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1 INTRODUCTION

[bookmark: _Toc254867544][bookmark: _Toc254867881][bookmark: _Toc254868119][bookmark: _Toc254868231][bookmark: _Toc254874261][bookmark: _Toc254875694][bookmark: _Toc255372715][bookmark: _Toc254867545][bookmark: _Toc254867882][bookmark: _Toc254868120][bookmark: _Toc254868232][bookmark: _Toc254874262][bookmark: _Toc254875695]EXECUTIVE SUMMARY
This Operational Level Agreement (“OLA”) for the [Service Name] with [Customer] documents:
· The service levels provided for the [Service Name]
· The responsibilities of the [Service] , [Customer], and [User]
· 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: _Toc255372716]SERVICE OVERVIEW
[The service will provide in this section a description of the service and its features or a reference to a customer-accessible controlled document containing such a description.]
[bookmark: _Toc212977948][bookmark: _Toc213019255][bookmark: _Toc233013661][bookmark: _Toc255372717]SERVICE DESCRIPTION
[Provide a general description of the service, in a few sentences. Mention pre-requisites of the service or criteria which might define which users/equipment/applications are eligible for the service and which may not be eligible. Also consider the following, though be clear that these are NOT meant to replace the incident reporting role of the Service Desk:]
· Service Monitoring: [Pertinent information to help users help themselves]
· Service FAQs: [Pertinent information to help users help themselves]
· Service Owner contact information: [For non-operational discussions about the service offering, IF APPROPRIATE]
[bookmark: _Toc233013663][bookmark: _Toc255372718]SERVICE OFFERINGS
Provide a more detailed definition of the service. If there is only one “offering” (one main selection for users), then one can merge the separate offering sub-sections.
[bookmark: _Toc233013664]STANDARD OFFERING
· Description 1
· Description 2
· Description 3
· Description 4
[bookmark: _Toc233013665] ENHANCED OFFERINGS
All elements of the Standard Offering, PLUS:
· Description 1
· Description 2
· Description 3
· Description 4
[bookmark: _Toc233013666] OFFERING COSTS
Include this sub-section only if costs are applicable to the offerings.
[bookmark: _Toc233013667][bookmark: _Toc255372719]LIFECYCLE MANAGEMENT CONTEXT
Provide a more detailed outline of how Lifecycle Management (of hardware or applications) is expected to work with this service. What are the expectations on the provider, customer, and user of the service for: Planning, Analysis, Design, Development (including procurement or acquisition), Integration and Testing, Deployment, Maintenance and Operations, and Disposition (retirement) phases of the lifecycle. Example: Desktop Support service has a specific model of how desktop computers are expected to be procured as well as how these computers are to be retired after three years or so which is driven by a hardware support Underlying Contract.
[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: _Toc254867553][bookmark: _Toc254867890][bookmark: _Toc254868128][bookmark: _Toc254868240][bookmark: _Toc254874270][bookmark: _Toc254875697][bookmark: _Toc255372720][bookmark: _Toc503156629][bookmark: _Toc503156693][bookmark: _Toc503156744][bookmark: _Toc503671484][bookmark: _Toc503674439][bookmark: _Toc504366411] RESPONSIBILITIES
The Foundation SLA references Fermilab Computer Use and Security policies. The service should reference specific responsibilities or issues here.
[bookmark: _Toc255372721]CUSTOMER RESPONSIBILTIES
[bookmark: _Toc255372722]USER RESPONSIBILTIES
[bookmark: _Toc255372723]SERVICE PROVIDER RESPONSIBILTIES
[bookmark: _Toc212977949][bookmark: _Toc213019256][bookmark: _Toc254867554][bookmark: _Toc254867891][bookmark: _Toc254868129][bookmark: _Toc254868241][bookmark: _Toc254874271][bookmark: _Toc254875698][bookmark: _Toc255372724]COMPUTER SECURITY CONSIDERATIONS
The Foundation SLA states, “Computer Security incidents are to be reported through the mechanisms defined in the FCIRT Incident Response Procedure document on the <web page>.”
 The service should reference specific considerations if any. If nothing specific goes here, at least say “Refer to the Foundation SLA” to keep this topic in front of the customer.
[bookmark: _Toc212977951][bookmark: _Toc213019258][bookmark: _Toc254867556][bookmark: _Toc254867893][bookmark: _Toc254868131][bookmark: _Toc254868243][bookmark: _Toc254874273][bookmark: _Toc254875700][bookmark: _Toc255372725]SERVICE SUPPORT PROCEDURE
[bookmark: _Toc255372726][bookmark: _Toc254867557][bookmark: _Toc254867894][bookmark: _Toc254868132][bookmark: _Toc254868244][bookmark: _Toc254874274][bookmark: _Toc254875701]REQUESTING CD SERVICE SUPPORT 
[bookmark: _GoBack][The Foundation SLA states the Service Desk request/incident reporting procedure. The service may mention additional means for the user to find guidance in dealing with potential requests/incidents. If nothing specific goes here, at least say “Refer to the Foundation SLA” to keep this topic in front of the customer.]
[bookmark: _Toc255372727]STANDARD ON-HOURS SUPPORT
[bookmark: _Toc254874275]HOURS
[Enter Standard Service On-hours Support Hours.]
[bookmark: _Toc254874276]SUPPORT DETAILS
[bookmark: _Toc254867558][bookmark: _Toc254867895][bookmark: _Toc254868133][bookmark: _Toc254868245][bookmark: _Toc254874277][bookmark: _Toc254875702][Enter Standard Service On-hours Support Details. Refer to Foundation SLA text on critical incident handling.]
[bookmark: _Toc255372728]STANDARD OFF-HOURS SUPPORT
[bookmark: _Toc254874278]HOURS
[bookmark: _Toc254874279][Enter Standard Service Off-hours Support Hours.]
SUPPORT DETAILS
[bookmark: _Toc254867559][bookmark: _Toc254867896][bookmark: _Toc254868134][bookmark: _Toc254868246][bookmark: _Toc254874280][bookmark: _Toc254875703][Enter Standard Service Off-hours Support Details. Refer to Foundation SLA text on critical incident handling.]
[bookmark: _Toc255372729]SPECIAL SUPPORT COVERAGE
[bookmark: _Toc230609365][bookmark: _Toc254867560][bookmark: _Toc254867897][bookmark: _Toc254868135][bookmark: _Toc254868247][bookmark: _Toc254874281][bookmark: _Toc254875704] [This can describe the circumstances under which Non-standard support is provided. It could be seasonal, exception-based, on-request and who is permitted to make such a request, etc.]
[bookmark: _Toc255372730]SERVICE BREACH PROCEDURES
[bookmark: _Toc212977950][bookmark: _Toc213019257][bookmark: _Toc254867561][bookmark: _Toc254867898][bookmark: _Toc254868136][bookmark: _Toc254868248][bookmark: _Toc254874282][bookmark: _Toc254875705][Details of the activities which will be executed in situations where service levels agreed-upon in this document have been breached. This is to manage expectations on both sides of the relationship.]
[bookmark: _Toc255372731]SERVICE TARGET TIMES AND PRIORITIES
[bookmark: _Toc254867562][bookmark: _Toc254867899][bookmark: _Toc254868137][bookmark: _Toc254868249][bookmark: _Toc254874283][bookmark: _Toc254875706][bookmark: _Toc255372732]RESPONSE TIME
If different from the Foundation SLA statement, then address this topic for this service and customer.
[bookmark: _Toc254867563][bookmark: _Toc254867900][bookmark: _Toc254868138][bookmark: _Toc254868250][bookmark: _Toc254874284][bookmark: _Toc254875707][bookmark: _Toc255372733]RESOLUTION TIME
[The service should provide some guidance on the response time to expect for incidents and requests. The Foundational SLA provides no such guidance since resolution time may vary so widely. One can state a target and goal for resolution time. Alternatively, one may state typical resolution times for various kinds of requests or incidents and list the drivers which lead to the resolution time variations and how the provider and customer can manage these drivers.]
[bookmark: _Toc254867564][bookmark: _Toc254867901][bookmark: _Toc254868139][bookmark: _Toc254868251][bookmark: _Toc254874285][bookmark: _Toc254875708][bookmark: _Toc255372734]INCIDENT AND REQUEST PRIORITIES 
[If different from the Foundation SLA statement, then address this topic for this service and customer.]
[bookmark: _Toc254867565][bookmark: _Toc254867902][bookmark: _Toc254868140][bookmark: _Toc254868252][bookmark: _Toc254874286][bookmark: _Toc254875709][bookmark: _Toc255372735]CRITICAL INCIDENT HANDLING
[bookmark: _Toc254867566][bookmark: _Toc254867903][bookmark: _Toc254868141][bookmark: _Toc254868253][bookmark: _Toc254874287][bookmark: _Toc254875710][If different from the Foundation SLA statement, then address this topic for this service and customer.]
[bookmark: _Toc528464564][bookmark: _Toc531588484][bookmark: _Toc149634279][bookmark: _Toc213019260][bookmark: _Toc254867568][bookmark: _Toc254867905][bookmark: _Toc254868143][bookmark: _Toc254868255][bookmark: _Toc254874289][bookmark: _Toc254875712][bookmark: _Toc255372736]CUSTOMER REQUESTS FOR SERVICE ENHANCEMENT
[bookmark: _Toc212977953][bookmark: _Toc213019262][bookmark: _Toc254867569][bookmark: _Toc254867906][bookmark: _Toc254868144][bookmark: _Toc254868256][bookmark: _Toc254874290][bookmark: _Toc254875713][If different from the Foundation SLA statement, then address this topic for this service and customer.]
[bookmark: _Toc255372737]SERVICE CHARGING POLICY
[bookmark: _Toc212977954][bookmark: _Toc213019266][bookmark: _Toc254867570][bookmark: _Toc254867907][bookmark: _Toc254868145][bookmark: _Toc254868257][bookmark: _Toc254874291][bookmark: _Toc254875714][If different from the Foundation SLA statement, then address this topic for this service and customer.]
[bookmark: _Toc255372738]SERVICE MEASURES AND REPORTING
The service will provide in this section a description of the service measures and reporting that customers and providers may use to track service performance.


[bookmark: _Toc212977957][bookmark: _Toc213019272][bookmark: _Toc233013684][bookmark: _Toc255372739]APPENDIX A: SUPPORTED HARDWARE AND SOFTWARE
[Description of Supported Hardware & Software, Link to Supported Hardware & Software Links. Adapt this conceptually to your service, or drop if there is no need for this.]
[bookmark: _Toc212977956][bookmark: _Toc213019268][bookmark: _Toc233013685][bookmark: _Toc255372740]APPENDIX B: OLA REVIEW PROCEDURE
[bookmark: _Toc213019269][bookmark: _Toc233013686][Describe the process for reviewing the OLA, including involved roles. Avoid using people’s names and use role descriptions to avoid dating the document.]
[bookmark: _Toc213019270][bookmark: _Toc233013687][bookmark: _Toc255372741]APPENDIX C: OPERATIONAL LEVEL AGREEMENT (OLA) CROSS-REFERENCE 
[Reference number to any closely coupled agreements with any customer groups whose service depends on this service being provided as defined in this agreement]
[bookmark: _Toc255372742]APPENDIX D: UNDERPINNING CONTRACT (UC) CROSS-REFERENCE 
[Reference number to related and closely-coupled UCs]
[bookmark: _Toc255304211][bookmark: _Toc255372743][bookmark: _Toc233013688]APPENDIX E: TERMS AND CONDITIONS BY CUSTOMER
[bookmark: _Toc255304212][bookmark: _Toc255372744]E.1	CUSTOMER 1
[Enter terms and conditions negotiated for by this customer. If no terms exist, write, “No terms and conditions have been negotiated for this customer.”]
[bookmark: _Toc255304213][bookmark: _Toc255372745]E.2	CUSTOMER 2
[bookmark: _Toc255372746][Enter terms and conditions negotiated for by this customer. If no terms exist, write, “No terms and conditions have been negotiated for this customer.”]
APPENDIX F: ESCALATION PATH
[This section outlines the Escalation Path to be followed if there is a specific workflow for this service. The default escalation path is defined in the Foundation SLA as hierarchic (line management).]
[bookmark: _Toc255372747][bookmark: _Toc176148663][bookmark: _Toc233014578]APPENDIX G: ITIL PROCESSES ACROSS SERVICE BOUNDARIES
[This section defines how the services will work together to execute ITIL processes across the service boundaries, if and only if there are variations or unexpected responsibilities compared to the overall ITIL process definitions. Perhaps there is some historical variation to capture, or an explicit agreement to blur service boundaries to make more efficient use of resources or talents. The list below is a suggestion of topics to consider. Include only those areas needed.]
[bookmark: _Toc255372748]G.1	INCIDENT MANAGEMENT
[bookmark: _Toc255372749]G.2	PROBLEM MANAGEMENT
[bookmark: _Toc255372750]G.3	CHANGE MANAGEMENT
[bookmark: _Toc255372751]G.4	RELEASE MANAGEMENT
[bookmark: _Toc255372752]G.5	CONFIGURATION MANAGEMENT
[bookmark: _Toc255372753]G.6	CAPACITY MANAGMENT
[bookmark: _Toc255372754]G.7	AVAILABILITY MANAGEMENT
[bookmark: _Toc255372755]G.8	SERVICE LEVEL MANAGEMENT
[bookmark: _Toc255372756]G.9	SUPPLIER MANAGEMENT
[bookmark: _Toc255372757]G.10	SERVICE CONTINUITY MANAGEMENT
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