCDDA contract manager shall also receive periodical reports on the respect of the SLA for the 
services ordered, specifically the performance indicators listed in this annex.  
 
The EMCDDA contract manager shall also receive the proposed updated price list for the services 
included in the framework contract indicated in the specifications. 
 
For all the reports indicated in the previous paragraph, it would be considered a plus to be able to 
receive them also in electronic format. The organisations submitting a tender clearly accept that the 
EMCDDA may also do monitoring and collect data on its end to confirm the data provided by the 
Supplier. 



 
The EMCDDA Contract manager shall also received the yearly list of the specific contracts past 
between the EMCDDA and the supplier, with the indication of the amounts paid and the supplier 
invoice references for each specific contract. 
 
The EMCDDA shall designate a list of people who have the authority to ask the Supplier to activate the 
redirection of the DDIs from the Main telephone link to the Backup/Secondary link and vice-versa. 
 
The Supplier must refuse any specific contract that is not signed for the EMCDDA by one of the 
person indicated as Authorizing Officer by delegation, Authorizing Officer by sub-delegation or the 
Director of the EMCDDA. 
 
Each specific contract should last for one year: exceptions could be made to align the service with solar 
years, but in no case a specific contract extending further than the end of the framework contract can 
be signed by the EMCDDA and accepted and executed by the supplier. Should a specific contract 
extending beyond the end of the framework contract be accepted and executed by the supplier, the 
EMCDDA shall not be responsible for financial and other losses to the supplier due to the interruption 
of the service and related payments at the end of the framework contract validity. 
 
Invoicing for each specific contract shall be separate and done on a monthly base, with a net 30 terms: 
in accordance with the financial regulations applicable to the EMCDDA, the date used to calculate the 
net 30 days is the date of arrival and registration at the EMCDDA. Should the supplier want to know the 
exact date of arrival, it is suggested to use a certified mean of delivery (e.g. registered mail). As part of 
the minimum SLA, no more than 1 out of 12 (i.e. ca 8%) of the invoices for each specific contract may 
present problems (e.g. incorrect amount, incorrect specific contract reference, date of issuing too early) 
requiring the EMCDDA cancelling the invoice and to ask for a credit note.  
 
The supplier shall designate with full contact coordinates in the tender a contract manager which will 
be the main point of contact for any issues concerning the contract and for the periodic meetings, one 
or more administrative contacts which will be normally receiving the request for quotes and deal with 
the administration of the and act as first point of contact in case of invoicing problems, and a technical 
contact to report technical problems and coordinate the installation and other modifications of the 
services provided. 

It is possible to have the same person being designated by the Supplier for more of one of the roles. It 
is also possible to designate for the role of administrative contact a team or service rather than an 
individual, and to have separate technical contact to report technical problems (e.g. an help desk) 
and technical project manager to coordinate the installation of new services or modifications to 
existing services. 

 
3. Main Internet link 

 
Follow detailed indication of the minimum expected characteristics: 

• The  expected end-to-end availability is of 99.9% 

• The expected end to end1 round-trip time for TCP/IP packets is better than 200ms 

• The backup DNS provided by the Supplier is expected to have an availability of 99.99% 

• The minimum guaranteed bandwidth must be of 8Mbit in upload and 8Mbit in download, and 
this bandwidth must be guaranteed at least 99% of the time the connection is available 

• Should the minimum guaranteed bandwidth indicated at the point above be upgraded, the 
same percentage of availability will apply to the upgraded connection 

•  The respect of the times foreseen in the SLA for the modifications to the service is expected to 
be of 99.99% 

                                                      
1 In this context, end to end round trip time means the round-trip time for IP packets exchanged between the EMCDDA and 
a partner using service of the national peer partner of the Supplier in the countries of the European Union 



4. Backup/secondary internet link  
 

Follow detailed indication of the minimum expected characteristics: 

• The  expected end-to-end availability is of 99.9% 

• The expected end to end2 round-trip time for TCP/IP packets is better than 300ms 

• The backup DNS provided by the Supplier is expected to have an availability of 99.99% 

• The minimum guaranteed bandwidth must be of 4MBit in upload and 4MBit in download, and 
this bandwidth must be guaranteed at least 99% of the time the connection is available 

• Should the minimum guaranteed bandwidth indicated at the point above be upgraded, the 
same percentage of availability will apply to the upgraded connection 

•  The respect of the times foreseen in the SLA for the modifications to the service is expected to 
be of 99.99% 

5. Special purpose Internet link 
 

Follow detailed indication of the minimum expected characteristics: 

• The  expected availability is of 99.9% 

• The respect of the times foreseen in the SLA for the installation and modifications to the 
service is expected to be of 99.9% 

• No limitation on the protocols that can be used with the connection. 

6. Main telephone link 
 

Follow detailed indication of the minimum expected characteristics: 

• The  expected availability is of 99.99% 

• The respect of the times foreseen in the SLA for the modifications to the service is expected to 
be of 99.99% 

• The respect of the times foreseen in the SLA for the resolution of problems is expected to be of 
99.99% 

• The time delay to move DDIs to the “Backup/secondary telephone link” upon request by the 
EMCDDA of 4 hours 

7. Backup/secondary telephone link 
Follow detailed indication of the minimum expected characteristics: 

• The  expected availability is of 99.99% 

• The respect of the times foreseen in the SLA for the modifications to the service is expected to 
be of 99.99% 

• The respect of the times foreseen in the SLA for the resolution of problems is expected to be of 
99.99%The time delay to move DDIs to the “Main telephone link” upon request by the 
EMCDDA of 4 hours 

 

                                                      
2 In this context, end to end round trip time means the round-trip time for IP packets exchanged between the EMCDDA and 
a partner using service of the national peer partner of the Supplier in the countries of the European Union 



8. Inter-building link 
 

Follow detailed indication of the minimum expected characteristics: 

• The  expected availability is of 99.99% 

• The expected round-trip time for TCP/IP packets between the buildings being linked is better 
than 5ms 

• The minimum guaranteed bandwidth must be of 100Mbit full duplex, and this bandwidth must 
be guaranteed at least 99.99% of the time the connection is available 

• Should the minimum guaranteed bandwidth indicated at the point above be upgraded to 1Gbit, 
the same percentage of availability will apply to the upgraded connection 

•  The respect of the times foreseen in the SLA for the modifications to the service is expected to 
be of 99.99% 

• The respect of the times foreseen in the SLA for the resolution of problems must be 99.99% 

9. Analogue an digital connections 
 

Follow detailed indication of the minimum expected characteristics: 

• The  expected availability is of 99.999% 

• The respect of the times foreseen in the SLA for the modifications to the service is expected to 
be of 99.99% 

• The respect of the times foreseen in the SLA for the resolution of problems is expected to be of 
99.999% 

• The quality of the connection must be such as to allow the use for voice communications, but 
also for faxes and analogue or digital modem connections. 

10. Tender contents 
 

The tender must indicate the delay in working days for proposed by the Supplier to send a quote 
once asked, and to send the specific contract signed to the EMCDDA. 

The tender must specify the organisation proposed by the Supplier, including contact coordinates, 
escalation procedures, information exchange and coordination meetings periodicity. No CV must be 
provided with the tender, however in submitting the tender the supplier guarantees that the staff used 
in the provision of the services shall be able to work also in English. 

The tender must include the information concerning the peering agreements, especially at the 
international level, of the organisation submitting the tender and its subcontractors in Portugal (if 
applicable). 

The tender must include information about the infrastructure of the organisation submitting the tender 
and where applicable their Portuguese subcontractor(s), which will be used also in the evaluation of the 
quality of the proposed services. 

The tender must indicate which kind of penalties the Supplier proposes for the non-respect of the SLA 
– the minimum expected is that in case of non respect of the percentages indicated in this annex B to 
the specifications, the EMCDDA will have a discount on the yearly cost of the service in the related 
specific contract corresponding to the percentage of non-respect of the SLA. E.g. should a service in a 
specific contract like the “Special purpose Internet link, be out of service for 2% of the time in a month, 
the EMCDDA will have the right to a discount of 1.9% (i.e. the 2% of down service – the 0.1% of down 
service that would be acceptable according to the SLA).  



Should the percentage of non respect for any service or specific contract be equal to or bigger than 8%, 
the EMCDDA reserves the right to close the specific contracts before their natural ending date 
concluding substitute contracts with the other operator in the cascade, move the Supplier to another 
Supplier in the cascade or close the framework contract with the Supplier (e.g. close all contracts with 
the Supplier and conclude contracts with another Supplier in the cascade).  

The tender submitted must include for each service at least the following technical information: 

1) The technology expected to be used to provide the service; 

2) The bandwidth proposed (upload, download, minimum guaranteed upload, minimum guaranteed 
download); 

3) The type of terminal equipment needed to use the service, and in addition, specifically 

a. For the service “Main Internet link” and “Backup/Secondary Internet link”, whether a rack 
needs to be install in the premises of the EMCDDA, and what are the requirements for its 
installation and operation (e.g. power, space) 

b. For the service “Main Internet link” and “Backup/Secondary Internet link”, the type of 
connectivity from the terminal equipment of the provider 

c. For the service “Special  purpose Internet Link”, the type of connectivity from the terminal 
equipment of the provider 

d. For the service “Inter-building link”, what are the requirements of the terminal equipment 
being (e.g. power, space) 

4) For each of the services “Main Internet link”, “Backup/Secondary Internet link” and “Special 
purpose Internet link”, must be indicated the delay in working days for installation from the 
moment a specific contract signed by the EMCDDA is received 

5) For each of the services “Main Internet link”, “Backup/Secondary Internet link” and “Special 
purpose Internet link” must be indicated the proposed delay in elapsed hours for the resolution of 
problems, including the eventual differentiation between different type of problems 

6) For each of the services “Main Internet link” and “Backup/Secondary Internet link” must be 
indicated the delay in hours to increase the minimum guaranteed bandwidth from the moment the 
request is received from the EMCDDA. 

The installation costs and monthly costs for each service type must be indicated: for the “Main Internet 
link”, “Backup/Secondary Internet link” and “Inter-building link”, the price both for the minimum required 
guaranteed bandwidth and the upgraded minimum guaranteed bandwidth must be indicated.  

For evaluation purposes, the installation costs indicated for the “Main Internet link”, “Backup/Secondary 
Internet link”, “Main telephone link” and “Inter-building link” must consider a period of contract of two 
years. The monthly costs must include the provision, use and maintenance and support of the needed 
terminal devices in the EMCDDA premises, if any. 

For evaluation purposes, the installation costs indicated for the “Special purpose Internet link” must 
consider a period of contract of one year – the eventual possibility of reduced prices for longer 
contracts can be indicated, but will not be used for evaluation purposes. The monthly costs must 
include the provision and use of the needed terminal devices. 

The price per minute for calls to a mobile and a fixed phone in the countries indicated at the next table  
must be indicated 

The organisations submitting a tender understand and accept that the EMCDDA may reject at 
its own discretion from the evaluation phase of the tender process any tender where any of the 
information indicated as mandatory (i.e. information which “must” be present) in this section is 
absent, without any further request for information. 



 

Country 
Price per minute fixed 

phone destination 
Price per minute mobile 

phone destination 
Austria   
Belgium   
Bulgaria   
Cyprus   
Czech Republic   
Denmark   
Estonia   
Finland   
France   
Germany   
Greece   
Hungary   
Ireland   
Italy   
Latvia   
Lithuania   
Luembourg   
Malta   
Netherlands   
Poland   
Portugal   
Romania   
Slovakia   
Slovenia   
Spain   
Sweden   
United Kingdom   
Iceland   
Norway   
Switzerland   
Turkey   
Ukraine   
Bosnia and Herzegovina   
Croatia   
Former Yugoslav 
Republic of Macedonia 

  

Rest of Europe 
(average) 

  

Russia   
Morocco   
South Corea   
Japan   
Canada   
USA   
Brasil   
Satellite Phones (e.g.: 
Inmarsat) 

  

Rest of the world 
(average) 

  

 


