	SOW
	Service
	Performance Required
	Acceptable Quality Level
	Method of Surveillance
	Negative Incentives

	Help Desk
	Telephone Call Response
	≥ 85% answered within 4 rings.
	100% as per performance required
	Call Logs
	2% off Current Month Invoice

	Help Desk
	email & Voice Mail Response
	≥ 95% responded to within 30 minutes.
	100% as per performance required
	Call Logs and email Logs
	2% off Current Month Invoice

	Help Desk
	Problem Identification 
	≥ 95% properly identified.
	100% as per performance required
	HEAT tickets
	2% off Current Month Invoice

	Help Desk
	Problem Resolution
	≥ 85% of tickets closed within 2 hours.

≥ 95% of tickets closed within 24 hours.
	100% as per performance required
	HEAT tickets
	2% off Current Month Invoice

	LAN/WAN
	Internet Connectivity
	99% availability.
	100% as per performance required
	Monthly reports and monitoring
	2% off Current Month Invoice

	LAN/WAN
	Remote Access
	99% availability.
	100% as per performance required
	Monthly reports and monitoring
	2% off Current Month Invoice

	LAN/WAN
	Public IP Address Database
	100% accuracy of information.
	100% as per performance required
	
	2% off Current Month Invoice

	LAN/WAN
	DNS Database Services
	100% accuracy of DNS information.
	100% as per performance required
	
	2% off Current Month Invoice

	LAN/WAN
	email & Directory Servers
	99% availability.
	100% as per performance required
	Logs and monitoring
	2% off Current Month Invoice

	Communications
	PBX Management
	≥ 95% availability of phone & voice mail services.
	100% as per performance required
	Logs and user feedback
	2% off Current Month Invoice

	Network 
	Hardware Maintenance
	99% network availability.
	100% as per performance required
	System Logs
	2% off Current Month Invoice

	Network
	Hardware Database
	100% accuracy of information.
	100% as per performance required
	Audits and user feedback
	2% off Current Month Invoice

	Network
	Software Database
	100% accuracy of information.
	100% as per performance required
	Audits and user feedback
	2% off Current Month Invoice

	Network
	Troubleshooting Response
	≥ 95% of calls responded to within 30 minutes.

≥ 80% of calls resolved within 30 minutes.

≥ 95% of calls resolved within 24 hours.
	100% as per performance required
	HEAT Tickets 
	2% off Current Month Invoice

	Network
	Security Implementation
	100% of incidents responded to within 30 minutes.

≥ 95% of incidents resolved within 2 hours.

100% accuracy of database information.
	100% as per performance required
	Security reports and surveillance
	2% off Current Month Invoice

	Network
	Configuration Management
	100% accuracy of configuration database information.
	100% as per performance required
	Audits and user feedback
	2% off Current Month Invoice

	Desktop
	Voice Services
	≥ 95% of requests completed within 3 days.

100% of VIP requests completed within 1 day.
	100% as per performance required
	Logs and HEAT Tickets
	2% off Current Month Invoice


