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	This document is under the Change Management Control Policy.

	Description
	Service Catalog Document for Procurement Services
Describes the services offered under Procurement Services

	Purpose
	The purpose of this document is to publish agreed service level commitments between the service owner and the service customers.  
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	Service Level Agreement, Capacity Plan and  Availability Plan for <Service Area>
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[bookmark: _Toc424229251][bookmark: _Toc424231650][bookmark: _Toc50638617]EXECUTIVE SUMMARY
[bookmark: _Toc254867545][bookmark: _Toc254867882][bookmark: _Toc254868120][bookmark: _Toc254868232][bookmark: _Toc254874262][bookmark: _Toc254875695]This document provides details and commitments of the Procurement Services Service Area and Service Offerings.
The descriptions of the Service Area and Service Offerings together with their service commitments and targets, owner, support organization and the type of Foundation Service Level Agreement that they conform to, are maintained and controlled in the CMDB under change control.  This document contains the approved service parameters extracted from the CMDB at the time of approval of the document.  Future versions of this document will contain url’s to reports from the CMDB (Service Now) rather than embedded tables of data extracted under change control.
In addition to those parameters, common to all Services, this document contains specific terms and conditions of the services for this Service area
This document, together with the applicable Foundation Service Level or Operational Level Agreement, forms the Service Level Agreement “SLA” or Operational Level Agreement “OLA” (for internal service offerings) for these services with the Fermilab community.  Taken together they fully describe the responsibilities of the Service Owner, Customer(s) and Users, the Service Levels, Service Commitments, Service Support and Service breach procedures, computer security responsibilities, and specific terms and conditions for the services described below. 
The service levels defined in this agreement are in effect during normal operations, in the case of a continuity situation they may change.
[bookmark: _Toc254867552][bookmark: _Toc254867889][bookmark: _Toc254868127][bookmark: _Toc254868239][bookmark: _Toc254874269][bookmark: _Toc254875696][bookmark: _Toc424229252][bookmark: _Toc424231651]1	SERVICE AREA OVERVIEW

	Service Area:
	Procurement Services

	Service Area Owner:
	Udaya Manikonda

	 
	Procurement Services provides solutions which enable procurement at FermiLab.

	 
	Not ISO20000 Certified

	 
	
Services enabling FermiLab procurement to perform Requests for Proposals (RFP) and Requests for Quotes (RFQ). 


	

	Service Offering
	Short Description
	Offered
	Owner

	[bookmark: _GoBack]Oracle Procurement Cloud Service
	· Oracle Procurement Cloud service includes Sourcing and Supplier Portal modules.
· Supplier Portal module allows the suppliers to register so that these suppliers can be invited to bidding process. 
· Sourcing module allows buyers to create solicitations for bidding process. 
· Users need Internet connectivity and this application is  accessed from the MFA (Multi Factor Authentication – https://sage.fnal.gov) environment. 

	Customer-facing
	Udaya Manikonda

	 Labor Compliance Program Tracker (LCP Tracker) - Standard
	

• Web-based, certified payroll records-tracking system that monitors, tracks and reports all state, federal and other pre-determined prevailing wage rates.
• Minimizes paperwork and effort while enforcing Labor Compliance Program standards on Fermilab public works construction projects
• Offers the following features:
· Contractors notification of subcontractors awarded
· eDocuments, which allow the administrator to create standard document submittals that are electronically uploaded. Any type of files or documents can be tracked . This allows for a much greener environment as the need for paper documentation is eliminated.
· Summary Reports of all contractor submittals
· Compliance Reports, i.e., Late Report
· Analysis Reports for comparisons of Payroll Reports and On-site Audits
· Document tracking
· Employee, contractors list, apprenticeship list, etc.

	Customer-facing
	Udaya Manikonda

	eMarketplace - Standard
	
• Online procurement system for off-the-shelf supplies commonly requested by laboratory employees.
• Enables searching or browsing of pre-negotiated, discounted catalogs.
• Vision is to provide a system where employees can view and purchase products from their computer against negotiated supplier contracts.

	Customer-facing
	Udaya Manikonda



2 [bookmark: _Toc424229253][bookmark: _Toc424231652][bookmark: _Toc50638618]SERVICE OFFERINGS
The following Service Offerings are available:
2.1 [bookmark: _Toc448476294][bookmark: _Toc448476350][bookmark: _Toc448478913][bookmark: _Toc448479817][bookmark: _Toc448479882][bookmark: _Toc448479947][bookmark: _Toc448498653][bookmark: _Toc50638619]Oracle Procurement Cloud Service

	Oracle Procurement Cloud Service
	 

	Other Information
	 

	Type of SLA
	

	Service Criticality Tier   2
	Recovery in < 12 hrs

	Supported by
	Enterprise Applications – Procurement Cloud Service

	Off hours support: 8to17by5   Critical Incidents allowed      Not ISO20000 Certified 


[bookmark: _Toc424229255][bookmark: _Toc424231654]
2.2 [bookmark: _Toc50638620] Labor Compliance Program Tracker (LCP Tracker) - Standard

	 Labor Compliance Program Tracker (LCP Tracker) - Standard
	 

	Other Information
	 

	Type of SLA
	Based on Foundation Agreement

	Service Criticality Tier   2
	Recovery in < 12 hrs

	Supported by
	Enterprise Applications - LCP Tracker

	Off hours support: 8to17by5   Critical Incidents allowed      Not ISO20000 Certified 



2.3 [bookmark: _Toc50638621]eMarketplace - Standard

	eMarketplace - Standard
	 

	Other Information
	 

	Type of SLA
	Based on Foundation Agreement

	Service Criticality Tier   3
	Recovery in < 24 hrs

	Supported by
	Enterprise Applications - eMarketplace

	Off hours support: 8to17by5   Critical Incidents none      Not ISO20000 Certified 



3 [bookmark: _Toc424229257][bookmark: _Toc424231656][bookmark: _Toc50638622]  	SERVICE CAPACITY

[bookmark: _Toc50638623]3.1	Business Capacity Management 
The objective is to translate business needs and plans into capacity and performance requirements for Computing services and infrastructure, and to ensure that future capacity and performance needs can be fulfilled.
 Core Computing Division Information Sytem management collects requirements from Fermilab Procurement  and reviews the requests and needs and prioritizes the resources to be provided in the coming one or two years in each area. The results of that process are captured in the annual Core Computing Capacity Plan and translated into Service and Component capacity targets for this service area. 
3.2 [bookmark: _Toc50638624]Service Capacity Management 
The objective is to manage, control and predict the performance and capacity of operational services. This includes initiating proactive and reactive action to ensure that the performances and capacities of services meet their agreed targets. 
The Enterprise Applications team tracks and monitors license usage.  If additional licenses are needed, a request is made to Senior Management for mitigation.
Staffing resources are monitored and addressed through the computing budgeting process.
3.3 [bookmark: _Toc50638625] Component Capacity Management 
The objective is to manage, control and predict the performance, utilization and capacity of IT resources and individual IT components. 
The service components required to deliver this service are monitored by each service provider.  Any issues are identified and addressed through the yearly planning process or as needed when thresholds are approached.
	
4 [bookmark: _Toc424229258][bookmark: _Toc424231657][bookmark: _Toc50638626]BUSINESS REQUIREMENTS, SERVICE ENTITLEMENTS AND COST 
4.1 [bookmark: _Toc50638627]Business Requirements
In the annual budget process the business requirements are reviewed and aggregated so that the Procurement Services area owner may plan adequate technical resources to meet the business needs.  Refer to:   
· Tactical Plan and Budget process described in Financial Management Policy and Procedures (see docdb#4112)
· Capacity Plans (see docdb#4047)
· Business Impact Assessment (see docdb#4571) 
· Continuity of Operations Plans (see docdb#5097,4969 and #4571)	 
4.2 [bookmark: _Toc50638628]Service Entitlements
[bookmark: _Toc212977953][bookmark: _Toc213019262][bookmark: _Toc254867569][bookmark: _Toc254867906][bookmark: _Toc254868144][bookmark: _Toc254868256][bookmark: _Toc254874290][bookmark: _Toc254875713][bookmark: _Toc424229271][bookmark: _Toc424231658]Service Entitlements are defined in the applicable Foundation Service Level Agreement.  Exceptions to those entitlements (if any) are listed below.
The service offerings in this document are, in general consumed by Fermilab purchasing.  eMarketplace and Procard users are further defined.
eMarketplace
eLicense Holders will be authorized to shop and place orders with the eMarketplace suppliers. These users requires an iprocurement license and access the application using LDAP (Services Password) authentication.
 
eShoppers will be able to shop, but not to place an order. They will place items in a shopping cart and share it with an eMarketplace iProcurement User. The eMarketplace iProcurement User will then place the order. These users doesn’t need any Procurement license as these accounts are local within (Vinimaya) eMarketplace.

4.3 [bookmark: _Toc50638629]Service Charging Policy
	Oracle Procurement Cloud Service
	no charge

	 Labor Compliance Program Tracker (LCP Tracker) - Standard
	no charge

	eMarketplace - Standard
	no charge



5 [bookmark: _Toc424229263][bookmark: _Toc424231666][bookmark: _Toc50638630]SERVICE REQUESTS
5.1 [bookmark: _Toc424229264][bookmark: _Toc424231667][bookmark: _Toc50638631]Standard Requests
	Service Catalog Items
	 

	Service Offering
	Catalog Item

	eMarketplace
	N/A





6 [bookmark: _Toc424229266][bookmark: _Toc424231669][bookmark: _Toc50638632]SERVICE COMMITMENTS
Except as otherwise stated below the Availability commitments and targets and the Service Level commitments and targets for both response and resolution of Incident (something is broken) and Request tickets is as described in the applicable Foundation Service Level or Operational Level Agreement.
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6.1 [bookmark: _Toc448498669][bookmark: _Toc448498670][bookmark: _Toc424229265][bookmark: _Toc424231668][bookmark: _Toc50638633]Service Availability

Service availability is measured as an uptime percentage during the expected service availability window.  An Outage implies service unavailability and negatively impacts availability measurements.  An Outage during an ‘agreed to maintenance window’ does not impact the availability measurement.
6.1.1 [bookmark: _Toc50638634]Oracle Procurement Cloud Service
 
· Maintenance Window - Maintenance activities that require an interruption of service will be performed outside of normal business hours. Subscribers will be notified approximately one week in advance of maintenance activities that require and interruption of service.
· Outage – all users at Fermilab are unable to access Oracle Procurement Cloud Service 
· Degradation -  More than 40% of users are unable to use Oracle Procurement Cloud Service functionality (solicitation, vendor information) would be considered as degradation of services. 

6.1.2 [bookmark: _Toc50638635] Labor Compliance Program Tracker (LCP Tracker) - Standard 
· Maintenance Window - Maintenance of the LCPTracker infrastructure will be undertaken periodically to patch operating systems and perform other required services. LCPtracker performs a monthly upgrade, which is usually done on a Sunday.  No testing is required on client side.  Maintenance resulting in a service disruption will be communicated in advance.   
· Outage – all users at Fermilab are unable to access LCPTracker Application 
· Degradation - More than 50% of users are unable to use LCPTracker Application functionality (CPR, Add/Edit Employee Information ,Reports) would be considered as degradation of services. 

6.1.3 [bookmark: _Toc50638636]eMarketplace - Standard
· Maintenance Window - Maintenance of the eMarketplace infrastructure will be undertaken periodically by Fermilab IT staff to patch operating systems and perform other required services.  Any maintenance resulting in a disruption of service will be communicated in advance.
· Outage – more than 50% of users at Fermilab are unable to access eMarketplace portal. 
· Degradation - More than 25% of users are unable to use eMarketplace functionality(Search on catalog, adding items to shopping cart and check out items from shopping cart) would be considered as degradation of services.
6.2 [bookmark: _Toc448478938][bookmark: _Toc448479842][bookmark: _Toc448479907][bookmark: _Toc448479966][bookmark: _Toc448498675][bookmark: _Toc448478939][bookmark: _Toc448479843][bookmark: _Toc448479908][bookmark: _Toc448479967][bookmark: _Toc448498676][bookmark: _Toc448478940][bookmark: _Toc448479844][bookmark: _Toc448479909][bookmark: _Toc448479968][bookmark: _Toc448498677][bookmark: _Toc448478941][bookmark: _Toc448479845][bookmark: _Toc448479910][bookmark: _Toc448479969][bookmark: _Toc448498678][bookmark: _Toc448478942][bookmark: _Toc448479846][bookmark: _Toc448479911][bookmark: _Toc448479970][bookmark: _Toc448498679][bookmark: _Toc448478943][bookmark: _Toc448479847][bookmark: _Toc448479912][bookmark: _Toc448479971][bookmark: _Toc448498680][bookmark: _Toc448478944][bookmark: _Toc448479848][bookmark: _Toc448479913][bookmark: _Toc448479972][bookmark: _Toc448498681][bookmark: _Toc448479849][bookmark: _Toc448479914][bookmark: _Toc448479973][bookmark: _Toc448498682][bookmark: _Toc448479850][bookmark: _Toc448479915][bookmark: _Toc448479974][bookmark: _Toc448498683][bookmark: _Toc448479851][bookmark: _Toc448479916][bookmark: _Toc448479975][bookmark: _Toc448498684][bookmark: _Toc448479852][bookmark: _Toc448479917][bookmark: _Toc448479976][bookmark: _Toc448498685][bookmark: _Toc448479853][bookmark: _Toc448479918][bookmark: _Toc448479977][bookmark: _Toc448498686][bookmark: _Toc448479854][bookmark: _Toc448479919][bookmark: _Toc448479978][bookmark: _Toc448498687][bookmark: _Toc448479855][bookmark: _Toc448479920][bookmark: _Toc448479979][bookmark: _Toc448498688][bookmark: _Toc448479856][bookmark: _Toc448479921][bookmark: _Toc448479980][bookmark: _Toc448498689][bookmark: _Toc50638637]Other Service Levels
eMarketplace – Account creation completed within 3 business days with a completed and approved account request forms.
7 [bookmark: _Toc50638638]SERVICE SUPPORT
7.1 [bookmark: _Toc424229267][bookmark: _Toc424231670][bookmark: _Toc50638639]Requesting Service Support
Access to all Computing IT services should be requested through the Service Desk, via the ServiceNow application, or by phone (630-840-2345). More information about requesting service can be found in the Self Service section of ServiceNow.
Unless otherwise noted Support Availability is 8:00AM to 5:00PM Monday to Friday excluding holidays
7.1.1 [bookmark: _Toc50638640]Special Support Coverage
Requests for changes in support coverage should be made by opening a request with the Service Desk a minimum of 7 days before the coverage change is needed.
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.	
7.2 [bookmark: _Toc528464564][bookmark: _Toc531588484][bookmark: _Toc149634279][bookmark: _Toc213019260][bookmark: _Toc254867568][bookmark: _Toc254867905][bookmark: _Toc254868143][bookmark: _Toc254868255][bookmark: _Toc254874289][bookmark: _Toc254875712][bookmark: _Toc424229270][bookmark: _Toc424231671][bookmark: _Toc50638641]Customer requests for Service Enhancements
Customers can request Service Enhancements by contacting their Computing Sector Liaison Business Analyst representative.  The Computing Sector Liaison will work with the Service Owner and the Customer to prioritize and track progress.
8 [bookmark: _Toc424229259][bookmark: _Toc424231659][bookmark: _Toc50638642]SERVICE LIFECYCLE
Plan
The Service owner, along with the customer, will help plan and, if necessary, requisition the proper storage/equipment/software required meeting the customer’s needs.
Purchase 
 The Service Owner will assist in the purchase requisition orders along with the required documentation.  The Service owner will also coordinate with the appropriate underpinning service providers to ensure that adequate resources are available for the service.  
Deploy
 Applications/Software will be deployed in accordance to the plan developed initially between the Service Owner and the customer.
Manage
The Service owner will manage and maintain the application software. The Service owner will maintain vendor support currency.
Retire/Replace
Application software will be upgraded regularly in accordance with vendor offerings as part of a normal software maintenance lifecycle. The Service owner will coordinate with the customer and underpinning service providers to perform these types of upgrades.
9 [bookmark: _Toc424229260][bookmark: _Toc424231660][bookmark: _Toc50638643]RESPONSIBILITIES
9.1 [bookmark: _Toc424229261][bookmark: _Toc424231661][bookmark: _Toc50638644]General Responsibilities
The applicable Foundation Service Level agreement defines the general responsibilities of the User, Customer and Service Owner including Computer Security responsibilities.  It describes how to report incidents and the responsibilities with respect to service tickets.

9.2 [bookmark: _Toc424229262][bookmark: _Toc424231662][bookmark: _Toc50638645]Service Specific Responsibilities
9.2.1 [bookmark: _Toc424231663][bookmark: _Toc424631004][bookmark: _Toc50638646]CUSTOMER RESPONSIBILITIES
· Review the SLA and logged appropriate priority level incident/request based on agreement.
· For eMarketplace application issues related to catalog and searching items needs to be address by Procurement Staff by working with the appropriate vendor.
9.2.2 [bookmark: _Toc224182442][bookmark: _Toc424231664][bookmark: _Toc424631005][bookmark: _Toc50638647]USER RESPONSIBILTIES
The users agree to:
· Submit requests for service using standard methods; Service Desk phone, Service Desk ticket, and Service Desk Walk-ins.
· Accurate completion of Account request form prior to submitting a request.
· Provide pertinent information like screen shots of the errors, messages etc.
· Be available to support staff to answer questions and facilitate service delivery, whether it be during regular support hours.
· Validate the resolution of an incident in a timely fashion when requested.  
9.2.3 [bookmark: _Toc224182443][bookmark: _Toc424631006][bookmark: _Toc50638648]SERVICE OWNER
General responsibilities:
Service Owner agrees to provide the services described in this document in a prompt, professional and courteous manner.
10 [bookmark: _Toc448498702][bookmark: _Toc424229268][bookmark: _Toc424231672][bookmark: _Toc50638649]   SERVICE CONTINUITY
[bookmark: _Toc503156629][bookmark: _Toc503156693][bookmark: _Toc503156744][bookmark: _Toc503671484][bookmark: _Toc503674439][bookmark: _Toc504366411]Recovery Time Objective (RTO)  is defined as the length of time processes could be unavailable before the downtime adversely impacts business operations.
Recovery Point Objective (RPO) is defined as the maximum interval of data loss since the last backup that can be tolerated and still resume the business process.

	 
	Recovery Objectives

	Service offering
	RTO
	RPO

	Oracle Procurement Cloud Service
	12 hrs
	1 hrs

	 Labor Compliance Program Tracker (LCP Tracker) - Standard
	12 hrs
	72 hrs

	eMarketplace - Standard
	24 hrs
	72 hrs



10.1 [bookmark: _Toc50638650] Workforce completely remote, 30+% of staff ill)
Staff works remotely

Suspended/Reduced Services: N/A

	Completed
	Action

	
	Maintain periodic contact with the Command Center on Zoom (ID: 840 911 9110) as needed.

	
	In the event of an outage, coordinate with the Command Center to restore services as described in Computing Continuity Plan and procedures.

	
	When suspending or restoring Services, coordinate with the Command Center.   
Staff works remotely
Suspended/Reduced Services: N/A





The Service Continuity plan for this service (if it has a unique plan)  is stored in the docdb entry associated with this document 
The plan works in conjunction with the Continuity of Operations and Disaster recovery plans for Core or Scientific IT Services. 
11 [bookmark: _Toc254867566][bookmark: _Toc254867903][bookmark: _Toc254868141][bookmark: _Toc254868253][bookmark: _Toc254874287][bookmark: _Toc254875710][bookmark: _Toc212977954][bookmark: _Toc213019266][bookmark: _Toc254867570][bookmark: _Toc254867907][bookmark: _Toc254868145][bookmark: _Toc254868257][bookmark: _Toc254874291][bookmark: _Toc254875714][bookmark: _Toc424229272][bookmark: _Toc424231677][bookmark: _Toc50638651]SERVICE MEASURES AND REPORTING
11.1 [bookmark: _Toc50638652]Standard Service Measures and Reports
The Service Offering dashboard is available in the service desk application under the report section. The dashboard measures each offering for each service against the incident response and resolution times and request response times defined in section 6 of this document. The dashboard shows performance trending for the Service Offerings on a weekly/monthly/yearly basis.

The Service Offering dashboard is available to Service Owners and Providers, Business Analysts, Process Owners and Senior IT Management.  

Service Level breaches are identified in the service offering dashboard and are monitored by the Service Owners, Incident Manager and Service Level Manager.
Customer Reports are available in ServiceNow in the Service Management Reports section.
11.2 [bookmark: _Toc50638653]Service specific Measures and Reports

The Service Offering dashboard is available in the service desk application under the report section. The dashboard measures each offering for each service against the incident response and resolution times and request response times defined in section 6.5 of this document. The dashboard shows performance trending for the Service Offerings on a weekly/monthly/yearly basis.
The Service Offering dashboard is available to Service Owners and Providers, Business Analysts, Process Owners and Senior IT Management.  
Service Level breaches are identified in the service offering dashboard and are monitored by the Service Owners, Incident Manager and Service Level Manager.
Customer Reports are available in ServiceNow in the Service Management Reports section.
[bookmark: _Toc448498707]

[bookmark: _Toc212977957][bookmark: _Toc213019272][bookmark: _Toc233013684][bookmark: _Toc424229273][bookmark: _Toc424231678]

[bookmark: _Toc50638654]APPENDIX A: SUPPORTED HARDWARE AND SOFTWARE
[bookmark: _Toc424229275][bookmark: _Toc424231680][bookmark: _Toc213019269][bookmark: _Toc233013686]• Fermilab Oracle Procurement Cloud Service is a SasS solution; listed below are the resources  required to use the Fermilab Oracle Procurement Cloud Service.
Internet Connection
Services Account
Any popular browser with JavaScript enabled.
We recommend the latest non-beta version for your web browser.  Following is a list of compatible web browsers:
• Microsoft Edge (40 or later)
• Google Chrome (80 or later)
• Mozilla Firefox (68 or later)
• Apple Safari (13 or later)
• 
The current Fermilab approved version of Internet Explorer is recommended for to use all Oracle Procurement Cloud Service features but beginning in November 2020 some of the functionality will not work in Internet Explorer.
Fermilab LCPTracker Application is a (ASP) web-hosted software program from LCPtracker, Inc. requires listed below system resources.
Internet Connection
Valid email address
An Administrator role and its related activities will be designated
We recommend the latest non-beta version for your web browser.  Following is a list of compatible web browsers:
• Microsoft Internet Explorer (8 through 11) - Recommended
• Google Chrome (8 or later) – may work but not certified
• Mozilla Firefox (3 or later) - may work but not certified

Fermilab eMarketplace requires listed below resources to access Fermilab eMarketplace portal.
Internet Connection
Valid eShopper OR eLicense Holder license
Fermilab approved version of Internet Explorer is recommended for to use all eMarketplace features.
[bookmark: _Toc50638655]APPENDIX B: SLA and OLA CROSS-REFERENCE 
The services in this Service Area depend on the following IT Services to operate within their respective SLAs / OLAs. 
Critically depends on usually means that the Service Offering will be unavailable (or at minimum degraded) if the depends on Service Offering is unavailable.
Depends on means that there is a dependency for Availability and Continuity but the extent of the dependency can vary. 
A Table of Service Dependencies is stored in a separate file (Desktop Services Service Dependencies) in the document database entry for this service area Docb#5378
[bookmark: _Toc50638656]APPENDIX C: SERVICE DEPENDENCY CROSS-REFERENCE 

Table to be inserted when dependencies are all loaded into SNOW
[bookmark: _Toc50638657]APPENDIX D: UNDERPINNING CONTRACT (UC) CROSS-REFERENCE 
Supplier Lists, including contact information can be found here.
Key vendor contracts supporting this service are:
· Oracle Procurement Cloud Service Support  (https://support.oracle.com)
· Listed below is LCPTracker Application Support Information.
       Call* (714) 669-0052 ext. 4 or email: support@lcptracker.com 
· Listed below is eMarket Place (Vinimaya) Application Support Information.
[bookmark: _Ref127345295][bookmark: _Ref127345344]Technical Support:  As part of the SaaS Services, Vendor will provide telephone (during Business Hours), web and email based technical support, troubleshooting, Error identification, isolation and remediation, and other assistance directly to Customer and its users to support Customer’s use, deployment and validation of the SaaS Services as necessary to support Vendor’s obligations under this Agreement.  The contact information for Vendor’s technical support organization is as follows: email vcare@aquiire.com and phone at 513-428-2273
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