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This Service Level Agreement (“SLA”) for the Service Desk with Fermilab employees, contractors and visitors documents:
· The service levels provided for the Service Desk
· The responsibilities of the Service Desk , and Fermilab employees, contractors and visitors.
· Specific terms and conditions relative to the standard Service Offering.
NOTE: For the purposes of this document, Customer refers to the organization which requests and receives the service; User refers to those individuals within the customer organization who access the service on a regular basis.
[bookmark: _Toc254867552][bookmark: _Toc254867889][bookmark: _Toc254868127][bookmark: _Toc254868239][bookmark: _Toc254874269][bookmark: _Toc254875696][bookmark: _Toc295721881]SERVICE OVERVIEW
The Fermilab Service Desk provides associates, visitors and contractors a single point of contact for questions, technical incidents and service requests.

https://fermi.service-now.com/
Note:  Copy and paste this link in to a web browser.
Under self-service, navigate to ‘Getting Service’ and choose Service Desk. 

[bookmark: _Toc212977948][bookmark: _Toc213019255][bookmark: _Toc233013661][bookmark: _Toc295721882]SERVICE DESCRIPTION
Support through the Fermilab Service Desk is available to all Fermilab employees, contractors and visitors.  Requests for assistance are tracked in Service-Now, the Computing Sector IT Service Management suite.  Access to the Service-Now is available to anyone with a Fermilab Services Account and password.  The specific item being asked for, if not specifically covered here, may be governed by a different Computing Sector SLA.
· Service Monitoring: Service is monitored via standard KPI and Metrics.  Customer and Service Provider specific reports are available in Service-Now with appropriate permissions. 
· Service FAQs: In Service-Now, see Getting Services.  Also ‘Service Desk How to’ and ‘Service Desk Contact Info’ links are available under Service-Now Self-Service.

· Service Owner contact information: Brian McKittrick brianmck@fnal.gov 
630-840-5208
[bookmark: _Toc233013663][bookmark: _Toc295721883]SERVICE OFFERINGS
The Service Desk offers several different ways for customers and users to request service:  Service-Now self-service, Call-in support, Walk-in Support, and Service Desk email support.
[bookmark: _Toc233013664]STANDARD OFFERING
· Service-Now Self Service:  Service-Now self-service - Service-Now self service allows end-users to report issues (my Pc won't boot) and make requests (please install Microsoft Project) around IT Services.
· Call-in support: The Fermilab Service Desk can be reached at 630-840-2345 to report incidents and make requests.
· Walk-in support: Visit the Service Desk on the ground level of Wilson Hall for support.
· Service Desk email support: Contact the Fermilab Service Desk at servicedesk@fnal.gov for support.  Note:  This offering does not support the reporting of critical/high/time sensitive incidents and requests.
[bookmark: _Toc233013665] ENHANCED OFFERINGS
· VIP Support – Service Desk permits customers to designate a small number of their users, VIP Users, to have enhanced service due to their critical roles in the Fermilab organization. VIP users’ incidents are labeled as such to allow them to be handled judiciously to insure the best possible response and resolution times for the incident priority setting and available resources. Examples of potential VIP users might be the Field Financial Officer for a division or the Director of the Laboratory. (Note that VIP status is technically associated with specific user names, not with roles.) Only a few VIP users may be defined and few changes made to the VIP user list per unit time due to the added administrative and support burden involved.  The list is governed by IT Service Management.

[bookmark: _Toc233013666] OFFERING COSTS 
N/A
[bookmark: _Toc233013667][bookmark: _Toc295721884]LIFECYCLE MANAGEMENT CONTEXT

Lifecycle management is governed by the Service Management Incident process.
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[bookmark: _Toc295721886]The Foundation SLA references Fermilab Computer Use and Security policies. 
CUSTOMER RESPONSIBILTIES
Customers are expected to abide by applicable Fermilab policies, including but not limited to:
· Fermilab Policy on Computing
· Guidelines for Incidental Computer Usage
· Fermilab Human Rights Policy
· Fermilab Director's Policy Manual

[bookmark: _Toc295721887]USER RESPONSIBILTIES
Users are expected to abide by applicable Fermilab policies, including but not limited to:
· Fermilab Policy on Computing
· Guidelines for Incidental Computer Usage
· Fermilab Human Rights Policy
· Fermilab Director's Policy Manual

[bookmark: _Toc295721888]SERVICE PROVIDER RESPONSIBILTIES
Service Providers are expected to abide by applicable Fermilab policies, including but not limited to:
· Fermilab Policy on Computing
· Guidelines for Incidental Computer Usage
· Fermilab Human Rights Policy
· Fermilab Director's Policy Manual
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Computer Security incidents are to be reported through the mechanisms defined in the FCIRT Incident Response Procedure document on the Computer Security Policies web page.
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Refer to the Foundation SLA.
[bookmark: _Toc295721892]STANDARD ON-HOURS SUPPORT
[bookmark: _Toc254874275]HOURS
· Service-Now Self Service:  Critical Incidents are supported 24x7.  All other issues are supported 8:00A to 4:30P Monday through Friday.
· Call-in support: Critical Incidents are supported 24x7.  All other issues are supported 8:00A to 4:30P Monday through Friday.
· Walk-in support: 8:00A to 4:30P Monday through Friday, excluding observed Fermilab holidays.
· Service Desk email support: 8:00A to 4:30P Monday through Friday, excluding observed Fermilab holidays.
[bookmark: _Toc254874276]SUPPORT DETAILS
[bookmark: _Toc254867558][bookmark: _Toc254867895][bookmark: _Toc254868133][bookmark: _Toc254868245][bookmark: _Toc254874277][bookmark: _Toc254875702]Tickets should be entered through one of available Service Desk contact channels.  See the foundation SLA for reporting Critical Incidents.
[bookmark: _Toc295721893]STANDARD OFF-HOURS SUPPORT
[bookmark: _Toc254874278]HOURS
Critical Incidents disrupting the delivery of Service-Now Self Service and Call in support are worked 24x7.  All other issues are supported 8:00A to 4:30P Monday through Friday.
Customers can review Service-Now Knowledge Base article 1505 for guidance on after hours support.
[bookmark: _Toc254874279]SUPPORT DETAILS
[bookmark: _Toc254867559][bookmark: _Toc254867896][bookmark: _Toc254868134][bookmark: _Toc254868246][bookmark: _Toc254874280][bookmark: _Toc254875703]Tickets should be entered through one of available Service Desk contact channels.  See the foundation SLA for reporting Critical Incidents.
[bookmark: _Toc295721894]SPECIAL SUPPORT COVERAGE
[bookmark: _Toc230609365][bookmark: _Toc254867560][bookmark: _Toc254867897][bookmark: _Toc254868135][bookmark: _Toc254868247][bookmark: _Toc254874281][bookmark: _Toc254875704]Technical Support for lab events and conference can be requested by opening a ticket with the Service Desk, at least one week prior to the event.
The Service Desk tries to be flexible with special requests.  Any specific needs can always be requested and reviewed by Service Desk Management.
[bookmark: _Toc295721895]SERVICE BREACH PROCEDURES
[bookmark: _Toc212977950][bookmark: _Toc213019257][bookmark: _Toc254867561][bookmark: _Toc254867898][bookmark: _Toc254868136][bookmark: _Toc254868248][bookmark: _Toc254874282][bookmark: _Toc254875705][bookmark: _Toc295721896]The IT Service Level Management process determines how service breaches (failures to meet service level agreement goals or conditions) will are handled to prevent recurrence and mitigate the consequences. In general, this process involves offline interaction between the Service Level Manager and customer. 
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RESPONSE TIME
See Foundation SLA.
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See Foundation SLA.
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 See Foundation SLA.
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[bookmark: _Toc254867566][bookmark: _Toc254867903][bookmark: _Toc254868141][bookmark: _Toc254868253][bookmark: _Toc254874287][bookmark: _Toc254875710]See Foundation SLA.
[bookmark: _Toc528464564][bookmark: _Toc531588484][bookmark: _Toc149634279][bookmark: _Toc213019260][bookmark: _Toc254867568][bookmark: _Toc254867905][bookmark: _Toc254868143][bookmark: _Toc254868255][bookmark: _Toc254874289][bookmark: _Toc254875712][bookmark: _Toc295721901]CUSTOMER REQUESTS FOR SERVICE ENHANCEMENT
Requests for service enhancements should be entered as a Service Now General Request.  Enhancement requests are reviewed daily. 
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N/A
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There is a suite of reports available for Incident Management in Service-Now.
	Report Name
	Reporting interval
	Delivery Method
	Responsible Party

	Lab Dashboard – This collection of reports contains data for all Incidents and Request at Fermilab.
	Live
	Web
	Service Owner

	Customer Reports – This collection of reports contains data for all Incidents and Requests as entered by specific customers units.

	Live
	Web
	Service Owner
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APPENDIX A: SUPPORTED HARDWARE AND SOFTWARE
N/A 
[bookmark: _Toc212977956][bookmark: _Toc213019268][bookmark: _Toc233013685][bookmark: _Toc295721905]APPENDIX B: SLA REVIEW PROCEDURE
[bookmark: _Toc213019269][bookmark: _Toc233013686]This SLA will be reviewed, at a minimum, yearly to ensure the service level targets align with organizational capabilities.
[bookmark: _Toc295721906][bookmark: _Toc213019270][bookmark: _Toc233013687]APPENDIX C: OPERATIONAL LEVEL AGREEMENT (OLA) CROSS-REFERENCE 
Future Use
[bookmark: _Toc295721907]APPENDIX D: UNDERPINNING CONTRACT (UC) CROSS-REFERENCE 

Dell Managed Service Contract.
Cisco support contract for Service Desk Call distributor.
ServiceNow Support Agreement.
[bookmark: _GoBack]Fruition Partners Support Contract.
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[bookmark: _Toc255304212][bookmark: _Toc295721909]E.1	CUSTOMER 1
“No terms and conditions have been negotiated for this customer.”
[bookmark: _Toc255304213][bookmark: _Toc295721910]E.2	CUSTOMER 2
“No terms and conditions have been negotiated for this customer.”
[bookmark: _Toc295721911]APPENDIX F: ESCALATION PATH
See foundation SLA.
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See foundation SLA.
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[bookmark: _Toc255372749][bookmark: _Toc295721914]G.2	PROBLEM MANAGEMENT
[bookmark: _Toc255372750][bookmark: _Toc295721915]G.3	CHANGE MANAGEMENT
[bookmark: _Toc255372751][bookmark: _Toc295721916]G.4	RELEASE MANAGEMENT
[bookmark: _Toc255372752][bookmark: _Toc295721917]G.5	CONFIGURATION MANAGEMENT
[bookmark: _Toc255372753][bookmark: _Toc295721918]G.6	CAPACITY MANAGMENT
[bookmark: _Toc255372754][bookmark: _Toc295721919]G.7	AVAILABILITY MANAGEMENT
[bookmark: _Toc255372755][bookmark: _Toc295721920]G.8	SERVICE LEVEL MANAGEMENT
[bookmark: _Toc255372756][bookmark: _Toc295721921]G.9	SUPPLIER MANAGEMENT
[bookmark: _Toc255372757][bookmark: _Toc295721922]G.10	SERVICE CONTINUITY MANAGEMENT
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