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Purpose

The purpose of this Support Service Level Agreement (SLA) is to formalize an arrangement between <Organization Name> (hereinafter, the Organization) and <NAME OF VENDOR> (hereinafter, the Vendor) to deliver equipment and support services, at specific levels of support, and at an agreed-upon cost. 

This SLA is intended to provide details of the provision of equipment and support services by <NAME OF VENDOR>. 

This SLA will evolve over time, with additional knowledge of the client requirements, as well as the introduction of new devices and services into the support portfolio provided by <NAME OF VENDOR>.

Scope of Agreement

The following equipment and services are provided in response to the proposal submitted by the Vendor to the Organization in accordance with a Request for Proposals for the <NAME OF PROJECT>.

Services and Requests Covered Under This Agreement

The following services are provided by the Vendor to the Organization:

1. NAME AND DESCRIPTION OF PRIMARY SERVICE. [Example: Deployment and Maintenance of Digital Copiers: This is all-inclusive of equipment, maintenance, parts, travel, toner, and all consumable supplies except paper and staples. The devices are priced at the average monthly copying/printing volumes per device.]

2. DESCRIPTION OF MAINTENANCE PROGRAM. [Example: Manufacturer Preventative Maintenance:] Preventative maintenance shall be performed as the frequency prescribed by the manufacture per copying/printing volumes or greater frequency as needed.]

3. STATEMENT OF VENDOR RESPONSE TIME. [Example: Guaranteed Service Response Time: The guaranteed in-person response time following any service call shall be four (4) business hours or less, normal business hours (8 a.m. - 5:30 p.m., Monday - Friday). The response time begins when the request is logged with the Vendor’s problem-ticketing system and is stopped when the technician logs the arrival at the equipment site and meets with the Key Operator.]

4. STATEMENT OF SERVICE AVAILABILITY. [Example: Device Uptime Levels: The guaranteed in-person response time following any service call is four (4) business hours or less. If the Vendor is unable to respond
 to any service call within four (4) hours from the time the call was placed the Vendor shall provide copies, on that device, at no charge for the following month, and all penalties related to replacement and further meter cost reductions apply to any device that falls below 95% uptime for any twenty (20) working day period.

The minimum acceptable level of uptime for any device shall be 95% as determined by the following formula:

Uptime = (Total Time
 – Lost Time
)/Total Time x 100%
· If uptime for a device falls within the 94-90% range during any twenty (20) working day period, the meterage charge to the Organization shall be reduced or credited by 15% on that device.

· If uptime for a device falls within the 89-80% range for any twenty (20) working day period, the meterage charge to the Organization shall be reduced or credited by 30%.

· If uptime for a device falls with the range of 79% or lower for any twenty (20) working day period, no monthly payment or full credit will be extended for meterage will result up to the specified monthly figure for the equipment for a one-month period.

· If a device experiences less than 95% uptime during three (3) consecutive twenty (20) working day periods, the Vendor will replace the device with an equivalent device for the remaining term of the contract at no additional cost to the Organization.

· If a technician cannot satisfactorily repair a machine fault within two (2) business days, the Vendor shall provide or loan multifunctional printer equal to the existing model. The Vendor shall ensure that the loaned device connects to the network and prints with existing drivers and controllers. This loaned device shall be provided at no additional cost to the Organization, including no additional meter costs and no additional delivery costs, until the existing device is fully operational and functioning in the intended manner.

· In the event a device has had more than three (3) service calls for the same fault in any quarter period, a Service Supervisor/Manager shall evaluate the performance of the device and fully correct all problems with the device. If that device then requires a further service call for the same fault within the next 90 days, the Vendor will remove the device and loan the department a similar or equivalent model until the problem device is repaired and tested at the Vendor’s service facility. All penalties and meter cost reductions apply to any device that falls below 95% uptime for any twenty (20) working day period.]

1. STATE WHO IS RESPONSIBLE FOR EQUIPMENT MOVES. [Example: Equipment Moves: All equipment moves/relocations shall be at no charge. This includes off-site storage if required, removal, re-install, testing, and training.]

2. STATEMENT REGARDING AFTER HOURS SUPPORT. [Example: After-Hours Support: All requests for support for non-business hours shall be deemed to be After-Hours Support. After-Hours Support will be provided free-of-charge if the Vendor is notified 24 hours in advance of the request for After-Hours Support.]

3. WHO RECEIVES / PROVIDES TRAINING. [Example: Training: On-site training shall be provided with each piece of equipment. Key Operators and selected users shall be trained for each device and all retraining shall be provided as needed. Training shall include device functionality and usage, special features, and service call generation. Additional functionality added later will be included with the upgrade, including but not limited to networking, and scanning.]

4. STATEMENT REGARDING ACCESSORY SUPPORT. [Example: Network Support:  Vendor support staff shall be available after market support of networking devices and assisting the Organization’s staff. This includes conducting site surveys and proposing devices or deployment strategies.]

5. FLEET MANAGEMENT. [Example: Fleet Management: All device deletions, additions, and modifications shall be at the same cost rates. Deletions may not exceed 3% of the installed base per year. Additions and modifications will be at a cost rate commensurate with the monthly copying/printing volumes.]

6. MANAGEMENT OF CHANGES. [Example: Change Management: New or changed processes, practices, or policies that affect the Organization support team and that have an impact on the fleet shall be presented to the Organization to understand, learn, and follow. All changes shall be coordinated with the Organization.]

7. SUBSTANCE AND FREQUENCY OF VENDOR REPORTS TO ORGANIZATION. [Example: Status Reporting: Reporting shall be presented quarterly to encompass all service activity and meter readings per user account per device by function. Reporting content shall be responsive to the Organization’s requirements.]

8. HOW TO DEAL WITH CREDITS. [Example: Credits for Unusable Copies:. Credit for unusable copies shall be credited back to the Organization at the rate of $00.006 per copy/print. Unusable copies are the result of a malfunctioning device that requires a service call and not user error.]

9. HOW TO DEAL WITH UPGRADES. [Example: Upgrades to Application Software and Associated Devices:  Occurs when an upgrade to an existing device is released; includes operating system upgrades, device upgrades, software upgrades, and manufacturer-required upgrades. (Manufacturer requires the Vendor to upgrade in order to maintain Vendor support.) The upgrade shall be coordinated with the preventative maintenance service calls or schedule with the Organization to reduce downtime.]

10. REPLACEMENT POLICY. [Example: Machine Replacement:  If a device cannot be repaired on-site, a replacement of equal capability may be introduced to lessen downtime. If the device is un-repairable, a replacement of like or greater capability will be provided for the remaining term of the agreement. If a device will be down for more than 28.5 hours (3 business days), the device shall have a temporary placement.]

Changes to Service Level Agreement (SLA)

Termination of Agreement

The Organization may terminate this agreement without penalty if the Vendor repeatedly violates the terms of this agreement. In such an event the Organization shall give the Vendor <XX> days written notice of intent to terminate, delivered to the Vendor.

Non-Appropriation

Funds for this service are payable from Organization appropriations. While the Organization intend to make every effort for continued funding for the period of this contract, in the event no funds (or insufficient funds) are appropriated and budgeted in any fiscal year for payments due under this contract, then the Organization shall immediately notify the Vendor of such occurrence, and this shall create no further obligation of the Organization as to such current or succeeding fiscal year and shall be null and void, except as to the portions of payments herein agreed-upon for funds which shall have been appropriated and budgeted. In such event, this service shall terminate without penalty or expense to the Organization of any kind whatsoever on the last day of the year for which appropriations were received.

Amendment to Agreement

Any amendment to the Terms and Conditions of this agreement would require the approval of the Vendor and the <relevant Organization executive>. The amendment of the agreement would take place through an addendum to this agreement and the recording of that addendum in an Appendix of this agreement.

There will be an opportunity on a <TIME BASE. [Example: quarterly]> basis to make adjustments to this SLA. The Vendor and the Organization should work together to make changes at that time.

New Applications or Devices

New applications and versions implemented during the term of this agreement will move into the Vendor’s support model through the Vendor’s process. The Vendor will be responsible for initiating and ensuring completion of the appropriate process. These applications will be incorporated into the inventory of applications supported in Appendix A of the Statement of Work. Changes to the inventory of applications supported will be reviewed on a regular basis, and if need be, changes to the SLA will follow the process described in the Amendment to Agreement section above.

Processes and Procedures Related to This Agreement

Call Management Process

The Vendor’s problem-ticket system will be used by all support team levels (where approval and technical access has been granted) to record and track all problem reports, inquiries, or other types of calls received by support. This provides the Vendor with the ability to provide metrics with regard to this SLA.

SLA Funding Agreement

Billing for services provided under this agreement will be accomplished through direct billing to the Vendor under the terms and conditions of the appropriate Purchase Order raised for these services. All overage costs shall be itemized on an invoice per device with reporting of the associated user accounts.

Addenda

<LIST ADDENDA HERE, OR IF NONE USE THE FOLLOWING TEXT:> There are currently no addenda to this agreement. Any future addenda will be referenced in the Statement of Work through an Addendum Log in Appendix A of the Statement of Work. (Note: an Appendix must be written for each addendum)

Metrics

Metrics Reporting

Regular reporting will be provided <STATE FREQUENCY. Example: monthly> by the Vendor to the Organization on available metrics as related to target performance. These reports are expected to be produced by the Vendor’s problem-ticket system, which will detail ticket management performance against SLA targets in the Vendor’s case management process.

General Terms and Conditions

Term of Agreement

This agreement is in effect upon the date of acceptance of this agreement and ends on the latest date specified in any terms of the Statement(s) of Work submitted by the Vendor and agreed to by the Organization.

Organizations

This agreement is between the Organization and the Vendor, as named on the cover of this agreement.

Approvals

In order to make this agreement operational, approvals as per Appendix B of the Statement of Work must be in place. (Note: SOW Appendices are created for each new contract)

Key Contacts

Key contacts are shown in Appendix B of the Statement of Work.  (Note: SOW Appendices are created for each new contract)

Dependence on Other Organizations

The Organization is dependent on other internal groups within the Vendor of services (i.e., <LIST SERVICES, etc.), and external suppliers (i.e., <LIST SUPPLIER COMPANY NAMES>, etc.) in providing <TYPE OF. Example: support> services to the Vendor. The Vendor will manage the interface to those suppliers as it relates to the provision of services under this agreement.

Appendix A – Definitions

Support Request

For the purposes of this agreement, a Support Request is generally defined as a request for support to fix a defect in existing device or a request for support that involves functionality of the stated device.

Work Order

For the purposes of this agreement, a Work Order is generally defined as any request to make modifications to the functionality of an existing system or any request to add functionality to an existing system. Such requests are only covered under this agreement if under five (5) days of effort.

Levels of Support 

< THE FOLLOWING IS PROVIDED AS AN EXAMPLE. MODIFY AS NEEDED >

Only two levels of support are provided under this agreement. These levels, which are integrated into the Vendor’s support process, are defined as follows: Standard Coverage and After-Hours Coverage. Both levels are inclusive within the contract with no further cost. 

This is support provided by the appropriate Vendor help desk when it receives the Support Request from the Organization. This represents generalist support. If this level of support cannot resolve the problem, the Support Request is passed to the Vendor’s Level-2 supports, which is then passed to the support specialists.

Support Requests are taken by the Help Desk as follows:

	Help Desks
	Hours
	Phone Contact

	Standard Coverage
	8:00 a.m. – 5:30 p.m., EST, Monday – Friday (After hours, leave a voice message for a return call the following business day.)
	TBD

	After-Hours Coverage
	5:30 p.m. – 8:00 a.m., EST, seven days a week
	TBD


During critical processing periods, support is extended to after-hours for agreed-upon periods of support is requested by the Organization contacting the Vendor. The Organization shall notify the vendor 24 hours in advance by phone or e-mail.

Appendix B – Roles and Responsibilities

The Vendor

< MODIFY REFERENCES TO HELP DESK LEVEL AS APPROPRIATE >

The Vendor has the following general responsibilities under this agreement:

· The Vendor will conduct business in a courteous and professional manner with the Organization.

· The Vendor will use its own appropriate help desk to provide Level-1 support, including creating problem tickets and work orders and assigning responsibility to the appropriate Level-2 Vendor resource.

· The Vendor will use its own appropriate internal group to provide Level-2 server, network, and infrastructure support services.

· The Vendor will obtain the Organization’s approval before ticket closure.

· Once a support request has been submitted, the Vendor will make itself available to work with the Organization support resource assigned to the support request.

· The Vendor will attempt to resolve problems over the phone on first call.

· The Organization’s end-users will not contact the Vendor’s support resources directly to report a problem. All problem calls must be logged through the appropriate help desk.

· The Vendor will provide all necessary and requested documentation, information, and knowledge capital to the Organization prior to the start of support of a new device or functionality.

The Organization

The Organization has the following general responsibilities under this agreement:

· The Organization will conduct business in a courteous and professional manner with the Vendor.

· The Organization will provide all information required to open a support request.

· The Organization will log all information from the Vendor required to establish contact information, document the nature of the problem and the Vendor’s hardware/network environment (as applicable).

There are several roles deployed within the Organization that are integral to the provision of equipment and support services by the Vendor. These roles include the following:

Program Manager
The Organization’s Program Manager works as a point of contact for all activities relating to the transition of a new or modified device from a Vendor development team to the Organization’s support team and the decommissioning of supported devices. 

Reporting to the Organization’s Management, the Program Manager is responsible for planning, coordinating, and overseeing the transition of a new devices into support, including:

· Liaising between the Organization and the Vendor’s team and project managers

· Liaising with the Organization’s user departments

· Ensuring all required documentation, information, and knowledge capital has been prepared as per transition checklist and turned over prior to the start of support for a new application

· Managing all activities relating to transition:

· Identifying resource requirements

· Identifying all access requirements

· Meeting with the Vendor team to set up timeline and develop transition/deployment plans

· Reviewing training plans for Key Operators and users

· Negotiating resource assignments with Organization staff.

· Handling billable services to the Vendor:

· Ensuring that SLA targets are met (coordinating all activities to ensure all tasks are performed in a consistent manner and on schedule)

· Ensuring all work is performed according to the agreed-upon work methods and standards that are in effect within the Organization and the Vendor

· Acting as point of escalation for issues beyond usual scope

· Participating directly in the production of the associated deliverables.

Infrastructure Support Manager 

The Organization Infrastructure Support Manager will provide the overall direction of the activities required from the Organization’s Information Services Department, participate directly in the associated deliverables, and will negotiate with the Vendor’s support manager regarding the introduction of enhancements and the scheduling of tasks. The Infrastructure Support Manager will report to the Organization Program Manager, with duties that include:

· Liaising with other Organization groups

· Assessing the workload for each support request and assigning work to the team member having the appropriate technical knowledge

· Assisting in conducting all root-cause analysis and bug-fix isolation and resolution activities, and associated documentation for the individual tasks, as assigned by the Organization Program Manager

· Acting as a point of contact for all issues for the Organization’s infrastructure

· Determining (for enhancements) the potential high-level effort for all changes

· Identifying all tasks associated with each support request and deriving estimates for the completion of each task for Organization staff and resources

· Conducting and participating in testing with the Vendor as needed

· Providing knowledge transfer to key Organization support specialist on regular basis.

Key Operator

The Organization will provide designated Organization resources to act as device-specific points of contact for each device deployed. Duties will include:

· Liaising with the users on service requests

· Acting as a point of contact for all issues related to their specific device

· Assisting with Vendor support staff in problem resolution

· Generating service requests

· Transferring training and knowledge of their specific device to users as needed. 

� If the call can be satisfactorily resolved via telephone support, it shall be deemed an acceptable vendor response.


� Total Time = Available time for 8:00 a.m. – 5:30 p.m. for 20 days (9.5 hours x 20 days = 190)


� Lost Time = Lost time in hours. The total elapsed time, within an nine and one-half (9.5) hour per day, between the limits of 8:00 a.m. – 5:30 p.m., Monday – Friday, excluding public holidays that the equipment is unable to produce copies or other primary functions in accordance with the specification for reasons attributable to equipment failure or withdrawal of equipment for remedial maintenance repair or testing. Lost Time shall commence upon notification by the Customer to the Vendor’s specified service dispatch of a fault condition which prevents full utilization of the equipment and shall end when the equipment is powered up and ready to execute Customer’s work, and the fault call has been logged as complete by the servicing technician.
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