XXXXXXXXX College

Service Level Agreement

for the provision of ICT Support Services





Terms used in this document:

Service Level Agreement (SLA) – This document.

College – XXXXX College and its on-site partners, Conference Centre, Children’s Centre, The Sports and Fitness Centre.

ICT Services Team – Consists of the ICT Services Team Leader, Network Manager, Senior ICT Technician, ICT Technician and Service Desk Operator.

Stakeholder (user) – Any person, or group of people, reliant on the services of the colleges ICT equipment – teaching and non-teaching staff, students, parents, adult learners, clients of the schools wider community aspects.



Life Cycle of the SLA

The SLA will operate on an annual rolling basis

Review Periods

An annual review meeting will take place within the college during the Summer Term to assess progress in meeting the college needs, the ICT steering group shall undertake this review.

This will also provide an opportunity to review the provisions of the SLA in light of experience gained.


Last Review Date: 
Next Review Date: 

Service Details:

This document sets out details of the SLA for the provision of ICT Support Services within the college. Any queries about this document should be referred to the ICT Services Team Leader.

The aim of the SLA is to define the provision of the following services within the college:

To provide technical support on workstations, servers, networks and other matters which affect the operation of the colleges’ computer systems.

To work on finding and implementing appropriate solutions to rectify technical problems – to the satisfaction of both the user and the ICT Services Team.

To assist and advise the college in matters related to ICT, with help in planning, ordering and implementation of systems to meet the colleges and Government requirements.

To provide a service desk, which will:

· Provide a single point of contact for ICT support in the school
· Handle all support contacts (see methods of contact below)
· Log and process faults
· Provide progress information on faults upon request
· Receive any customer complaints and undertake resolution
· Liaise with relevant partner organisation helpdesks
· Manage a database of inventory, contacts and fault management
· Provide reports detailing faults handled upon request

Using the service desk:

Methods of contact, in order of preference:

Phone: Do not ask to be passed to a specific member of the ICT Services Team – the service desk will determine how to process your call to provide the quickest resolution of your problem.

Email: Do not use individual members of the ICT Services Teams email addresses for support issues

In Person or send a technical request form: ICT Support Office – Located on the middle floor of the ICT and Business block.






Opening Hours:

Services are available in term time 8:00 to 16:00 Monday to Thursday, 8:00 to 15:30 Friday (excluding public holidays)
Outside these hours and in college holidays by prior arrangement with the ICT Services Team Leader.


Service Expectations

The aim of the ICT Services Team is to support and enhance learning for the users through the use of maintained ICT services.

When service requests are made, they are, in general, prioritised in the following order:

· Whole college - Connectivity and servers
· Class - Including single teacher delivering a lesson
· Individual User

Exceptions to these general priorities are password changes, which are normally addressed as soon as possible, and senior staff, where service desk operator discretion is used for specific requirements.

Response Times

The following target response times have been set as part of the SLA. Please note that these are targets by which the performance of the service desk can be measured.

Performance will be monitored. We will endeavour to meet and where possible exceed these targets. These targets are reviewed each year.

Calls to the service desk

90% of calls to be answered in person – target only, not possible to measure.
75% of problems reported to the service desk to be resolved without any further referral for technical support – target only, not possible to measure.

Key Performance Indicators:

Target: Average first response time to be under that of the relevant priority level.

Target: 95% of requests to be resolved under the specified time for the relevant priority level.

Technical Support

Problems are classified by the service desk according to their service impact, into fault severities (Severity 1 through 5, where Severity 1 is the most severe).

	Call Priority
	Nature of problem
	1st Response
	Reaction Time

	1 – Critical – affects everyone / majority
	Faults where an entire network or segment fails
	Initial response within 30 minutes and give an initial diagnosis.
	Within 8 hours

	2 – Urgent – 
affects a small group / class
	Loss of user application / system affecting multiple users e.g. SIMS, email system or Internet access. Multi user printers.
	Initial response within 4 hours.
	Within 16 hours

	3 – High – 
affects an individual
	Total loss of a user application system on a single PC. e.g SIMS, Word, Excel.
New user accounts. Single user equipment
	Initial response within 8 hours.
	Within 5 days

	4 – Medium
	No effect on teaching and learning / admin, or unsupported software / hardware.
	Initial response within 3 days
	Best effort as time allows (50 days)

	5 – Low

	General enquiries, advice, meetings, etc.
	A member of the ICT Services Team will contact you within 2 days to arrange an appointment.
	Meetings within 20 days



Hours = working hours
Days = working days, i.e. term time weekdays excluding Bank Holidays







First Response Time is the time taken from a call being logged with the service desk to a response being recorded in the service desk software by a member of the ICT Services Team concerning the nature of the problem and initial plans to resolve it. 

Reaction Time is the time taken from a call being logged with the service desk to an ICT Services Team member resolving the issue. In the event of hardware failure, final resolution will be dependent upon the terms and conditions of any maintenance contracts covering the equipment. e.g. Next business day if logged before 3pm, as per maintenance contract on PCs.

When an issue is beyond the control of the ICT Services Team e.g. awaiting further information from a member of staff, or awaiting an external company to repair a PC, the request will be placed into a pending state. All time accrued in the pending state will not count towards the Reaction Time.

Guidance to Stakeholders

When desk side visits are required the user may be required to be present too, ICT Services Team members should be given access to all relevant areas, any relevant documents or other information should be made available to the ICT Services Team member on request (including any passwords needed to gain access to the computer systems).

ICT Services Team will always endeavour to leave your system in a fully working condition. Where, for whatever reason, this is not possible, the ICT Services Team member involved will agree with the user a reasonable schedule for resolving any outstanding problems.

Information required 

When an incident or request is raised the following information is required to enable efficient and effective processing. Please be prepared to provide this when you call or include it in any email correspondence: 

· Your name 
· Impact of Incident (e.g. one user, full class)
· Your contact number 
· Specific deadline for resolution 
· Location of issue (e.g. room, website)
· Description of incident or request 
· Your availability 
· Asset tag number of equipment if available







Information provided 

When an incident or request has been logged the following information will be given to you: 
· Call reference / ticket number (e.g. ABC123) – a unique identifier for your record 
· Priority level – to indicate target response and fix times 


Updates 

When the call logging process is complete the incident or request record is assigned to an appropriate technician for resolution. ICT Services Team will monitor progress and communicate regular updates to you. If you would like an update in the meantime please call the service desk and quote your call reference / ticket number. 

Escalation 

If, at any time, you feel that your incident or request is not being progressed reasonably in accordance with the service level targets stated please contact the ICT Services Team Leader via the service desk.

Limits of ICT Services Team Service

The following will only be supported at the discretion of the ICT Services Team Leader.

Problems caused by changes being made to the college computer systems or the introduction of new systems without prior consultation and authorisation of the ICT Services Team.

Issues arising from inappropriate system security procedures allowing unauthorised access to operating systems, applications or files.

Loss of data resulting from poor file management and the absence of up-to-date backups.


Please note:

ICT Services Team members cannot be expected to have detailed or specialist knowledge of all the application software to found in the college. However, they will always attempt to resolve issues concerning these products, but on a best endeavours basis.




Appendix

ICT Services Team Members

ICT Services Team Leader		
Network Manager			
Senior ICT Technician		
ICT Technician			
Service Desk Operator		

Contact Details

Service Desk Telephone No: 
Service Desk Email address: 
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