Attachment 11

CUSTOMER SERVICE CENTER – DESKTOP SUPPORT 

SERVICE LEVEL AGREEMENTS 


Service Level Agreements (SLAs) are established and approved between the Customer Service Center (CSC) and the Customer each fiscal year.  The following are the current SLAs for Desktop Support for Fiscal Year 2004.

A.  Priority Level Chart

1.
The following are priority code requirements:


	Priority Code
	Customer Impact
	Response to Customer
	Resolution Time -

Services

	1 - Critical
	· Office/Unit Impacted (Complete work stoppage)

· Critical Service Request
	 15 Min.
	Resources will be assigned to resolve the problem as soon as possible.

	2 - Important
	· Individual Impacted (Inability to perform job)

· Important Service Request
	 1 Hr.


	4 Hrs.

	3 - Non-critical
	· Low/No Impact (Able to perform work functions)

· Non-critical Service Request
	1 Hr.
	16 Hrs.

	4 - Request
	· New Service, Scheduled/Planned Work

· Non-critical service request customer specified
	1 Hr.
	As Scheduled


2. All times are based on normal business hours.  

3. Critical situations (such as a destructive virus or security threat) that require immediate attention may suspend normal response/resolution times.

4.
Calls from executive management and their office administrators are treated as a critical priority.

5.
If the call is not resolved by the service desk, the response time is the time it takes the assigned technician to make initial contact with the customer.

6.
If the customer is unavailable for an extended period of time on an open ticket, the user will be notified that the ticket has been placed on wait/hold status until the customer can schedule an appropriate time.

7.
All priority 2 and 3 services that require customer presence will be changed to a priority 4 if customer is unavailable. Customer will be notified and reasonable attempts will be made to reschedule with the customer.

8.
Software upgrades are deployed as an Aeronautical Center function, not as an organizational function (everyone follows a plan to move to platform at same time) due to supportability, configuration management, and security.  If software is installed outside the approved standard and/or configuration management process, the response/resolution times could be affected and the SLA may need to be amended.  

B.
Services

1.
The following tables outline information for the deliverables and identify their priorities. 

Table A

	Basic Office Automation Services
	Priority

	Software Services


	Software problems that affect productivity
	2

	
	Basic “How to” questions for supported software
	3

	
	Installation of new workstations, hardware and/or software
	4

	
	New employee setup – requires 2-days advance notice
	4

	Hardware Services
	Hardware problems that affect productivity
	2

	
	Installation of new hardware
	4

	Hardware Maintenance
	Hardware repairs – subject to availability of parts
	4


Table B

	Server Level Support
	Priority

	Local Area Network
	Network server outages affecting entire office or division
	1

	
	Login or access problems
	2

	
	Account administration
	3

	
	Changes to network file permissions or directory structure
	3

	Network Infrastructure Services
	Domain Naming Service (DNS)
	2

	
	Windows Internet Name Service (WINS)
	1

	
	Firewall & security services
	4

	
	Internet access
	4

	
	IP – Internet Protocol address assignments/administration
	2

	
	Routing or router problems
	1


Table C

	Email Services
	Priority

	Broadcast Messages
	Broadcast message service
	2

	Remote Access
	Remote access assistance
	2

	Directory Services
	ADE – Automatic Directory Exchange
	3

	
	Mail directory issue
	3

	
	Naming standards
	3

	
	Synchronizing directory
	3

	FTP Site
	Access to AMC FTP – File Transfer Protocol  site
	2

	Mail Accounts
	Login or access problems
	2

	Maintenance
	Assist administrators with post office maintenance issues
	3

	Post Office Administration
	Email administration
	3

	
	Email router for support offices
	1

	
	Export/Import of user's mailboxes
	2

	
	Mail list changes
	4

	
	Post office database errors
	1

	
	Post office outages
	1


Table D

	Scheduling Services
	Priority

	Lotus Notes Server
	Lotus Notes server administration
	3

	
	Outages affecting the entire office/division
	1

	
	Login or access problems
	2

	
	Distribution list updates
	3

	
	Mailbox administration
	4


Table E

	Security Services
	Priority

	Security
	Virus or security breach
	1


Table F

	Consulting and Budget Services
	Priority

	Consulting Services
	Updating technology
	As required

	
	Implementation of new national or local systems
	As required

	Budget Services
	Hardware estimates
	As required

	
	Server upgrades
	As required

	
	Desktop software estimates
	As required

	
	Inclusion of AMQ in an overall Office Automation Budget Plan 
	As required


C.
Compliance Reporting Methods

1.
Performance metrics will be reported monthly.

2. Meet with customer on a regularly scheduled basis to assure compliance with this SLA.

3. Customer satisfaction follow up surveys will be conducted.  

4. Follow up survey results will be tabulated monthly.
D.
Performance Metrics

	Metric
	Performance Criteria

	Service Response
	Respond to 90% of service requests within 1 hour

	Service Resolution
	Resolve 80% of service requests within specified SLA
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