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	This document is a controlled document.

	Description
	Collects and describes agreement between the Service Owner and the Service Provider.

	Purpose
	The purpose of this document is to collect information that will enable the support of a defined service.

	Supersedes
	N/A

	Document Owner
	Kevin Coppert
	Owner Org
	Computing

	Effective Date
	9/1/2017
	Review Date
	At minimum annually
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	Version
	Date
	Author(s)
	Approved by 
Change Number
	Change Summary

	1.0
	August 2017 
	Brian McKittrick/Kevin Coppert/Uday Manikonda
	CHG000000013209
	New Document

	1.1
	January 2019
	Brian McKittrick/Kevin Coppert/Uday Manikonda
	CHG000000015359

	2018 Annual Review and updates based on usability project

	1.2
	September 2020
	Brian McKittrick/Kevin Coppert/Uday Manikonda
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Subject or Target for Document:  Outline responsibilities and expectations in support of meeting Service Targets as documented in the Service Catalog Document/SLA.
This Operational Level Agreement (“OLA”) enables Facilities Engineering Service to provide the Self-Service Property Application and serves as an internal agreement between Computing Service Providers and the Service Owner.  This document contains the activities/capabilities required to provide the service as intended.
The service levels defined in this agreement are in effect during normal operations, in the case of a continuity situation they may change.
Logistics and Application Support/Self-Service Property Application
Self Service Property Application Support
Service Provider:  Facilities Engineering Support Services (FESS - FE/SVCS)
Required Activity Description:  Support Self-Service Property incidents and requests; triage prior to escalation to Computing.  Incident and Request Lifecyle owner.
Support Availability:  8to17by5, excluding lab holidays
Activity Thresholds:  None Identified
Activity Measurement Report:  Standard Service Now Reports

Password Support
Service Provider:  Service Desk
Required Activity Description:  Support the user as needed for their Services password.  This includes directing users to the Self-Service Password reset application.
Support Availability:  8to17by5, excluding lab holidays
Activity Thresholds: None Identified
Activity Measurement Report:  Standard Service Now Reports

Sunflower Support
Service Provider:  Finance Applications
Required Activity Description: Support incidents and requests; maintain systems to ensure reliability of service
Support Availability:  8to17by5, excluding lab holidays
Activity Thresholds: None Identified
Activity Measurement Report:   Standard Service Now Reports

Apache httpd Website Hosting
Service Provider:  Web Services Administration
Required Activity Description: Support incidents and requests; maintain systems to ensure reliability of service
Support Availability:  8to17by5, excluding lab holidays
Activity Thresholds: None Identified
Activity Measurement Report:  Standard Service Now Reports
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Service Desk
· Utilize Knowledge, gather information and route tickets to FESS.
All Service Providers
· Categorize incidents and requests correctly
· Route tickets timely, so that targets can be met
· Provide services as described in Service Catalog documents in alignment with Fermilab Foundation SLA
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[bookmark: _Toc213019269][bookmark: _Toc233013686]This OLA will be reviewed yearly by the Service Level Manager, Service Owner and Service Providers. Changes to the agreement will be agreed upon and the OLA updated.
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Issues related to this agreement are to be escalated to the Service Level Manager.
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