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Introduction


The purpose of this Service Level Agreement (SLA) is to establish agreed upon service levels for the maintenance and enhancement of (name of business unit’s) existing information technology assets, for the XXXX fiscal year.  Information Technology’s (IT) objective is to satisfy you, our customer, by providing dependable service and timely responses to your business priorities and information technology problems in the most cost effective manner. 

The following Information Services Associates are responsible for the successful delivery of IT products and services under this agreement:

	Associate Responsible:
	Extension and 

E-mail Address
	SLA Role 

and Title

	Name, Title
	phone x.

e-mail
	IT Customer Relationship Executive

	Name, Title
	phone x.

e-mail
	IT Business Operations

	Name, Title
	phone x.

e-mail
	IT PMO


Please note:

SLAs are living documents, amended on an as-needed basis to reflect changes based on your needs.  Should you find it necessary to review or modify your XXXX SLA, either due to unusual circumstances or as additional requirements arise, please consult your Customer Relationship Executive.

Overview of the Division of Information Technology Services

Name of Unit 
Name of Managing Executive

phone number

e-mail address

brief discussion of services provided and operating hours.

Name of Unit 

Name of Managing Executive

phone number

e-mail address

brief discussion of services provided and operating hours.

Name of Unit 

Name of Managing Executive

phone number

e-mail address

brief discussion of services provided and operating hours.

etc.

SERVICE LEVEL OVERVIEW

This Service Level Agreement (SLA) addresses all the business-as-usual services provided to (name of business unit) by Information Services, encompassing the following elements:

· Identifies information systems covered by the agreement

· Establishes the level of service for system maintenance and support, including escalation procedures

· Provides criteria for measuring service level performance

· Identifies the process for communicating service level performance 

Business Application Systems and/or IT Services subsumed within this SLA:

	System or Service Type
	IT Division Provider(s)


	IT Division Service Provider(s)



	· (i.e. Computer Help Line)

Availability: (i.e. 
Monday - Thursday: 7-7, Friday: 7-6, Saturday: 9-4)
	· (i.e. ITCS Call Center)
	· (i.e. Lori Karas, Robert Rose)

	· 
	· 
	· 

	· 
	· 
	· 

	· 
	· 
	· 

	Exclusions
	This agreement excludes work defined as new development and/or project work in excess of $10,000 in cost.  These latter efforts will be addressed through the Information Technology (IT) Synchronization and Project Management Processes conducted in close coordination with the enterprise’s overall planning and prioritization processes (both long-term unit plans and annual business plans).  These processes are documented elsewhere.  Contact the Project Management office for details.



Business Unit Responsibilities

(name of business unit) is responsible for:

1. Operating within the information technology funding allocations and funding process as defined by the enterprise’s governance, planning, and budgeting processes.

2. Working in close collaboration with the designated IT Customer Relationship Executive to initially frame this SLA and to manage within its constraints once approved as part of the budget for the aforementioned fiscal year.

3. Collaborating throughout the lifecycle of the project/process to ensure the ongoing clarity and delivery of business value in the outcomes of the IT effort; including direct participation in and ownership of the quality assurance acceptance process.

4. Reviewing, understanding, and contributing to systems documentation, including: project plans and training materials, as well as any IT project/service team communications, such as release memos.

5. Throughout the lifecycle of the process, evaluating and ultimately authorizing business applications to go into production.

6. Distributing pertinent information to all associates within the business unit who utilize the products and services addressed in this SLA. 

7. Ensuring that business unit hardware and associated operating software meet or exceed the business unit’s system-complex minimum hardware and software requirements.

8. Reporting problems using the problem reporting procedure detailed in this Service Level Agreement, including a clear description of the problem.

9. Providing input on the quality and timeliness of service.

10. Prioritizing work covered under this service agreement and providing any ongoing prioritization needed as additional business requirements arise. 

11. Employing enterprise information technology standards and architectures whenever possible and recognizing the total cost of ownership (TCO) implications of failing to observe these standards. 

MAINTENANCE (what IT does on behalf of the customer)

Definitions:

Maintenance is defined as any activity performed at the discretion of IT, which invests in and preserves the value to the customer of an existing application and environment including:

· Defect correction: Correction of critical defects found in a deployed application that inhibit Northeastern from meeting its production system availability or performance requirements.  Examples of defect correction activities include: responding to production calls for batch systems running overnight or installing system bug fixes.

· Re-tooling: Any change required to a Northeastern business application due to an upgrade of an infrastructure product.  An example would be maintenance necessitated by changes in the production version of PeopleSoft, Lotus Notes, etc.

· Asset Protection: Business application upgrades in keeping with the vendor releases.  An example would the release of a new version of Microsoft Office, PeopleSoft, PowerFAIDS, etc.  

· Disaster Recovery Procedures: Supporting the business unit in developing their disaster recovery plan and participating in any disaster recovery testing.

· Required by External Agencies: Activities required by external and internal audit, federal agencies, etc.  For example, the process to move and maintain applications into a formal change management environment.

· Applied Research and Feasibility Analysis: As part of both SLA and project work for the business unit, Information Services will conduct assessments of IT products, services, and processes to determine their appropriateness in line with business unit needs.

· Infrastructure and related Production Support: Work associated with the implementation of business system applications and end-user desktops.

· System Support: Tier 2 and 3 support associated with both the “break/fix” of existing business application systems, and the problems encountered by end-user customers in the use of these business application systems.

· Information Security: Identification, assessment, management and remediation of threats, vulnerabilities, and risks to the electronic information assets of the institution.

 Maintenance Service Level Definitions:

· When problems occur the following Problem Escalation section will govern IT team responses.  This work will take priority over project and other support work until the problem is resolved. 

· Retooling and platform upgrades will be scheduled as appropriate to meet business schedules and requirements.  As a common practice such upgrades would typically reach production through regularly scheduled releases of bundled upgrades and enhancements.

Production Systems Problem Resolution:

Systems staff is available for production problem resolution 24 hours a day/7 days a week on an on-call basis.  For problem resolution, contact the Computer Help Line (xxx-xxx-HELP).

SUPPORT SERVICE LEVELS 

(Tier 2 and 3 support and problem resolution)


Support Service Levels and Response Time according to level of Severity:

	Severity*
	Customer Impact
	Customer Response 
	Resolution

	Code 0 – Classroom Response
	Information Technology, Telecommunications, and /or Multimedia failures that immediately impact classroom delivery.


	IMMEDIATE**
	ASAP

	Code 1 –

Catastrophic
	Global campus service is halted.

Notify: Customer Services Director within 15 minutes.


	Within 30 minutes
	ASAP

	Code 2 – Urgent
	Subset of campus is impacted.

Notify: Customer Services Manager or ResNet Manager within 15 minutes.


	Within 60 minutes


	ASAP

	Code 3 – Important
	Individual impacted.


	Within 4 hours


	24 hours

	Code 4 –

Non-critical
	Scheduled/Planned Work.

Informational only.
	72 hours notice at a minimum


	as scheduled

	Code 5 – Other
	Maintenance of IT Systems and Tools


	n/a


	as time allows


*Severity is as determined by the Computer Help Line/ITCS and the customer.

**At the present time, Campus Media Services fields all classroom calls and either dispatches one of their own personnel or works with the ITCS to respond to faculty needs.
Note: For action leading to problem resolution to occur, the problem must be called into the Computer Help Line (xxx-xxx--HELP).

Problem Escalation:

Priority 1

Definition – Application is unavailable to anyone at a site (e.g., Boston, New York, Chicago).

Response time – Work will begin immediately and continue until resolved.

Responsibilities - 

· IT Customer Relationship Executive – Resolves problem and communicate to all who are affected at least daily until resolved.

· Working Client – Works along side CRE until the matter is resolved.

· Partner-providers – Other IT Teams and third parties will provide technical assistance as appropriate.

Priority 2

Definition – Application is unavailable for a group of users within a site.

Response time – A response will be provided within 1 business day.  A recommended solution will be provided within 3 business days if there are no outstanding priority 1’s.  Finding a solution to a priority 2 problem will not begin until all priority 1 problems that impact the priority 2 issue’s resolution, have been resolved.

Responsibilities - 

· IT Customer Relationship Executive – Sends acknowledgement of problem. Resolves problem and communicate status to all who are affected.

· Working Client – Works along side CRE until the matter is resolved. 

· Partner-providers – Other IT Teams and third parties will provide technical assistance as appropriate.

Priority 3

Definition – Application generates appropriate results but does not operate optimally.

Response time – Improvements addressed as part of the next scheduled release.

Responsibilities - 

· IT Customer Relationship Executive – communicates needed changes.

· Other process participants – as part of the regular system upgrade cycle.

METRICS

IT collects and reports on metrics for two reasons: to measure and demonstrate proper IT resource management in line with enterprise priorities, and to measure and demonstrate the provision of service levels in line with customer requirements.

Measurements and Reporting:

The IT Customer Relationship Executive (CRE) for (name of business unit) will work with all appropriate IT service delivery personnel to measure and report on IT performance.

Reporting:

·  System maintenance and support, including: production modifications, system maintenance, bugs fixed, and enhancements delivered – monthly SLA review.

·  Service Level satisfaction – monthly discussion between the sponsor/working client(s) and the IT CRE and as measured through the IT Operations Report process.

·  Status of customer-related IT projects – monthly review of scorecards.

Communicating Service Level Performance:

Regular Status Review Meetings, no less than monthly, based on the above reporting.  The CRE will involve his/her own staff and partner providers as need be while relying on his/her working clients to involve end users from the customer community as appropriate.  The key information gathering and reporting tools in this process will include: the monthly IT Operations Report, IT Customer Satisfaction Surveys, and IT Project Scorecards.  When issues or action items arise during status meetings, the CRE is charged with following up on any open items or issues raised.

Problem Escalation:

See page 12 for details.

APPENDIX

SLA Process Role Definitions:

·  Sponsor – the executive leader of the business unit who ultimately approves the funding for the business unit’s IT work.
·  Working Client – those business unit managers who work along side their Information Services counterparts to define, develop and deliver IT products and services to the business unit.
·  IT Customer Relationship Executive (CRE) – the IT executive ultimately responsible for the satisfactory delivery of the IT commitments consolidated under this Service Level Agreement.
·  IT Business Enterprise Operations – IT’ project/service management center of excellence will review and approve all SLA’s from a “best practices” perspective to ensure that they align with the highest standards of service delivery balanced against available IT and enterprise resources.
·  IT Business Operations – IT’ Business Office will review and approve all SLA’s from a financial perspective to ensure that they align with our overall commitments to the enterprise community.
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� SLA activities encompass both non-discretionary IT services, such as vendor-based software licensing, maintenance, and support, as well as the discretionary work associated with system and Web site enhancements.  Each business unit’s SLA resource allocation is set to meet all non-discretionary service requirements.  Discretionary work and hence resources are allocated based upon past activity, anticipated needs, and explicit enterprise priorities.  The total IT investment in these services is set by the enterprise’s budgeting process in the late fall and winter of each year for the coming year. 
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