Appendix E
Monthly SLAS
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INfrastructure Performance Metrics
SLAs and Performance for August 2026

Daily Reporting

SLA Target Days Missed

I Daily Prime Business Hours Availability 99% 0

Daily Prime Business Hours Availability of —_— 0

CalSAWS Training Environments °

Daily Prime Business Hours Standard 98% 0

Report Response Time <=10Sec

Security Information and Event iy 0

Management System Uptime ’

Quarterly Reporting

SLA Target Audits Missed
Failure to Complete Access Control 0
Audits Missed 0
| Scheduled Asset Inventory Audit _O 0
Missed
. . . 0
| Privileged Access Audit Missed 0
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Monthly Reporting

SLA Target Actual
Monthly Prime Business Hours Availability
Non-Prod Environments 99.0% 100%
Monthly Off Prime Business Hours 0
Availability 99.0% e
0}
Local Repair Services 99% 100%

Urgent/High

Monthly Deficiency Notification Response

0
Time 99.5% 100%

Monthly Service Desk Diagnosis Time Tiers

1 and 2 98.0% 99.8%

99.9%

Security Vulnerability Scans 99.0%

Event-Driven Reporting
SLA

Disaster Recovery Response Time

Completion of Root Cause Analyses

Security Incident Notification

Security Incident Reporting

Security Incident Negligence

Target

24

Hours

0
<=14days

0

Incidents

0

Incidents

0

Incidents

[tems Missed

0



Hyland Infrastructure Performance Metrics
SLAs and Performance for August 2026

Monthly Reporting Event-Driven Reporting

SLA Target Actual SLA Target ltems Missed
IUpﬁme 99.9% 100.00% ITechnich Resource Response Time <300M'n L
|
. 90%
I Page Views e Sec 99.43%
. 90%
Database Transactions 99.95%*
<=1SecC
Brainware Processing Time 97 97.68%
9 <=10 Min oRe

*Reporting for database transactions was not available on the following dates:

« August 1st through 6™
« August 215t through 31+
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M&E Performance Metrics
SLAs and Performance for August 2026

CalSAWS M&E - Monthly SLA Performance Requirement Report - August 2026

Daily Reporting Monthly Reporting Event-Driven Reporting
: . - Prime Business Hours Availability,
-I Prime Business Hours Availability 100% ::::; 'I Non-Prod Environments Y 29% 100% I Disaster Recovery Response Time < 24 hours N/A
Prime Business Hours 928% 8 days 3 Off Prime Business 99% 100%
ED/BC Response Time* <3sec missed Hours Availability : :
Off Prime Business Hours ED/BC 5% 0 days Deficiency Notification . : Each Major
e o B | Response Time 99.5% N/A Application Security Scans release | NV/A
Prime Business Hours Screen to 9% 0 days
Screen Nav. Response Time < 92 sec  missed
Off Prime Business Hours Screen to 95%, 0 days . ] _ ) & 0
Screen Nav. Response Time < 3sec  missed Quarterly Reporting Security Incident Reporting G jgents

Completion of

Root Cause Analyses 14 days N/A

Tier 3 ncidents

SERLEE LEEL LI iz 2 U 98%  100% nl Security Incident Nofification : 0

Unbounded Search 95%  Qdays Failure to Complete Access 0
nl Response Time Vit miu; Control Audits Quarterly N/A Security Incident Negligence ., . 0
Prime Business Hours 98% 0 days

Batch Production 99% O days
Jobs Completion < é0am  missed

*ED/BC Improvement initiatives are underway to enable compliance with ED/BC SLA; 6 of missed days were over 9/7.5%, 2 of missed days were between9/7.0-9/7.5%

Standard Report Response Time < 109 sec  missed

I Privileged Access Audits Quarterly N/A
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BenefitsCal Performance Metrics
SLAs and Performance for August 2026

Perl Req

Service Level Agreement (SLA) Augus!

Performance Requirement Tille

s Threshold 2026
|

2 Monthly Hours Availabllity, Non-Production Environments 79% .
3 e
: 98% O
6 Daly Unbounded Search Response Time 95% 6 seconds or less .
8 Disaster Recovery Response Time 24 Hours or less

9 Failure 1o Complete Access Control Audits Quortery Reporting

1 Completion of Root Cause Analysis 14 calendor days

13 Application Securnty Scans Within 2 weeks of Baseline Releqse

Within 1 Hr. Nofification
Within 2 HRs. Comrrective Action
Within 2 Hrs. Major
Within 12 Hrs. Minor

14 security Incident Notification

13 Security Incldent Reporting

14 Securty Incident Negligence Houry

* August metrics are preliminary results. Pending review with Consortium QA and Consortium approval.
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