



Company Name Operational Level Agreement
Introduction
Parties Covered by this agreement

Global Service Desk (hereon referred to as GSD)

Shop Floor Support 2nd Level (hereon referred to as Support Group)
Signatories

GSD – Global Service Desk Manager Name
Support Group – Shop Floor Support Manager Name
Start Date
10/1/03

Review Date

10/1/04
End Date
No End Date Specified

Scope
Coverage

This document details the handling of incidents reported by users of the Shop Floor Systems. This includes any computer (or computer related) hardware and software. It does not include non-computer instrumentation or devices.
Responsibilities Overview
GSD

1. Creation and maintenance of support groups membership lists

2. Reception and logging of incidents

3. Determining priority of incidents

4. Transferring incidents and notifying appropriate support group

5. Follow up on High and Urgent priority incidents until ownership is acknowledged

6. Train the support group in the use of the incident management system (if requested)

Support Group

1. Provide GSD with timely and accurate group members, contact information, and support hours
2. Educate customer base on how to identify the type of support issue when contacting the GSD
3. Provide the GSD with any training and relevant documentation to assist in identifying and resolving incidents

4. Notify the GSD of any outages or changes to the operation of the supported system

5. Update tickets assigned to their queue in timely fashion
6. Contact the GSD upon notification of High or Urgent tickets to acknowledge ownership

7. Resolve incidents reported to the GSD by the customers

8. Transfer any incorrectly assigned tickets back to the GSD in a timely fashion

Responsibilities Details

Creation and maintenance of support groups membership lists

The GSD will create and maintain the email, paging and after hour contact list within the times specified in the Service Hours section.
Reception and logging of incidents

The GSD will provide first level telephone support for shop floor related computer incidents 24 hours a day, 7 days a week. The calls placed to the GSD by customers of the Support Group supported systems will be logged into the incident management system. Included in the logged information will be verified contact information, categorization, and description of the incident. If the calls can be resolved by the GSD, the ticket will indicate the steps taken to resolve the incident.
Incidents may also be reported by:

Fax at Fax Number Omitted
Email at Email Address Omitted
By the customer leaving voice mail on the main GSD phone line

These three options are not intended for high or urgent priority issues and there may be a delay before issues reported this way are addressed.

Determine Priority of Incident

If the customer calling in the incident indicates that the issue is urgent, the GSD analyst will try to determine if the reported issue meets the criteria for raising the priority of the incident.

The criteria for being High Priority are:

1. Multiple users affected

2. Affecting a production system (product is not shipping, manufacturing affected, etc.)

3. Affecting the ability to make a deadline (FDA Submissions, Critical meetings, etc)

The criteria for being Urgent Priority are:

1. Entire division affected

2. Entire Site affected

3. Company wide

It is at the GSD analyst’s discretion to indicate whether reported incidents are high or urgent priority. All urgent priority incidents will require notification of the Company Name’s IT upper management immediately upon the raising of the priority to urgent.

Transfer of responsibility and notification

If the calls cannot be resolved by the GSD, the incident will be transferred to the support group’s assignment queue within the times specified in the Service Hours section.

Assignment to the support group’s queue will automatically generate email detailing the nature of the incident, contact information, and severity. This will be sent to all the users associated with the support group’s notification members. 
If the GSD analyst determines that the incident is of high or urgent priority, the GSD will page the group members associated with the support group’s paging members. See the attached worksheet. 

If the high or urgent priority incident occurs after hours (see Service Hours section) then the GSD will follow an escalation process to contact the specified on-call analysts and/or assignment group manager. See attached worksheet.
Follow up on High and Urgent priority incidents until ownership is acknowledged

For all high and urgent priority tickets, the GSD will continue trying to contact the support group via email and/or paging and/or telephone until either the ticket is updated or they have spoken with member of the support group. See the attached worksheet.
Train the support group in the use of the incident management system (if requested)

The GSD will provide training on the incident management system upon request. This training will be based on printed documentation and either live instructor led training or remote conference call instructor led training.
Provide GSD with timely and accurate group members and contact information

The support group will provide the GSD with the following information for each member of the support group:
Name

Title

Work Number

Pager Number

Pager Vendor

Home Number

Always or Scheduled On-Call

Home, cell and pager numbers are only required for the group’s manager and any team members that are on-call. See the attached worksheet. If the team member has never contacted the GSD, additional information such as Location, Mail Stop, NT Login Name, etc. may also be required. 
All groups require one member to be defined as the group’s manager and director. These will be the responsible parties for escalations. 
The normal business hours and time zone of the support group’s operation need to be defined. If any members of the group are on a Scheduled On-Call rotation, the GSD will need to be provided accurate on-call scheduling information within the times specified in the Service Hours section. See the attached worksheet.
Educate customer base on how to identify the type of support issue when contacting the GSD

It is the support group’s responsibility to educate the customer base on how to identify the systems in such a way that the GSD will be able to associate the call with support group’s area of specialty. This should include key words that the GSD can look up in the knowledge base or contact names that can be cross referenced to the support group’s members. Failure to educate the user on identification will cause incorrect ticket assignments and delay the customer receiving support.

The customer should also provide any relevant information to the GSD that, when included in the ticket, will allow the support group to quickly resolve the incident without having to contact the customer for additional information.
Provide the GSD with any training and relevant documentation to assist in identifying and resolving incidents 

The support group will provide training and documentation on the supported system. This training and documentation should allow the GSD analyst to discuss incidents with the customer and the support group in a knowledgeable manner.

Any training or documentation that enables the GSD to resolve the incident on the first call, or the GSD to accurately capture data for the support group will dramatically improve the customer perception of Company Name IT.

Notify the GSD of any outages or changes to the operation of the supported system 
The support group will notify the GSD of any planned outages as soon as soon as the support group has determined the time period of the outage. The support group will make the GSD aware of any unplanned outages whenever the support group determines that a service they support is affected.
The support group will also inform the GSD of any changes that will affect the customer’s perception of the supported system or any changes that will affect the GSD’s ability to support the customer.

Update tickets assigned to their queue in timely fashion

The support group will update any incident tickets assigned to their queue within an agreed time period. See Service Hours section.
Contact the GSD upon notification of High or Urgent tickets to acknowledge ownership 

The support group will contact the GSD immediately upon receiving notification of a High or Urgent priority ticket assigned to their queue. This can be done by updating the ticket or calling the GSD and speaking with an analyst. Using email, voice mail or fax is unacceptable for notifying the GSD that a High or Urgent priority ticket has been received.

Resolve incidents reported to the GSD by the customers 
It is the support group’s responsibility to resolve incidents reported to the GSD within the times specified in the Service Hours section.

Confirmation of that the incident is resolved should be obtained from the customer who reported the incident before changing the ticket to a resolved status. The actions taken to resolve the incident should be clearly documented in the ticket’s resolution summary and resolution details. 

Transfer any incorrectly assigned tickets back to the GSD in a timely fashion 

If a ticket is mistakenly assigned to the support group’s queue, it is the responsibility of the support group to either assign the ticket to the correct group or back to the GSD assignment queue of B.HELPDESK within the times specified in the Service Hours section.

Service Hours
Lead time for change to group membership requirements

Creation/Maintenance of support group’s membership lists lead time requirements

Update to email distribution group: 3 business days
Update to paging group: 3 business days
Update to on-call list: 3 business days
Deadline for updating tickets assigned to the support group’s queue

Time requirements for support group to update tickets.
Initial update after transferal of ticket to group’s queue: 4 business hours

Time period between updates for tickets in Work In Progress status: 100 business hours

Change of status to Resolved after incident resolution is confirmed: 1 business hour

Transfer of incorrectly assigned tickets to correct queue or back to GSD: 1 business hour

After hours support time period definition

On-call support members will not be contacted on normal priority incidents after normal business hours. The period which the GSD will follow the after hours notification process will be:

Weekends

Company Name site holidays

Working days after 6:00 p.m. eastern

Working days before 6:00 a.m. eastern

GSD transfer of ticket to support group’s queue

The GSD will transfer all incidents to the support group’s assignment queue within 15 minutes of the correct support group being identified.

Reporting
Custom Reporting

The GSD has created a web site at http:websiteaddressomitted that allows the support group to report on tickets. Clicking on the Custom Reporting link will allow group members to define search criteria including:

Group assignment

Open/Resolve Date

Status

VIP

Priority

The search results can be displayed either as a summary report or full detail.

Weekly Reports

The GSD runs a report every Monday that shows all tickets that have not been modified for greater than 100 hours. Each support group’s manager is emailed pages of this report for the groups that they manage.

Signatures

By signing this document, you are committing to all provisions stated in this document. If you have any questions regarding this document or wish to negotiate the details of service levels stated in this document, please contact the Global Service Desk at Phone Number Omitted or Phone Number Omitted and ask to speak with the manager or supervisor.
GSD_______________________________________________________________________
Date_______________
Support Group______________________________________________________________
Date_______________
Worksheets

Contact List

	Name
	Title
	Work #
	Pager #
	Pager Vendor
	Home #
	Always on-call
	Scheduled on-call

	Name Omitted
	Shop Floor Support Manager
	xxx-xxx-xxxx
	xxxxxx
	MCI
	xxx-xxx-xxxx
	Yes
	No

	Name Omitted
	System Anaylst
	xxx-xxx-xxxx
	xxxxxx
	Skytel
	
	No
	Yes

	Name Omitted
	Support Specialist
	xxx-xxx-xxxx
	xxxxxx
	Skytel
	xxx-xxx-xxxx
	No
	Yes

	Name Omitted
	Support Specialist
	xxx-xxx-xxxx
	
	
	
	No
	No


On-Call Schedule

Normal business hours for the Shop Floor Support group are from 8:00am – 5:00pm eastern time zone. After hours are between 5:00pm and 8:00am eastern time zone. The following group members are to be notified for any incidents that are of either high or urgent priority that occur after normal business hours:
	Start Date
	End Date
	Group Member

	10/4/03
	10/10/03
	Name Omitted

	10/11/03
	10/17/03
	Name Omitted

	10/18/03
	10/24/03
	Name Omitted

	10/25/03
	10/31/03
	Name Omitted
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