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Approvals
By signing below, all parties agree to the terms and conditions described in this Agreement.
Computing Division Management:
	Name
	Title
	Signature
	Date

	Jack C. Schmidt
	SOS Department Head
	
	

	Mark O. Kaletka
	LSC Quadrant Head
	
	

	Victoria A. White
	Division Head
	
	



Computing Division Services:
	Name
	Title
	Signature
	Date

	Jack C. Schmidt
	Service Owner
	
	

	Jack C. Schmidt
	Service Level Manager
	
	



Customer(s):
	Name
	Title or Customer Org.
	Signature
	Date

	
	FNAL/BSS
	
	

	
	FNAL/DIR
	
	

	Nancy Grossman
	FNAL/ESH
	
	

	
	FNAL/FIN
	
	

	
	FNAL/PPD
	
	

	Dave Harding
	FNAL/TD
	
	

	Kay VanVreede
	FNAL/WDRS
	
	



[bookmark: _Toc254343346][bookmark: _Toc254701315]Agreement Schedule
Effective Date: 	20 Oct 2010
Expiry Date:	20 January 2011
Review Cycle:	3 Month Pilot		(annual review cycle proposed thereafter)
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[bookmark: _Toc212977944][bookmark: _Toc213019251][bookmark: _Toc240697658][bookmark: _Toc272582305]Executive Summary
This Service Level Agreement (“SLA”) is between Fermilab Divisions, Sections and Experiments and the Computing Division.  The agreement documents:
· The levels of response, availability, and maintenance associated with the Standard Desktop Support service,
· The responsibilities of Computing Division  Desktop Support as a provider of this service and of clients receiving this service,
· Processes for requesting additional or special support.

NOTE: For the purposes of this document, Customer refers to Fermilab Divisions, Sections and Experiments which requests and receives the service; User refers to those individuals within Fermilab Divisions, Sections and Experiments who access the service.
[bookmark: _Toc240697659][bookmark: _Toc272582306]Service Overview
[bookmark: _Toc212977946][bookmark: _Toc213019253][bookmark: _Toc240697660][bookmark: _Toc272582307]Service Owners & Stakeholders
The following are the service owner, service coordinator and primary stakeholders associated with this SLA.  The Service Owner is responsible for the overall performance of the service. The Service Coordinator is responsible for the day to day operation of the service. The stakeholders or liaisons are representatives from the Divisions, Sections and Experiments and are responsible for reporting customer issues and needs to the Service Owner and Coordinator.
	Service Owner

	Name
	Title
	E-Mail
	Telephone

	Jack Schmidt
	SOS Dept Head
	schmidt@fnal.gov
	4060

	Service Coordinator

	Jason Ormes
	Desktop 
	ormes@fnal.gov
	4006



	Stakeholders/DSE Liaisons

	Name
	Customer
	E-Mail
	Telephone

	Tim Miller
	ESH
	tmiller@fnal.gov
	3019

	Jody Federwitz
	ESH
	jody@fnal.gov
	8277

	Nicole Gee
	WDRS
	nicole@fnal.gov
	3697

	Liz Quigg
	WDRS
	liz@fnal.gov
	2631



[bookmark: _Toc212977948][bookmark: _Toc213019255][bookmark: _Toc240697661][bookmark: _Toc272582308]Service Description
For a current service overview, see the Standard Desktop Support service page at:
http://computing.fnal.gov/xms/Services/Getting_Services/OSes
The Standard Desktop Support service provides hardware and software support throughout the Lab.  Further details of the service are provided in this document.

The Computing Division definition of a standard desktop is a supported computer model (desktop/laptop/workstation) with a supported monitor, running a supported OS that a person uses to read email and perform daily tasks associated with their job.

Response to incidents and requests will be provided in accordance with the timeframes outlined in the Foundation Service Level Agreement. 


[bookmark: _Toc240697662]Support Pre-Requisites
Support is available for users and equipment which meet the criteria defined in the Responsibilities section of this document.
[bookmark: _Toc233081333][bookmark: _Toc240697663][bookmark: _Toc272582309] Service Offerings
[bookmark: _Toc233081334][bookmark: _Toc240697664]Standard Offering
· Troubleshooting and incident resolution for standard operating systems and standard applications.

· Providing recommendations to Divisions, Sections and Experiments in planning and purchasing computers that will be supported by Computing Division Desktop Support.

· Installing and configuring desktops and laptops with an operating system and standard software applications as defined in the appropriate baselines on desktops. An updated list of supported hardware and software is available on the Computing Division Web pages.

· During deployment, installing add-on software packages when requested by clients or identified during the interview process. Upgrade and replacement work will be completed at the client location (within Fermilab Site) if requested.

· Provision of physical security devices, such as cable locks.

· Assurance that supported desktops comply with lab security policies. This includes, when required, the cleaning and re-installation of a standard desktop image when a desktop has been compromised or is reallocated to another resource.

· Assurance that supported desktops comply with DOE energy efficiency settings.

· Limited installation, configuration, and troubleshooting support for standard, lab-owned PDA devices. Current standards for supported PDAs are published at http://computing.fnal.gov/xms/Services/Getting_Services/OSes.

· Support for printing functions of standard networked and locally attached printers and scanners, including deployment and configuration of printer settings, registration and printing. 

· Arrangement, coordination, and tracking desktop and laptop warranty repairs. This includes equipment pickup, shipping, tracking, and return. Completion of repairs is verified. 

[bookmark: _Toc233081335][bookmark: _Toc240697665] Enhanced Offerings
· Any service component beyond those listed above will be negotiated on a case-by-case basis and will be documented in the appendix for each Division, Section and Experiment.

· Support is negotiated on a case-by-case basis for out of date software which has legacy use requirements. Proof of licensing is required for new computer deployments.

· Support for equipment that is not under warranty will be repaired on a per-call basis.

· Additional costs may apply in such situations.

[bookmark: _Toc233081336][bookmark: _Toc240697666] Offering Costs
	Number
	Service Element
	Cost

	1. 
	Standard Offering
	0

	2. 
	Enhanced Offering
	To be negotiated



[bookmark: _Toc233081337][bookmark: _Toc240697667][bookmark: _Toc272582310]Service Context: Lifecycle Management
Plan
· Computing Division Desktop Support Service Coordinator along with customer liaisons plan and purchase the computers which will be supported. Planning proceeds in coordination with published hardware and software standards.

· To assist with planning, the Service Owner will provide an annual inventory report which lists all currently installed Standard and Add-on software. This inventory only includes computers on which Computing Division Desktop Support has installed inventory-tracking software. Beyond providing this inventory, Computing Division Desktop Support cannot further assist in tracking small software license purchases. That service is provided by the owners of the software.
 
Purchase
· All computer hardware and software is purchased by the lab Divisions, Sections and Experiments, including cables, peripherals, and lock-down devices. The Fermilab Computing Division Desktop Support will assist with purchasing all desktop computer software and hardware. 

· To assist in the efficient purchase of standard equipment, Fermilab Desktop Support will publish and maintain purchasing aids such as part number and vendor information.

· The Computing Division Desktop Support maintains desktop hardware and software standards and updates them quarterly. The standards are updated in a process which includes input and approval from Division, Section and Experiment liaisons.

· Since Computing Division Desktop Support will coordinate warranty repairs, the purchase of extended warranties for standard equipment is highly recommended and is included in the recommended computer purchase standards.
 
Deploy
· Supported software is listed at http://computing.fnal.gov/xms/Services/Getting_Services/Licensing_at_Fermilab/Supported_Software,  and is designed to be as inclusive of common lab software applications as possible.  The computers are configured in compliance with OS baselines, and other configurations which may be specific to each Division, Section and Experiment.

· Computing Division Desktop Support assumes licensing is current and valid when upgrading existing computers. However, in cases where there is some doubt, Computing Division Desktop Support will verify the current status of the Enterprise Application license or 3rd party application with the customer liaison.

· Physical re-location of computers during office moves and other facilities work can be negotiated on a case-by-case basis.

· A computer deployed under this SLA  includes:
· Migration of client preferences,
· Migration of designated local file areas,
· Configuration of standard locally attached and networked printers,
· Retention of client data for a minimum of two weeks to ensure complete data transfer, 
· Keeping cables and cords organized and tidy, and
· Access to specific resources such as file servers. Computers are configured to connect to wired and wireless networks, and added to the Fermi Domain.
·  When practical, while a computer is being replaced or repaired, a loaner system will be provided with temporary access to the web and web-enabled tools such as WebMail and MeetingMaker is provided.

Manage
· Desktop support assistance is provided via:
· Dispatch as a result of a Service Desk Ticket,
· Phone with central configuration tools,
· Scheduled automated processes, and
· Scheduled, on-site visits

· Following established processes, Computing Division Desktop Support will install and upgrade applications. Software upgrades will be provided in response to client requests, changes to lab standards, security requirements, problem resolution, or where required by vendors for continued support.
 
Retire/Replace
· Computing Division Desktop Support coordinates computer disposal following the Fermilab sanitation policy. We ensure destruction of data on storage devices prior to disposal in accordance with lab security policies.

· Computing Division Desktop Support will not re-deploy a desktop which has previously been excessed.

[bookmark: _Toc503156628][bookmark: _Toc503156692][bookmark: _Toc503156743][bookmark: _Toc503671483][bookmark: _Toc503674438][bookmark: _Toc504366410][bookmark: _Toc504449142][bookmark: _Toc506001052][bookmark: _Toc513861516][bookmark: _Toc513861657][bookmark: _Toc513861770][bookmark: _Toc514138105][bookmark: _Toc515072829][bookmark: _Toc518798641][bookmark: _Toc518806023][bookmark: _Toc518806337][bookmark: _Toc518806458][bookmark: _Toc518806511][bookmark: _Toc518806703][bookmark: _Toc518806859][bookmark: _Toc520512726][bookmark: _Toc520512799][bookmark: _Toc520512896][bookmark: _Toc520513024][bookmark: _Toc520513111][bookmark: _Toc520513167][bookmark: _Toc520513213][bookmark: _Toc520513583][bookmark: _Toc523638670][bookmark: _Toc523639930][bookmark: _Toc523639955][bookmark: _Toc527341341][bookmark: _Toc528462982][bookmark: _Toc528464562][bookmark: _Toc531588482][bookmark: _Toc149634277][bookmark: _Toc213019263][bookmark: _Toc240697668][bookmark: _Toc272582311] Responsibilities
[bookmark: _Toc503156630][bookmark: _Toc503156694][bookmark: _Toc503156745][bookmark: _Toc503671485][bookmark: _Toc503674440][bookmark: _Toc504366412][bookmark: _Toc504449143][bookmark: _Toc506001053][bookmark: _Toc513861517][bookmark: _Toc513861658][bookmark: _Toc513861771][bookmark: _Toc514138106][bookmark: _Toc515072830][bookmark: _Toc518798642][bookmark: _Toc518806024][bookmark: _Toc518806338][bookmark: _Toc518806459][bookmark: _Toc518806512][bookmark: _Toc518806704][bookmark: _Toc518806860][bookmark: _Toc520512727][bookmark: _Ref520516012][bookmark: _Ref520516022][bookmark: _Ref520516061][bookmark: _Ref520537575][bookmark: _Ref520537587][bookmark: _Ref523639047][bookmark: _Ref523639054][bookmark: _Ref523639095][bookmark: _Ref523639455][bookmark: _Ref523639784][bookmark: _Toc213019264][bookmark: _Toc240697669][bookmark: _Toc272582312][bookmark: _Toc503156629][bookmark: _Toc503156693][bookmark: _Toc503156744][bookmark: _Toc503671484][bookmark: _Toc503674439][bookmark: _Toc504366411]Customer & User Responsibilities
[bookmark: _Toc240697670]Customer Responsibilities
Formally designate one or two liaisons to act on behalf of the organization.
Liaison responsibilities include:
· Convey pertinent information to and from the users about the content of this service agreement, usually quarterly,
· Participate in SLA reviews, typically annually in a meeting of approximately two hours,
· Provide representation for Continual Service Improvement activities as needed.
[bookmark: _Toc240697671]User Responsibilities
Users of the Desktop Support SLA agree to:
· Provide access to desktop equipment.
· Be available to support staff to answer questions and facilitate service delivery, whether it be during regular support hours or during off-hours support windows,
· Allow installation of required support tools.
· Maintain software media and licenses not covered by an Enterprise/sitewide Agreement. Provide media to Desktop Support for installation.
· Validate the resolution of an incident in a timely fashion when requested.  Once an Incident has been closed, it will not be re-opened, and a recurrence of the incident will require a new request for service.
· Submit requests for service using standard methods; Service Desk phone, Service Desk website, Service Desk Walk-ins and Service Desk email; 
· Validate data transfers to new computers before requesting disposal of old equipment.
· Submit requests to initiate data destruction and surplus/disposal of old equipment.

[bookmark: _Toc504449144][bookmark: _Toc506001054][bookmark: _Toc513861518][bookmark: _Toc513861659][bookmark: _Toc513861772][bookmark: _Toc514138107][bookmark: _Toc515072831][bookmark: _Toc518798643][bookmark: _Toc518806025][bookmark: _Toc518806339][bookmark: _Toc518806460][bookmark: _Toc518806513][bookmark: _Toc518806705][bookmark: _Toc518806861][bookmark: _Toc520512728][bookmark: _Toc213019265][bookmark: _Toc240697672][bookmark: _Toc272582313] Desktop Support Responsibilities
Desktop Support staff agree to:
General Responsibilities:
· Provide all services documented in this agreement

· Meet response times to incidents as outlined in the Services Description section.

Maintenance:
· Maintenance downtimes are staggered according to requirements; when patches are validated and tested, they will be installed. Should additional downtime be required, the Desktop Support managers will notify customers via email and Operations meetings at least 2 weeks in advance of the outage.

· Update and maintain any 3rd party support services to ensure the delivery of the service.

· Conduct maintenance activities (i.e. system inventories, disk defragmentation).

Reporting:
· Provide support statistics via the web (http://computing.fnal.gov)
· Review and report to the customer any service level breaches or improvement plans. 
[bookmark: _Toc212977949][bookmark: _Toc213019256][bookmark: _Toc240697673][bookmark: _Toc272582314]Service Security Baseline Considerations
· All customer hardware and software involved in this service will adhere to current Fermilab and DOE Security Policies and Procedures.

· All service components provided by Desktop Support will adhere to current Fermilab and DOE Security Policies and Procedures.
[bookmark: _Toc212977951][bookmark: _Toc213019258][bookmark: _Toc240697674][bookmark: _Toc272582315]Service Support Procedure
[bookmark: _Toc240697675][bookmark: _Toc272582316]Standard On-Hours Support
Hours
8x5 Monday through Friday, 8am – 4:30pm U.S. Central Time, not including Fermilab work holidays.
Support Details
Support includes all descriptions listed in this Service Level Agreement. The person requesting the service must be available for consultation from the support staff.

[bookmark: _Toc240697676][bookmark: _Toc272582317]Standard Off-Hours Support
Hours
24x7  Every day, all of the time  and must be initiated by a phone call to the service desk (630-840-2345). 
Support Details
Support includes critical and high incidents.  That is, the incident MUST affect a large number of users (>100) and there is no acceptable workaround for the solution. The workflow for off-hours support is as follows:
1. Service desk personnel take call from user and gather as much detail as possible
2. Service desk personnel will contact Desktop Support Coordinator if they deem the incident as critical or high priority.
3. The Desktop Support Coordinator will begin investigation of incident to determine if the fault lies within the Desktop Support responsibility or with another service.
a. If the incident falls within the Desktop Support responsibility, the Coordinator will determine best course of action to quickly restore the affected services. May require contact (phone) with the user who reported the problem.
b. If the incident falls within the responsibility of a service other than Desktop Support, contact the service desk personnel, provide the results of his/her findings, and ask the ticket be re-assigned as appropriate to the correct service support organization
4. Contact the originator of the incident (user) and update them on the situation.
[bookmark: _Toc240697677][bookmark: _Toc272582318]Special Support Coverage
[bookmark: _Toc230609365]Customers’ can request additional support be provided on a temporary basis.  These requests must be negotiated and are subject to approval based on the staff available at the time and the nature of the additional support.  An example of such support would be weekend desktop support during a high priority project.
Requests for special support coverage should be made no less than 1 week before the date for which the coverage is requested. If the special support request spans longer than 1 week, the requester should increase the lead time by 1 week for each additional week of support required.
[bookmark: _Toc240697678][bookmark: _Toc272582319]Service Breach Procedures
In event of a service breach, the Desktop Service Coordinator, along with the Service Owner and Incident Manager will conduct a full review of the incident to determine the cause of the service breach.  If the cause of the breach was due to the Desktop Support Service, the Desktop Support Coordinator will create a service improvement plan to try to prevent a recurrence of the circumstances which caused the breach.  The creation of the service improvement plan may require the mandatory attendance of the customer or a representative for the customer.
Once the cause of the breach and the improvement plan are created, the details of both will be published via the SLA Breach Report Page (URL To Be Determined), and a full report emailed to the customer.
For further detail, refer to Appendix F: Escalation Path.
[bookmark: _Toc212977950][bookmark: _Toc213019257][bookmark: _Toc240697679][bookmark: _Toc272582320]Service Target Response Priorities and Response Times
The Computing Division’s subject matter expert or other knowledgeable staff member will respond to the Customer’s incident (submitted through Remedy or an e-mail message) based upon the priority table outlined in this document.
[bookmark: _Toc528464564][bookmark: _Toc531588484][bookmark: _Toc149634279][bookmark: _Toc213019260][bookmark: _Toc240697680][bookmark: _Toc272582321]Customer Requests for Service Enhancement
Service enhancements are Customer requests for planned changes in service.  
· The Service Owner will respond to requests for service enhancements received with appropriate advance notice within 7 business days.
[bookmark: _Toc212977953][bookmark: _Toc213019262][bookmark: _Toc240697681][bookmark: _Toc272582322]Service Charging Policy
· No costs will be charged to the customer for standard service.

· Should there be costs associated with enhanced service, those costs will be negotiated between the Desktop Support Service Owner and the Customer.
[bookmark: _Toc212977954][bookmark: _Toc213019266][bookmark: _Toc240697682]
[bookmark: _Toc272582323]Service Measures and Reporting
	Report Name
	Reporting interval
	Delivery Method
	Responsible Party

	Monthly Desktop Support Statistics
	Monthly
	Email/Monthly support meeting
	Desktop Support Owner



 






[bookmark: _Toc212977957][bookmark: _Toc213019272][bookmark: _Toc240697684][bookmark: _Toc272582324][bookmark: _Toc212977956][bookmark: _Toc213019268][bookmark: _Toc240697685]
Appendix A: Supported Hardware and Software
The recommended hardware list is available from the Computing Division web pages under Getting Services\Fermilab Standard Computers: http://computing.fnal.gov/xms/Services/Getting_Services/Fermilab_Standard_Computers
The recommended and licensed software list  is available under the Computing Division web pages Getting Services\Licensing at Fermilab\ Supported Software: http://computing.fnal.gov/xms/Services/Getting_Services/Licensing_at_Fermilab/Supported_Software
[bookmark: _Toc272582325]Appendix B: SLA Review Procedure
The following steps will be conducted on at least an annual basis. The Customer, Service Owner or Service Level Manager may request additional reviews as necessary.
· At least one month prior to the expiration of this agreement, the customer will be sent notification via email requesting that a face-to-face review be conducted between the Service Owner and the Customer regarding the Desktop Support Service.

· During the review, customer may negotiate changes to the Desktop Support Service Level Agreement with the Desktop Support Service Owner.  Requests for changes are subject to approval based on the limitations of resources from the Desktop Support Service, a supporting organization, funding and effort available.

· If additional meetings are required, those meetings will be held as necessary in order to renew the SLA prior to expiration.

· Upon agreement, all concerned parties will sign the document and renew the agreement for a period no more than 1 year.
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[bookmark: _Toc272582326]Appendix E: Terms and Conditions by Customer
[bookmark: _Toc272582327]E.1	BSS
No terms and conditions have been negotiated for this customer.
[bookmark: _Toc272582328]E.2	DIR
No terms and conditions have been negotiated for this customer.
[bookmark: _Toc272582329]E.3	ESH
No terms and conditions have been negotiated for this customer.
[bookmark: _Toc272582330]E.4	FESS
No terms and conditions have been negotiated for this customer.
[bookmark: _Toc272582331]E.4	FIN
No terms and conditions have been negotiated for this customer.
[bookmark: _Toc272582332]E.5	PPD
No terms and conditions have been negotiated for this customer.
[bookmark: _Toc272582333]E.5	TD
No terms and conditions have been negotiated for this customer.
[bookmark: _Toc272582334]

E.6	WDRS
The Computing Division will maintain configurations for desktop systems used for educational purposes at the Education Center and the Site Training Center. These desktop systems require special configurations of software and hardware depending on the exhibit, class and workshop offered.
Program/Class Support
Pre-program/class
WDRS will provide Desktop Support with no less than two week notice for deployment of computers/equipment for education programs. Requests will be made through the Service Desk. Desktop Support will have the systems configured and available one day before the program begins.  
During program/class
Desktop support will treat all requests for support during a class or program as critical. Desktop Support agrees to respond to support requests outside of normal business hours when a class or program is held on weekends and evenings. 
Software Requirements
WDRS may request that software not listed in the core software support list be added to computers. WDRS will provide Desktop Support with the appropriate software media and a technical contact who can answer software configuration questions. 

Hardware Requirements
Class/Program Dependent
WDRS may request that hardware not listed in the standard support list be added to the computers for a program or class. 
Exhibit Support
CD will provide hardware support for exhibit systems that are out of warranty with terms on a case by case basis. CD will work with WDRS to replace outdated hardware wherever possible.
Smart Board
CD will provide full support for SMART Boards hardware setup and troubleshooting. WDRS agrees to be responsible for application software use support.
OSX Desktops 
CD will assist WDRS in the purchase and configuration of OSX desktops based on user requirements. Hardware issues will be addressed as outlined in the Desktop SLA.
OSX Desktop Backups
CD will continue to provide Time Machine support for the Education Center systems until a central backup solution is available. CD is responsible for recommending external drives; initial configuration of Time machine and assistance with any issues with the software or hardware. WDRS is responsible for maintaining the backup software on each system and restoring user files. 
System Rebuild Response
Once a ticket is created by WDRS requesting that a system be rebuilt due to potentially sensitive data (not PII), CD will wipe and re-install the system with a standard configuration within 2 business days.
System Excess Response
[bookmark: _Ref233600257][bookmark: _Toc240697688][bookmark: _Toc272582335]Once a ticket is created by WDRS requesting that a system with potentially sensitive data (not PII) be excessed, CD will remove the system from the person’s office within 2 business days and deliver it to the PREP counter where the Lab Sanitation procedures will be invoked.
Appendix F: Escalation Path
This section outlines the Escalation Path to be followed when there is an SLA Breach, an OLA Breach, or a reported Service Incident, and agreement cannot be reached as to the root cause or resolution.  It is a combination of functional and hierarchical escalation, and its purposes are to ensure the restoration of service in a timely manner and to allow for the triggering of the CSIP process to prevent further recurrences of the incident or problem.




	[image: http://www.interactions.org/imagebank/images/FN0041M.jpg]
	



	
	
	
	
	
	
	
	
	
	

	SLA/OLA Escalation List

	Service Provider: Desktop Support (Specific Group)

	
	
	
	
	
	
	
	
	
	
	
	
	

	Hours of service: M-F 8-4:30
	
	 
	
	Assigned to (group):
	

	
	
	
	
	
	
	
	
	Priority: Low, Medium, High, Urgent or All
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	Initial
	Elapsed Time 
	First:
	Name:
	 
	
	Telephone: 
	 
	

	Escalation
	(min.)
	
	Email:
	 
	
	Pager:
	 
	

	Immediately
	0
	Alt:
	Name:
	 
	
	Telephone: 
	 
	

	
	
	
	Email:
	 
	
	Pager:
	 
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	Min. Since Last
	Elapsed Time 
	First:
	Name:
	 
	
	Telephone: 
	 
	

	Escalation
	(min.)
	
	Email:
	 
	
	Pager:
	 
	

	
	
	Alt:
	Name:
	 
	
	Telephone: 
	 
	

	
	
	
	Email:
	 
	
	Pager:
	 
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	Min. Since Last
	Elapsed Time 
	First:
	Name:
	 
	
	Telephone: 
	 
	

	Escalation
	(min.)
	
	Email:
	 
	
	Pager:
	 
	

	
	
	Alt:
	Name:
	 
	
	Telephone: 
	 
	

	
	
	
	Email:
	 
	
	Pager:
	 
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	Min. Since Last
	Elapsed Time 
	First:
	Name:
	 
	
	Telephone: 
	 
	

	Escalation
	(min.)
	
	Email:
	 
	
	Pager:
	 
	

	
	
	Alt:
	Name:
	 
	
	Telephone: 
	 
	

	
	
	
	Email:
	 
	
	Pager:
	 
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	Min. Since Last
	Elapsed Time 
	First:
	Name:
	 
	
	Telephone: 
	 
	

	Escalation
	(min.)
	
	Email:
	 
	
	Pager:
	 
	

	
	
	Alt:
	Name:
	 
	
	Telephone: 
	 
	

	
	
	
	Email:
	 
	
	Pager:
	 
	



Page 18 of 19

Page 19 of 19
image1.emf
SLA Breach

OLA Breach

Service Incident

1.

Problem Management

(Analyze Problem, 

Report to Infrastructure 

Lead)

4.

Escalate to Service Owner

2.

Agreement?

3.

Continual Service 

Improvement Process

5.

Resolution?

6.

Escalate to Service Level 

Manager

7.

Resolution?

8.

Escalate to Service Manager

Division Head

9.

Resolution?

10.

CIO

No

No

No

No

Yes

Yes

Yes

Yes


oleObject1.bin
The height of the text box and its associated line increases or decreases as you add text. To change the width of the comment, drag  the side handle.


SLA Breach
OLA Breach
Service Incident


1.
Problem Management
(Analyze Problem, Report to Infrastructure Lead)


4.
Escalate to Service Owner


2.
Agreement?


3.
Continual Service Improvement Process


5.
Resolution?


6.
Escalate to Service Level Manager


7.
Resolution?


8.
Escalate to Service Manager


Division Head


9.
Resolution?


10.
CIO


No


No


No


No


Yes


Yes


Yes


Yes



image2.png
== Fermilab




