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USDA Forest Service IT Infrastructure Performance Work Statement


Internal Forest Service Unit and Enterprise Level 2 & 3 Service Level Agreements for the End User Support Center (EUSC)

May 8, 2003

This document describes the 6 internal service level agreements that Forest Service Helpdesk staff  (unit and enterprise Level 2 and 3) use to provide helpdesk support to employees.  The diagram below illustrates the steps in the helpdesk service request when these SLAs (blue boxes) are applied.  A detailed description of each SLA follows the diagram.   The EUSC Level 1 contract with IBM also has SLAs associated with IBM’s service delivery.  Description of Level 1 SLAs can be found in the EUSC Statement of Work .
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1. Unit Level 2 Remote Support SLA

Service Description:

Provides Level 2 remote support for Servers, PC’s, peripherals, and business related software and mission support applications. Work is done by the Level 2 helpdesk staff from their desk/office using remote tools rather than going to the user’s desk/office to solve the problem.

Roles:
· Remote Support - Hardware/Software Maintenance, Repair and Troubleshooting

· Support for desktop/laptop/servers client includes repair, and troubleshooting of software, applications and operating system, not needing desk-side support.
Service Levels:

	
	Quality of Service

	Activity
	Measure
	
	Assessment Tools

	Time to Respond
	Response Time
	1 hour
	Trouble Tickets



	
	Minimum
	    99%
	

	
	Measurement

Interval
	Monthly Report
	

	Diagnostic with Estimated Time to Repair Desktop, Laptop, Handheld
	Resolution Time

Severity 2

Severity 3

Severity 4
	1 Day

3 Days

1 Week
	Trouble Tickets


	
	Minimum
	    99%
	

	
	Measurement

Interval
	Monthly Report
	

	Diagnostic with Estimated Time to Repair Servers
	Resolution Time

Severity 1

Severity 2

Severity 3
	4 Hours

1 Day

3 Days
	Trouble Tickets


	
	Minimum
	    99%
	

	
	Measurement

Interval
	Monthly Report
	


· Severity 1 – Critical system, network, or key application outage with severe impact. A large number of users on site will be affected. No alternative is available. 

· Severity 2 – Key component, application, critical system, or network is down, degraded, or unusable. Impact is potentially critical. No alternative is available.

· Severity 3 – A component, minor application, or procedure is down, unusable, or difficult to use. There is some operational impact, but no immediate impact on services. An alternative is available.
· Severity 4 – Component, procedure, or personal application is unusable. An alternative is available.
2. Unit Level 2 Desk-side Support SLA

Service Description:


Provides Level 2 desk side support for PC’s, peripherals, business related software, and mission related applications.  Problem requires L2 staff to visit user’s desk/office.
Roles:

· Desk side Support - PC Hardware/Software Maintenance, Repair, Troubleshooting, Setup & Configuration

Service Levels:

	
	Quality of Service

	Activity
	Measure
	
	Assessment Tools

	Time to Respond
	Response Time
	1 hour
	Trouble Tickets



	
	Minimum
	    99%
	

	
	Measurement

Interval
	Monthly Report
	

	Diagnostic with Estimated Time to Repair Desktop, Laptop, Handheld
	Resolution Time


	5 Days
	Trouble Tickets


	
	Minimum
	    99%
	

	
	Measurement

Interval
	Monthly Report
	

	Diagnostic with Estimated Time to Repair Servers
	Resolution Time


	2 Days
	Trouble Tickets


	
	Minimum
	    99%
	

	
	Measurement

Interval
	Monthly Report
	


3. Unit Level 2 Network Support SLA

Service Description:

Provides operational support for management, installation, troubleshooting and maintenance of FS network (LAN, WAN, Dial-up, VPN). 

Roles:

· Installation of infrastructure

· Maintenance, repair and performance checks

· System Security

· Programming/configuration of equipment

· Remote Access infrastructure troubleshooting

Service Levels:
	
	Quality of Service

	Activity
	Measure
	
	Assessment Tools

	Infrastructure Outage Time to Respond to Reported Outage
	Response Time 
	1 hour
	

	
	Minimum *
	90%
	

	
	Measurement

Interval
	Monthly Report
	

	Infrastructure Time to Repair
	Time to Repair 
	Next Business Day
	Ticket Data

	
	Minimum *
	90%
	

	
	Measurement

Interval
	Monthly Report
	

	
	
	
	


* Time to repair is highly variable based on the many potential issues that could cause the outage – some outside FS control (e.g. phone lines, maintenance contractors, etc.).

4. Unit Level 2 System Installation, Move, Add, Change (SIMAC) SLA 
Service Description:

Hardware Installation*, Moves, Adds, and Changes.

Roles:
· Device move 

· New PC installed*

· Upgrade PC

· Add peripheral to PC

· New Printer/Plotter installed*

· Upgrade Printer/Plotter

· Remove device (PC, Peripheral, Printer, Plotter)*

Service Levels:

	
	Quality of Service

	Activity
	Measure
	
	Assessment Tools

	Hardware Installation*, Moves, and changes
	Response Time
	Scheduled service date as negotiated with the user.
	Tivoli Records, Ticket Data

	
	Minimum
	    95%
	

	
	Measurement

Interval


	Measure monthly 
	

	Server Hardware Installation
	Response Time
	Within 10 Days of Scheduling
	

	
	Minimum
	99%
	

	
	Measurement

Interval


	Measure monthly 
	Tivoli Records


* - Requires coordination with local unit processes for planning, installation and surplus of desktop and peripherals.

5. Enterprise Level 2 Remote Support SLA

Service Description:

Provides Level 2 remote support for Servers, PC’s, peripherals, business related software, mission support applications, and enterprise networks.  

Roles:
· Remote Support for hardware maintenance, repair and troubleshooting

· Remote Support for desktop/laptop/servers including repair, and troubleshooting of software, applications and operating system, not needing desk-side support.
· Remote Support for network problems, including troubleshooting, repair, and security diagnosis.

Service Levels:

	
	Quality of Service

	Activity
	Measure
	
	Assessment Tools

	Time to Respond – PC and servers
	Response Time
	1 hour
	Trouble Tickets



	
	Minimum
	    99%
	

	
	Measurement

Interval
	Monthly Report
	

	Time to Respond – Networks
	Response Time
	1 hour
	Trouble Tickets



	
	Minimum
	    99%
	

	
	Measurement

Interval
	Monthly Report
	

	Diagnostic with Estimated Time to Repair Desktop, Laptop, Handheld
	Resolution Time

Severity 1

Severity 2

Severity 3
	6 Hours

1 Day

3 Days
	Trouble Tickets


	
	Minimum
	    99%
	

	
	Measurement

Interval
	Monthly Report
	

	Diagnostic with Estimated Time to Repair Servers
	Resolution Time

Severity 1

Severity 2
	4 Hours

1 Day
	Trouble Tickets


	
	Minimum
	    99%
	

	
	Measurement

Interval
	Monthly Report
	


	Diagnostic with Estimated Time to Repair Network Outage
	Resolution Time

Severity 1

Severity 2
	4 Hours

1 Day
	Trouble Tickets


	
	Minimum
	    90%
	

	
	Measurement

Interval
	Monthly Report
	


6. Enterprise Level 3 Support SLA

Service Description:

Provides internal Level 3 support for Servers, PC’s, peripherals, business related software, mission support applications, and enterprise networks. Level 3 work is typically software bugs, enhancement requests, hardware implementation issues or other difficult to solve operations problems.  

Roles:
· Remote Support for hardware maintenance, repair and troubleshooting

· Remote Support for desktop/laptop/servers including repair, and troubleshooting of software, applications and operating system, not needing desk-side support.
· Remote Support for network problems, including troubleshooting, repair, and security diagnosis.

Service Levels:
	
	Quality of Service

	Activity
	Measure
	
	Assessment Tools

	Time to Respond – PC’s and Servers
	Response Time
	4 hours
	Trouble Tickets



	
	Minimum
	    99%
	

	
	Measurement

Interval
	Monthly Report
	

	Time to Respond – Networks
	Response Time
	2 hours
	Trouble Tickets



	
	Minimum
	    99%
	

	
	Measurement

Interval
	Monthly Report
	

	Diagnostic with Estimated Time to Repair Desktop, Laptop, Handheld
	Resolution Time

Severity 1

Severity 2
	1 Day

2 Days
	Trouble Tickets


	
	Minimum
	    99%
	

	
	Measurement

Interval
	Monthly Report
	

	Diagnostic with Estimated Time to Repair Servers
	Resolution Time

Severity 1

Severity 2
	6 Hours

1 Day
	Trouble Tickets


	
	Minimum
	    99%
	

	
	Measurement

Interval
	Monthly Report
	

	Diagnostic with Estimated Time to Repair Network
	Resolution Time

Severity 1
	6 Hours
	Trouble Tickets


	
	Minimum
	    90%
	

	
	Measurement

Interval
	Monthly Report
	


· Severity 1 – Critical system, network, or key application outage with severe impact. A large number of users on site will be affected. No alternative is available. 

· Severity 2 – Key component, application, critical system, or network is down, degraded, or unusable. Impact is potentially critical. No alternative is available.

· Severity 3 – A component, minor application, or procedure is down, unusable, or difficult to use. There is some operational impact, but no immediate impact on service delivery. An alternative is available.

· Severity 4 – Component, procedure, or personal application is unusable. An alternative is available.
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