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1.
Introduction

This document is an agreement between the Management (ABC CO.) and the IST Customer Services (IT) unit for the provision of Technology Support in the ABC CO.. It will document the respective requirements and expectations of both participants in order to ensure that ABC CO. and IT have a clear definition of the technology support services to be provided by IT.  It consists of a description of general terms and conditions, including definitions and processes, and a specification of required services.

2.
Scope

IT will provide to the ABC CO. support services in relation to the network infrastructure and all current and future central ABC Co. administrative systems (for example, internet access, central file server administration, ABC Co. e-mail, XYZ, and the installation, and configuration of PCs). IT will be the primary interface between Network and Communications Services, and Information Systems Resources (<ORG>) for the provision of IT support services to ABC CO.. Without restricting the generality of the foregoing, this agreement includes support services related to:

· Help Desk support as described in Section 3.9,

· ABC Co. network infrastructure and central ABC Co. administrative systems as described in Section 4.1,

· VendorName servers, X Web servers, software server management as described in Section 4.1,

· Support of Audio Visual equipment, equipment loans and classroom AV support through ICC as described in Section 4.2,

· PC, Laptop and printer support and inventory as described in Section 4.2,

· Software imaging, installation and inventory management as described in Sections 4.3,5.3 and 5.5,

· Support for the hosting and maintenance of any ABC CO. websites through <ORG> as described in Section 5.1,

· Password support for the Legal Department program through the ABC Co. Libraries as described in Section 5.1.

As an exception to the above paragraph, this agreement does not cover the following:

· User support related to ABC CO. specific software, e.g. Lexis/Quicklaw,

· Support for and maintenance of web servers located outside the server room including server system administration, support for applications software and backups,

· Web page development.

3.
General Terms and Conditions

3.1
Participants
ABC CO.:   The Faculty of X at ABC Co. ABC Co. as represented by the Dean of X. ABC CO. is the recipient of services identified in this agreement.

IST: The resources and services under the disposition of the Senior Director, and CIO.

IT:  The resources and services under the disposition of the IT unit that reports to the Senior Director, and CIO
3.2
Definitions

Service Level: Service levels are applied to the specific support services identified in this agreement. The level associated with the service defines the amount of time that can be tolerated between when a problem with the service is reported and when a response is required. When a problem is reported (e.g. a call is placed to the IT help desk) resources will be assigned to resolve the problem as soon as possible. The response time represents the time interval between the problem report and a response. 

	Service Level
	Response Time

	1
	As soon as possible

Takes priority over all other service requests

	2
	Response within 4 hours (within the hours of 9:00 A.M. and 5:00 P.M., working days)

	3
	24 hours (one working day) 

	4
	2-5 working days

	5
	1-2 weeks (5 to 10 working days)


3.3
General Statement of Duties and Responsibilities of ABC CO.
ABC CO. will use reasonable efforts to assist IT in meeting the latter’s obligations under this agreement including the following:

· Provide IT with a description of all types of new services and technology put into use at the ABC CO.,

· Encourage staff and Faculty members to report problems promptly using established mechanisms of communication,

· Allocate sufficient resources and time to collaborate effectively with IT in any activities where collaboration may be required,

· Encourage staff and Faculty members to attend training sessions provided by IT at times mutually convenient to IT and the ABC CO. staff and Faculty,

· Provide IT with contact information of any outside technical support staff,

· Adhere to the standards established by the Deputy Provost’s Strategic Procurement Initiatives for PC selection, configuration, purchasing and installation.

3.4
General Statement of Duties and Responsibilities of IT
In addition to the specific services, and service levels outlined in this SLA, IT will achieve the following general objectives in providing services to ABC CO.:

· IT will familiarize itself adequately with the general organizational culture and operations of ABC CO. and the full-range of services and technologies in use in ABC CO.,

· Allocate sufficient resources and time to collaborate effectively with ABC CO. in any activities where collaboration may be required,

· Cooperate fully with ABC CO. local technical staff in order to resolve service problems promptly and provide quality service to the ABC CO. community of technology users.

3.5
Service Review and Evaluation

IT and ABC CO. will handle persistent or frequently occurring problems associated with the performance of support services in the following manner:

· IT will create a record of performance requests and failures  (e.g. log of requests, email correspondence, etc.) at least once every 3 months,

· IT will provide this record to X (from ABC CO.) and to the Chair of the <Office> Committee on Technology Support in the ABC CO.,

· The <Office> Committee will promptly address any performance issues set out in the report,

· If the <Office> Committee cannot resolve the performance issue within 2 months of its chair receiving the report, then the Dean of X and the IT Director will resolve the issue.

3.6 
Escalation of Problems

If a ABC CO. staff or faculty member is not satisfied with respect to any of the services provided under this agreement, that staff or faculty member will contact the Manager, Network & PC Support.

If the ABC CO. staff or faculty member is not satisfied with the response obtained by the IT manager, that staff or faculty member may bring the difficulty to the Associate Dean,(Strategic Planning) ABC CO. and the Associate Director, IT.

If the Associate Dean,(Strategic Planning)is not satisfied with the response obtained by the Associate Director, IT then the Associate Dean,(Strategic Planning) may bring the difficulty to the Dean of X and the Director, IT.

3.7
Failure to respect Service Levels.

If the ABC CO. reasonably determines that IT has significantly failed to meet the service levels as set out in this agreement, it may request that IT forthwith send a senior level management team to ABC CO. to determine the cause(s) of the failure and to immediately institute whatever changes (for example, in procedures, staffing, equipment, etc.) that are required to resolve the problem. The management team will remain at the ABC CO. until the problem has been addressed to the reasonable satisfaction of the ABC CO..

3.8
<Office> Committee on Technology Support in the ABC CO..

A <Office> Committee on Technology Support in the ABC CO. (<Office>), with representatives from IT and ABC CO., will be formed. The activities of the <Office> will include the following:

· To discuss emerging trends and developments in technology at ABC Co. and elsewhere, as they pertain to the provision of support services,

· To coordinate and resolve issues between ABC CO. local technical staff, IT Customer Service consultants, and ABC CO. user community (faculty members, staff, students and Employee associations),

· To review the hardware/software asset inventory for ABC CO., and ensure that proper planning is being performed and communicated in order to anticipate service demands,

· To define the policy relative to major upgrades of hardware, software or systems, patches to existing software/servers or installation of new software/servers, 

· To define and communicate the priority of services and projects undertaken by IT that are relevant to ABC CO. operations, 

· To define the ABC CO. requirements for a standard PC image within the framework established by the DP-CIO Strategic Procurement Initiative, 

· To align the IT training needs expressed by ABC CO. with the ABC CO.-IT training program,

· To define, review and/or initiate significant projects in technology at the ABC CO.,  Examples of these types of projects include:

· Strategic deployment of large numbers of PC,

· The migration of all user accounts from Netware to the campus Active Directory (AD).

The <Office> with 3 representatives from ABC CO. one of whom will be chair, 1 Employee representative from ABC CO., 2 from IT, and 1 from NCS will meet once a month for the first three months and subsequently at the end of the fall, winter & summer semesters. When required, <Office> may invite other staff or faculty. The committee will review key performance indicators and other business, record and disseminate minutes from meetings and prepare an annual report. The annual report will be submitted to the DP-CIO and the Dean, ABC CO. at the end of the ABC Co. fiscal year. 

3.9
Help Desk

The IT Customer Support is the first point of contact for IT help and problem resolution, with the exception of section 5 which will be scheduled by the <Office>. ABC CO. should contact Customer Support for their requests and problem reports. This can be done by submitting a request on <website>, by using the IT self-service tool on <self-service portal> or by phone at 800-555-5555. 

In addition to the services described in this agreement, the services supported by IT Customer Support can be found in the IT Service Catalog. <service catalog page>
3.10
Service Hours

Service Level 1 services and any other services set out in this Agreement or agreed by the <Office> to be provided on a 24 hour per day, 7 day a week basis, will be provided by IT to ABC CO. on a 24/7 basis. Except for those services, IT will provide full support services from 9:00 AM to 5:00 PM, Monday through Friday.
Additional Essential Services Outside of  Normal Working Hours:

IT will provide additional essential services outside the Monday to Friday, 9:00 A.M. to 5:00 P.M. timeframe. Additional essential services will be defined, approved and reviewed during the meetings of the <Office>. 
Service During “Peak Periods”:

In addition to the regular service hours noted above, IT will provide service to designated locations during periods identified by ABC CO. as being "peak periods" (e.g extended service during exam periods) requiring additional support. The locations and times of required service will be defined, approved and reviewed during the meetings of the <Office>. Note: During the months of September and October, when ABC CO. must accommodate the arrival of large numbers of new students (and staff) at ABC Co., IT will likely experience a sharp increase in service requests and must build this spike in demand into its staffing plans for the period.

3.11
Additional Services

The ABC CO. may, at any time, request in writing that IT provide it with services not set out in this agreement. If the request falls within the IT mandate they will respond to each request in writing within 20 working days setting out the nature of the service and the cost to the ABC CO..
3.12
Duration of SLA

This Agreement shall commence on September 1, 2004 and shall remain in force until May 31, 2005, subject to ABC CO.’s right of earlier termination (see Termination, below).

At its expiry, this Agreement will be automatically renewed for a period of 12 months (June 1 to May 31) on the same terms and conditions unless either party provides a written notice to the other at least 90 days prior to the end of the then current term.
3.13
Most Favoured Client



IT will provide all services to ABC CO. on terms at least as favourable to the ABC CO. as IT provides to any other unit at the ABC Co..

3.14
Fees

ABC CO. will pay fees to IT for the services provided under this agreement as set out in Appendix A. 

3.15
Termination of SLA

If the services are not provided according to the specifications outlined in this agreement, ABC CO. may cancel the agreement by giving IT 90 days notice of cancellation. IT will have the opportunity, for a period of 30 days, to propose modifications to this agreement or to otherwise respond to the ABC CO.’s concern. ABC CO. will consider any response by IT but may, in its sole discretion, either accept, reject or suggest  modifications to the IT proposal. If IT and ABC CO. have not otherwise agreed in writing within 45 days of the initial notice submitted by ABC CO., then this agreement will terminate at the end of the notice period.  

In the case of termination during the first year of the agreement, resources and staff allocated to IT for the purpose of providing ABC CO. support will be transferred back to ABC CO.. All monies (central funding) allocated to ABC CO. in payment of IT services must be returned to IT.  

In the second and subsequent years if the services provided for under this agreement are terminated for any reason or if this agreement is terminated, IT will nevertheless continue to provide such services to the ABC CO. during a period of up to 6 months, as determined by the ABC CO., to facilitate the transfer of services back to the ABC CO. or to a service provider identified by the ABC CO.. During this period, IT will charge the ABC CO. for services provided on the same basis, mutatis mutandis, as set out in this agreement. 

4. General Support Services

This section provides a description of services by category, and specifies the required response levels.

4.1
Networking

Networking support is defined as follows.

4.1.1 Network Infrastructure

IT will provide support services (1st line triage) related to the backbone and network infrastructure used for Internet connectivity to ports in ABC CO..

Internet Connection and Campus Network Connectivity support includes support for DAS, VPN, wireless and wired connections, and e-mail.

IT provides IS/IT security support against, for example, hackers, violations of ABC Co. Computer User Code of Conduct, and viruses. 

Response Level: Level 1 (immediate) response.

4.1.2 System Management of ABC CO. VendorName Servers

IT will ensure that the hardware and software for the ABC CO. VendorName servers are setup and maintained (monitored and backed up). Note: The ABC CO. VendorName server should move to the Campus Servers. Major upgrades, or patches to existing servers or installation of new servers should be done in accordance with terms agreed to by <Office>.

Response Level: Service outages require level 1 (immediate) response. Servers should be available 24 x 7, except for routine maintenance to be conducted outside of regular service hours. 

4.1.3 System Administration for ABC CO. VendorName Servers

IT will establish and maintain user accounts, profiles, print queues, and directory rights for the ABC CO. VendorName servers.

Response Level: 

· Requests for implementation of new accounts require a level 3 response, 

· Routine changes to the VendorName Directories require level 2 (4 hour) response;

· If there are a great many changes anticipated (more than 10), the required response level will be determined by the <Office>.

4.1.4 System Management of ABC CO. Web Server

<ORG> and NCS will ensure that the hardware and software for the ABC CO. web server is setup and maintained (monitored and backed up). 

Major upgrades, patches or installation of new servers will be done in accordance with terms agreed to by <Office>. 

Response Level: Service outages require level 1 (immediate) response.  Server should be available 24 x 7, except for routine maintenance to be conducted outside of regular service hours.

4.1.5 System Administration for ABC CO. Web Server 

IT will be responsible for the establishment, maintenance and update of user accounts, and directory rights for ABC CO. Web server as long as the server OS is aligned with the version and configuration supported by <ORG>.  

Response Level: 

· Requests for implementation of new accounts require a level 4 (2-5 day) response,

· If there are a great many changes anticipated (more than 10), the required response level will be determined by the <Office>.

4.1.6 Management of SoftwareNetwork Server

Major upgrades, patches or installation of a new server should be done in accordance with terms agreed to by <Office>.

Response Level: Service outage requires a level 2 (4 hour) response.

4.1.7 Management of Network Jack Installations

IT will manage the process of requisitioning network jack installations and will work with NCS to help ensure that these installations are completed within the required timeframe as shown in the NCS SLA.

Response Level: Requests for implementation of new network jacks require a level 5 (5-10 day) response, depending on the urgency of the request.  Requests for the implementation of 5 or more jacks must be planned in order to establish completion dates.

4.1.8 Restoring Files

IT will be responsible for restoring files from backups of the VendorName server. Restoring files for the Web servers is the responsibility of <ORG>. 

Response Level: 3 (1 working day) recommended (may vary depending on how urgently a particular file is needed).

4.2
Hardware Installation and Maintenance

Hardware management and support includes installation, redistribution, maintenance and limited repair.

4.2.1 Installation of Staff and Public Computers and Peripherals

IT will install staff and public computers and peripherals, verify that the network connections are established and operational, and the installed operating systems and applications are functioning.

IT will do temporary installations of category-5 patch cabling. 

Response level: Individual requests for installation of new PCs and printers require level 4-5 response depending on the urgency of the need.  Larger-scale deployment of new equipment will be negotiated between ABC CO. and IT.

4.2.2 Hardware (client desktops)
IT will provide first line troubleshooting for desktop hardware (PCs & Macs) and attached peripherals only. 

Response Level: 

· Hardware troubleshooting requires a level 2-3 response, depending on reported urgency, and if alternative equipment can be used temporarily,
· Single installation, relocation or configuration of desktop or printer that is replacing a non-functional unit requires a level 2 response. Individual requests for installation of new PCs and/or printers requires a level 4-5 response depending on the urgency of the need. Larger-scale deployment of new and redistribution of PCs and/or printers will be negotiated (usually requires a level 5 response) between ABC CO. and IT.
· Level 5 if this is a new printer that is replacing a functioning printer.

· Level 3 if this is a new printer that is replacing a non-functioning printer.

IT will troubleshoot printers and will contact LaserCorp and order and replace printing paper for lab printers. ABC CO. is responsible for contacting LaserCorp and ordering of paper for faculty and staff printers. 

Response Level: Troubleshooting the printer requires a Level 2-3 response. The response time of LaserCorp is defined in another contract. 
4.2.3 Repair of Computers & Laptops

IT will troubleshoot PC hardware to identify the source of the problem and, if the PC is under warranty, will coordinate the repair of the PC.  If the component is not under warranty, IT may replace it if ABC CO. has spare components.  In this context, a hardware repair is defined as changing any and all of the following components:  power supply, memory, hard drive, sound & video cards, NIC’s, Floppy drive and CD Rom. Laptops will be serviced through ICC. 

When the user’s primary computer is defective, and the repair will be handled in a level 4-5 fashion, a hot spare desktop or laptop must be supplied. IT must keep a minimum number of hot spare desktops and laptops available at all times.

Response level – First stage: The initial request requires a level 2 (4 hours) response depending on the urgency of the need.

Response level – Second stage: Once the initial request is completed, i.e., a hot spare computer was temporary installed, the request for repair require level 4-5 (2-10 day) response depending on the urgency of the need.
4.2.4 Audio Visual support in Training/Conference Room
ICC is responsible for the first level support in classrooms. ICC should be contacted using the ICC audiovisual phone line to request support. Support hours are listed and updated on <link>.
If the onboard computer is defective, IT will troubleshoot PC hardware to identify the source of the problem and, if the PC is under warranty, will coordinate the repair of the PC.  The classroom hot spare computer must be installed as soon as possible.  In the mean time, IT will coordinate the installation of a temporary mobile unit until the issue is resolved. 

Training/Conference Rooms: <100,101,102,200,201 and 202 and 3661 >
Mobile units: 2 spare laptops and projector from law library. 

Response level: Individual requests for repair of classroom equipment usually require level 1 (immediately during working days).  

4.2.5 Training/Conference Room and mobile unit preventive maintenance

On a weekly basis, IT will test the controller, the onboard computer, the VCR, the projector, the laptop connection and sound system in each classroom and on each mobile unit.

Training/Conference Rooms: <100, 101,102,200,201 and 202 and 3661 >.

Mobile units: 2 spare laptops and projector from law library

4.3
Software Installation and Maintenance

4.3.1 Supported Software (client desktops)
· First line troubleshooting for supported software, both application and operating system related,

· Install and test new supported software and/or upgrades to existing supported application software,

· Upgrade desktop operating systems

Response Level: 
· Software troubleshooting requires a level 3 response, depending on reported urgency,

· Individual requests for installation or upgrades to applications require a level 4-5 response depending on reported urgency. Applications that have been corrupted generally require a level 3 response,

· Individual requests for upgrades to operating systems require a level 4-5 response depending on the reported urgency. Larger-scale upgrades to operating systems will be negotiated (usually requires a level 5 response) between the supported department and IT.
4.3.2 Re-Imaging lab and Staff Computers

IT shall re-image any lab, faculty, staff and grad Employee computer in which a problem has been identified, as required.

Response Level: Requests to re-ghost computers require a level 3 (24 hour) response, depending on reported urgency.

4.3.3 Installation, Distribution and Upgrades of Approved Software

IT will be responsible for the installation, testing, and distribution of software applications that have been approved by the <Office> but are not part of the standard software image(s). These types of software applications may be remotely distributed. IT will ensure that the applications are correctly installed and functioning. 

The list of approved software will be reviewed and modified by the <Office> on a periodic basis. The current list is posted on the web and the URL is as follows:

<link to approved software>
Response Level:  Requests for implementation of new applications require variable response levels, but generally level 4-5 (2 -10 days) (depending on how urgently a particular application is needed).

Individual requests for installation or upgrades to applications require a level 4 response. 

Applications that have been corrupted generally require a level 3-4 response.

4.3.4 Specific Employee Services

Copy Employee documentation to CD-R.

Provide students with print credit refunds when applicable.

Response Level: Requests for copying documentation require a level 3 (24 hour) response. Requests for print credit refunds require a Level 2 response (when possible).

5. Other Services

5.1
Support for Custom Software Solutions

All services under section 5 articles 5.1.1, 5.1.2, 5.1.3 and 5.1.4 will be managed on a project basis, with each article being at least one separate project. Time spent in support of each project will be reported to the <Office> quarterly. All additional projects must be approved in advance by the <Office>. These services will be requested through a regularly scheduled <Office> meeting or a special request meeting of <Office>.  

5.1.1 ABC CO. Admissions System (Database Programming)

<ORG> will support the ABC CO.  ERP System, an access database installed in Undergraduate Admissions and Graduate Admissions that separately stores data not available in XYZ and acts as query front-end to XYZ data warehouse and ad hoc reporting tool.. 

The future direction for this system is integration and incorporation of business functions into XYZ system.

Response Level:  Support for use of system as-is at SLA inception requires a level 1 (immediate) response during September to October  ERP Preparation period.  Support outside this period requires a level 3. 

5.1.2 ABC CO. Web Site support

User editing problems

<ORG> will resolve user-reported problems with the ABC CO. On-line Editor (OE) as designed and implemented at SLA inception.  Future direction for OE is replacement by ABC Co. Gateway. System Support until that time is maintenance of existing serviceability and identification of conversion issues.

Response Level:  Support for use of system as-is at SLA inception requires a level 3 response.

Web Programming
Development of web forms and other programming relating to services provided through the ABC CO. Web Site such as surveys, orientation scheduling, and Career Link services.  All such work is planned and scheduled with lead-times in proportion to the level of programming effort and in any case several weeks in advance of delivery requirements.

eReserves
The existing support for reserving past exams, papers, and case law is migrating to other central support services (WebCT).  The existing facilities for handling PDF document uploads and tracking reservation requests will be maintained on an as-is serviceability as long as the ABC CO. web site can support the system and/or until replacement is feasible. 
5.1.3 ABC CO. Ancillary Web Sites support

<ORG> will provide web hosting support for web sites associated with the ABC CO. but not part of the Faculty Web Site.  All such ancillary sites are encouraged to take advantage of the standard website Content management System.  Support for such hosted sites is planned and monitored quarterly through the JTCFX.
5.1.4 ABC CO. Information Services Support (Enterprise Liaison)

Professional support will be provided to the Faculty for requirements gathering, feasibility analysis, and design of information processing services particular to the ABC CO. such as support for the Legal Employment Handbook or plans for the Alumni database.  These support activities are planned and scheduled quarterly through the <Office>.

5.1.5 Support for the Legal Department Program

ABC Co. Libraries will provide orientation and documentation services for the Legal Department as well as access and password support for the Legal Databases ( <link> ).
5.2
Training

The ABC CO. will require LSA-network orientation sessions, basic orientation session for new professors and visitors, creation and update of On-line Employee manuals, and creation of documentation for library users, staff as  well as on-going training program for the introduction of new services (e.g. wireless), hardware (writable CD-ROMS) and software (e.g. WebCT). 

5.3
Hardware/Software Inventory Database

The PC hardware inventory will include, for each piece of hardware equipment, the model type, technical specification, attached peripheral(s), serial number, and physical location and will link to a description of the software installed on that machine. The description of software will contain an identification of the image type and the approved software that is installed, in addition to the base image. IT will manage this database.

Reports from this database will be available via a web interface. The database will be updated on a regular basis by IT and the local support technicians.

Note: This database can not be created until such time as ABC CO. is migrated to Active Directory (AD) and we are using the Systems Management Server client (SMS) or a 3rd party product to capture data. 

5.4
Software Purchasing and Licensing Database

This database will contain information on software purchases and licensing, e.g. what software has been purchased, the licensing costs, terms and other conditions, links to the PC identifiers that show where the software is installed, renewal dates of licenses, etc. IT will manage this database.

Reports from this database will be available via a web interface. The database will be updated on a regular basis by IT and the local support technicians. IT will order the software packages as requested by the <Office> for the ABC CO. and distribute the licenses and the packages for ABC Co. and home use.

Note: This database can not be created until such time as ABC CO. is migrated to Active Directory (AD) and we are using the Systems Management Server client (SMS) or a 3rd party product to capture data. 

5.5
Images for Public and Staff Computers

IT will maintain “stable” base images that respond to the needs that have been identified by ABC CO. via the <Office>.

<Office> will report image changes to IT in order to evaluate whether or not these changes should be incorporated into future base images.
The planning and coordination of a strategic deployment of large numbers of PC’s is part of the mandate of the <Office>. As part of the planning process the base image specifications will be identified and the image(s) will be built. 

Appendix A.  Fees

The annual fee for the services provided in this agreement is XXK. This XXK is provided to ABC CO. through central funding and must be paid to IT in its entirety for our services. In addition ABC CO. will provide base funding in the amount of XXK for staff salaries.  

Appendix B. Services currently supported by ABC CO.
	Services
	Employees
	Interns
	Temps
	Labs
	Ref.

	 1.0 Software installation and maintenance
	
	
	
	
	

	Level 2-3
	
	
	
	
	

	1.1Patch O/S
	X
	X
	laptop
	X
	4.3.1

	1.2Remove possible viral threats
	X
	X
	laptop
	X
	4.1.1, 4.3.1

	1.3(Re)Install applications
	X
	X
	laptop
	X
	4.3.1

	1.4Update, manipulate, manage and redistribute users’ apps
	X
	X
	Laptop(X library media )
	X
	4.3.3

	1.5Create, test, manage and release new users’ apps
	X
	X
	
	X
	4.3.3

	1.6Create and test new user & computer policies
	X
	X
	
	X
	3.8

	1.7Update, manipulate, and redistribute existing user & computer policies
	X
	X
	
	X
	3.8

	1.8Update images
	X
	X
	
	X
	5.5

	1.9Ghost Machines
	X
	X
	
	X
	4.3.2

	1.10Setup email clients
	X
	X
	laptop
	X
	4.3.1

	Level 4-5
	
	
	
	
	

	1.11Distribution of site-licensed software packages for home use
	X
	
	
	
	5.4

	1.12Purchase software packages
	X
	X
	We Purchase Licenses for <name> 
	X
	5.4

	2.0Software Support
	
	
	
	
	

	2.1Explain and manipulate operating systems and various software applications Level 2
	X
	X
	X
	
	4.3.1

	2.2Respond to email/phone/walkin queries Level 2-5
	X
	X
	X
	
	3.9, 4.3.1

	2.3Provide email and phone support for profs who are away/home Level 4-5

	X
	
	X( access to file server)
	
	3.9, 4.3.1

	2.4Copy Employee documents to media Level 2-3
	
	
	X
	
	4.3.4

	2.5Add and remove employees from Listserv Level 2-3
	X
	X
	X
	
	5.1.1 


	Services
	Employees
	Interns
	Temps
	Labs
	Ref.

	3.0Hardware Installation and maintenance
	
	
	
	
	

	Level 2-3
	
	
	
	
	

	3.1Troubleshoot/replace and solve HW and SW error occurrences
	X
	X
	laptop
	X
	4.2.3, 4.3.1

	3.2Order new hardware
	X
	X
	
	X
	4.2.1, 4.2.3

	3.3Install and remove workstations
	X
	X
	
	X
	4.2.3

	3.4Assemble workstations
	X
	X
	
	X
	4.2.3

	3.5Create, run, and install/replace category-5 cabling
	X
	X
	
	X
	4.2.1

	3.6Setup, explain and operate various AV equipment
	X
	X
	
	X
	4.2.4

	3.7Laptop and projector loans and subsequent setup support
	X
	
	
	
	4.2.4

	3.8Troubleshoot printers
	X
	X
	
	X
	4.2.1, 4.2.2

	3.9Contact LaserCorp 
	X
	X
	
	X
	4.2.2

	3.10Replace FRUs
	X
	X
	
	X
	4.2.2

	3.11Order & Distribute printing paper
	X
	X
	
	X
	4.2.2

	3.12Provide students with print credit refunds when applicable
	
	X
	X
	
	4.2.1 

	3.13Install/troubleshoot local & network print queues
	X
	X
	
	X
	4.2.1, 4.2.3

	3.14Configure computers and printers to connect to servers and the intranet
	X
	X
	laptops
	X
	4.2.1

	3.15Purchase  workstations
	X
	
	
	
	3.3

	3.16Answer questions regarding SW and HW purchases
	X
	X
	X
	
	3.3

	3.17Support teaching in wired classrooms
	X
	X
	
	
	4.2.4

	3.18Administer and support videoconference room 
	X
	
	
	
	4.2.4

	Level 1
	
	
	
	
	

	3.19Mooting support
	X
	
	X
	
	4.2.4

	3.20On-call Exam support
	X
	X
	X
	
	4.2.4

	3.21Graduate Employee thesis support
	
	X
	
	
	4.2.4

	Level 3-4
	
	
	
	
	

	3.22Process jack installation requests
	X
	X
	
	X
	4.1.7

	3.23Process email account requests for staff and Employee groups
	X
	X
	
	
	3.9


	Services
	Employees
	Interns
	Temps
	Labs
	Ref.

	4.0Server and DB Administration  Level 3-4
	
	
	
	
	

	4.1Create and update network accounts
	X
	X
	X
	X
	4.1.3

	4.2Create and change passwords
	X
	X
	X
	X
	4.1.3

	4.3Add and remove students from various user groups
	
	X
	X
	X
	4.1.3

	4.4Change DAS passwords
	X
	X
	X
	X
	3.9, 4.3.1

	4.5Disable intruder lockouts
	X
	X
	X
	X
	4.1.3

	4.6Update user space restrictions as needed
	X
	X
	X
	X
	4.1.3

	4.7Edit container login script to reflect various environment changes
	X
	X
	X
	X
	4.1.3

	4.8Provide  laptop support (VendorName installations, NetConnect, technical support)
	X
	X
	X
	X
	4.2.1

	4.9Assist technical needs of the Legal Department program(lexis/quicklaw other online database password distribution)
	X
	X
	X
	X
	5.1.5

	4.10Administer database passwords
	X
	X
	X
	X
	5.1.5

	5.0Training and documentation 
	
	
	
	
	

	5.1Lead intro to LSA-network orientation sessions
	
	
	X
	
	5.2

	5.2Create & update Online Employee Computer Manual
	
	
	X
	
	5.2

	5.3Provide basic orientation for new Profs, visitors, etc
	X
	
	
	
	5.2

	5.4Create documentation for library users & staff.
	X
	
	
	
	5.2


	6.0System management
	Reference

	6.1Operating system Support and diagnostic(NT, Cisco, VendorName, Unix, Solaris, etc.)  
	4.1.1 4.1.2

	6.2LAN support (routers, servers, bridges and Ethernet gateways)
	4.1.1

	6.3Firewall administration
	4.1.1

	6.4Client /server support
	4.1.2

	6.5Network and communication protocols support
	4.1.1

	6.6Backups, data archiving, software installations, user account management, and both client- and server-side troubleshooting
	4.1.2

	6.7Remote server support
	4.1.2

	6.8Support compatibility issues
	4.1.2

	
	

	7.0Other
	Reference

	7.1DB programming
	5.1.1

	7.2Web Development
	5.1.2

	7.3Web site and server management
	4.1.4, 4.1.5

	7.4CD-rom server management
	4.1.6

	7.5Create and maintain IT systems to fit faculty needs
	3.8, 5.1.4

	7.6Enterprise liaison
	5.1.4


Appendix C. Communications

The success of this SLA is dependent on the clear communication and cooperation between IT management and staff and ABC CO. management and staff.

Requirements:

1.
Because the resolution of a support problem may involve support staff on a number of levels, it is important that the following elements be included in the development of a communications strategy for support:

a.
A set of guidelines and recommended practices for communications between ABC CO. Staff and users and technical support services should be well-documented (e.g. when to call for a problem).  The guidelines should promote proper problem identification, referral, tracking and resolution. 

b.
All IT staff should have edit level access to the automated support desk for questions regarding the ABC CO..

2.
A listserv of all <Office> members should be set-up. A searchable archive of minutes produced by the <Office> should be available to ABC CO. staff.

3.
An online suggestions box regarding the provision of technical support in the ABC CO. should be available to ABC CO. staff and users.

PAGE  
Confidential
                                                                                                     Page 3 of 25

