[image: image1.png]nu®

Computer Horizons Corp.




Service Level Agreement

                        ______________________________________________


Network Services

Service Level Agreement (SLA)

Purpose

This Service Level Agreement (SLA) is specific to Computer Horizons Corp. (CHC) owned software and hardware systems and specifies the scope and terms of services provided.  This document will help to improve the Network Services departments’ customer and employee satisfaction by providing a clear definition of what is expected by both the user and the Network Services department. 

Scope of Service

The CHC Network Services department will provide support for software, hardware, operating system, network, and selected applications on supported platforms.  Systems will be maintained such that these services are available and operate properly.  Specific services for these systems include:

· Timely software upgrades for supported software.

· Problem resolutions (operating system, supported software, and network functions).

· Function as liaison for hardware repairs.

The Network Services department is not responsible for loss of data due to a user downloading unsupported software or adding unsupported hardware onto CHC owned machines.   These incidents will be considered low priority and will be charged back to the originator’s cost center.

Service to be provided to third parties or clients will require an appropriate project code.

Terms of Service

The Network Services department will provide service during normal business hours of operation:  Monday through Friday, 8:00 a.m. to 6:00 PM Local Time.

After Hour’s Support

For services outside normal business hours and only for lotus notes or extranet emergencies, the 24-hour phone number to contact is 1-888-557-2330.  If for some reason, the number is unavailable, the phone number to contact the Help Desk/Desktop Support Manager is (973) 332-6943 or (973) 299-4222.  

For emergency assistance caused by any major disaster or other emergencies, consult the Business Continuity Plan.

Corporate Technical Support

Users that have access to the Internet must submit their requests to the ticketing system located at http://support.computerhorizons.com.  The user should provide a clear description of the problem as well as provide a clear description of the impact of the problem.  This will ensure a quicker response from the Network Services department and will assist the Network Services administrator in troubleshooting the problem.  The Network Services department will not resolve any request without an appropriate ticket and it is not responsible for calls placed on voice mail or emails.  

Tickets are resolved based on the appropriate priority assigned to each request as specified in the table below.  If a ticket requires higher priority, that users department can be charged for the Network Services’ time. 

If the Ticketing System is unavailable for the user to create a ticket, then the user should call the Emergency Support number (888-557-2330). The Network Services administrator is then responsible for creating the ticket for that user so as to have a record of the incident.  If a Network Services administrator receives a call from a user and does not create a ticket, the user should report the incident to the Help Desk Manager (973-884-5128).

Executive Area Technical Support

Network Services as implemented a methodology for these requests a ticket should be created. For urgencies, these users should call the Network Services department directly to report their incident, and the Network Services administrator is responsible for creating the ticket for that user.

The following Network Administrators are on standby to resolve any issues during regular business hours, and called in the order below:

1. Pedro Pereira at 973-332-6943

2. If Pedro is not available contact John Pereira at 973-703-0679

3. If John is not available contact Joe Da Luz at 973-725-4735

Levels of Support Shown in Increments of Hours During Normal Business Hours

Based on the problem and personnel affected, different levels are assigned to the tickets. Tickets at same level will be resolved based on creation time

	Level of Support
	Response time 
	Definition

	Level 1
	15 Minutes
	Company wide incident, that affects the overall business such as the email server or any main server being down

	Level 2
	15 Minutes
	Department wide incident

	Level 3
	30 Minutes
	Urgent request

	Level 4
	4-8 Hours
	Normal request

	Level 5
	1 Business day
	Medium priority request

	Level 6
	6-9 Business days
	Low priority request

	Level 7
	9 + days
	None priority request


Response and Resolution Times

Below is a list of incidents and the turnaround times related to that incident. 

	Ticket Category
	Incident
	Level
	Incident Resolution

	New user
	Machine in Storage

New Machine Order
	4 

4 
	8 Hours

2 Days

	New Software Installation
	License 

Need to Purchase License
	3 

3 
	3 Hours

2 Days

	Crashed Machine
	Inoperable

Frozen/Blue Screen
	1 

1 
	1 Hours

2 Hours

	Lotus Notes
	New User

Database Access

Adding a User to Group

Archiving Mail

ID Re-certification
	4 

4 

4 

4 

4 
	4 Hours

4 Hours

4 Hours

8 Hours

2 Hours

	Extranet
	New User

Unlock Account

Connection Errors
	4 

1 

1 
	4 Hours

2 Hours

6 Hours

	VPN
	Tunnel Issue
	1 
	6 Hours

	Ceridian
	Printer

Connection
	3 

3 
	3 Hour

6 Hours

	Backup/Restore
	Backup

Restore
	4 

2 
	4 Hours

4 Hours

	New Equipment
	Miscellaneous Purchase

In Stock
	4 

4 
	8 Hours

4 Hours

	Laptop Repair
	Dell Product 
	4 
	4 Hours 

	Projector
	Reservation
	4 
	8 Hours

	Unidoc/Mobius
	New User

Printer

Connection Issue
	4 

3 

3 
	4 Hours

2 Hours

6 Hours

	Internet
	Connectivity
	3 
	4 Hours

	Server
	New Setup

Updates
	4 

4 
	8 Hours

4 Hours

	Norton Antivirus
	Virus Cleanup
	3 
	2 Hours

	Phone
	New User

Locked Account

Feature Request

Move Phone
	4 

2 

3 

4 
	4 Hours

2 Hours

4 Hours

4 Hours

	Reflections
	Connectivity
	3 
	4 Hours

	Terminations
	Account Removal
	1 
	1 Hour


 Users need to give the Network Services department advance notice whenever possible on specific incidents, such as: new users, office moves, etc. so that the Network Services department can accommodate the tickets for users that are having higher priority incidents.

The users’ manager must request new user requests and extranet access.  If a user is authorized to get the extranet software, their department is charged for the token.  Users are responsible for obtaining their own Internet service provider for access to extranet.  The user should try to obtain a service provider that has local number access.  AOL is not supported with the extranet software.  If a user needs access to another users lotus notes email, this request must also come from that users’ manager.

When a user is terminated, Network Services should be notified upon termination and if the user had extranet access, their token should be obtained upon termination so that it can be returned to the Network Services department.  If the user’s email needs to stay active, the Network Services department should be given a date as to when to deactivate the terminated users’ account.  The Network Services area should also be given the name of which the terminated users’ account should be forwarded to.  If access needs to be given to another user for prior email access, this request should come from the terminated users’ manager and that users’ mail will be put onto a cd. 

In the case where a machine is inoperable and cannot be fixed, a spare machine may be given to the user to use until another machine becomes available or is ordered.

If a user is given a message to re-certify their lotus notes id, a ticket should be created.  The instructions given by the lotus notes software should not be followed.  A lotus notes administrator will contact the user with accurate instructions.  If the user waits until their lotus notes id is expired, the Network Services department cannot be held responsible for their lotus notes being inoperable until their id can be re-certified. 

To reserve a projector, the Network Services department should be notified at least 48 hours in advance.  The Network Services department will not be held responsible if a projector is not available, if advance notice is not given. 

Services Not Included

The Network Services department does not support equipment and personal computers that are not owned by CHC.  If a personal computer needs support from the Network Services department, this type of request should be generated by the users’ manager and escalated to the Director of Network Services for proper authorization.  If this type of request is authorized, the user needs to understand that the Network Services department cannot be held responsible for any problems that may occur while trying to troubleshoot the users personal equipment and these requests have no priority.

The Network Services area does not support copiers and facsimile machines.  This type of request should go to the Office Services department. Their phone number is 973-299-4081 or 973-299-4080.
Problem Escalation Normal Business Hours

If a ticket is not resolved within the SLA time allocated or the request is not satisfactorily completed, an issue must be raised into the incident database. The issues will be reviewed and followed up by the Help Desk Manager, Pedro Pereira at (973) 299-4222.

If the incident is not resolved within the time set in the table below, the issue is escalated to the Director of Network Services John Pereira at 973-703-0679

If John Pereira is not available, contact Joe Da Luz at 973-725-4735

	Level of Support
	Escalation time from ticket creation

	Level 1
	2 hours 

	Level 2
	4 hours

	Level 3
	1 day

	Level 4
	2 days

	Level 5
	3 days

	Level 6
	5 days

	Level 7
	1 Week
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