Service Level Management

Mandatory Criteria

1. Does the tool support the management of Service Level Agreements?

Comments: Yes. SLA’s are supported and managed via the Contract record, Service
Catalog, Item Type, SLA Location Code, and CI (Configuration Item).

Contract Record SLA (default)

Cl Management

Search Assign TAMs | Location SLA |  tem Type SLA Risk Managemen

*Expires

*Contract Humber] g
001 |
*CO Phone:

Days.
PPM Hours:

w
allzllg
@

Customer Hame | 1 Days of Service: [ ] Include Saturday in SLA
COTR{ . Billable: [ "] NO PPM Hours Start: o7 |[og | [] include Sunday in SLA
COTR Phone 50 Travel: [ | MO PPM Hours End: 15 |[ng [ ] Include Holiday in SLA
COTR Email: Taxabie: [ Send email nolifications on if STA vali==sreaal qiet by |
L the % Time Lapsed specified below.
BOM: ¢ oilly, Thomas A. vA MNen-Revenue: [ ] NO sponse SLA Hrs:[ Email TAM @‘)S'I'lme Lapse —ElnallHJM@%'ﬁme Lapse|
Customer Contract # 1 55 *On-Site SLA Hrs: Email TAM @ ¢5 | % Time Lapse -Email BOM @ 75 | % Time Lapse
[Contract Modifications; | QA: [/] (Repair SLAHr={35 | Email TAM @[g5 |% Time Lapse Email BDM @ 75 | % Time Lapse

CIRFC s Contract Documents

TAM! avid Humes
Last Modified By: Coutoulakis, Emmanuel

Contract Numbergn=5_nog

[ use PPM Hours for SLA
l:l Include Saturday in SLA
[ include Sunday in SLA
l:l Include Holiday in S5LA

*|tem Type:| Blindness Hardware

518 coda
SLA Hours:[3
*On-Site SLA Hourssz4 |

A Hours:

[ Include Holiday in SLA

Last Modified: 9!512007

Modified: 6/ 18/2008
Agritellis Last Modified By Vespe, Robert R.

Last
Last Modified By: ;, Elias C.

Contract Cl Management

lContract Mumber:
PO

PO
A POC

Phone

Inlo

J

At POC:]

cCoMEPAC

1

ECF SMaLL

State:

— Feesio |
Sernial # 1 wWwS001Z002202 | Serial # Log Serial # Summary e s
Ol Serial #0031 SCED LK L ] Wearranty Start |- ||
Mo Types| oo oor ~] Wearranty Endd{ 3 3 | -[1a |- | =t
Subcomponent] ywhole Unit ~ | Agencyl s COURTS
Model: o oo | SitelLocation: i+ - E - DIsTR
Description: S orver whole ot | Addressz2:
Manufacturer: ~ | City

le Status:
Asset Tag: ] Response SLA Howrs: <
Urgenocy: 4 - One-Site SLA Howrs: O
impact g ~ Repair SLA Howrs:| O

2. Does the tool support the management and monitoring of Operational Level
Agreements and supplier performance metrics?

Comments: Yes. OLA’s may be monitored, tracked, and reported on by using the ad-hoc
reporting system to interrogate the contract CI’s ‘Up-time” and ‘Availability Percentage’
values, or, reports may be created to identify missed OLA’s in response, on-site, and,

resolution a

reas.
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Service Level Management

Cl uptime and availability screen....

Cortract # coez.opp 0 | FOC Phone: 7z-555-1212 | B4 | Customer D0 # 1 55,
POCT| e Leiber Alt POC Phone: | Exta| | Custamer DO Dteqy |13 [zoo7 |
mteoC Price: Maintenance DO# 1554
Serizl #sns7e5 | Serial # Log. Serial # Summars Frice Type: ™ | Maintenanca DO Date:
Oid Serial # ] Warranty Start 2 DO Due Date:
tem Type oo ppar ~| Wearrarty Endi oo |12 |zo1a | ship Dste: 02 |10 |zo07
Subcomponent| uhale Unit ~| Agency1p g Install Dates o |12 |2007
Model | cEvsnicwe ] SitefLocation: s 000 Ellin Read Training Date:
Description| [Ta_cenTRAL ] Addrass2: Billable: [
Manutacturer| 1 TeL ~| City: 2 nham Mot Active: [
Guantity 1 Ststemp | Zie: Last Mod: 7 /15/2008
LN Litecyele Status:| [ called v La=thod By: Hadjikyriakou,
Asset Tag|ppcizsa | Response SLA Hours: | [] External Data
Urgency| 5 - On-Site SLA Hours: . Use PPM Hours for SL&
Impact| 5 - Repair SLA Hours: za | Includs Saturday in SLA
Friority: 5 - Sales Order #::I Include Su i
Imwoice Mumber SkU #:—| lude Holiday in SLA
Check Invoice]| 1y, a Service Coverage Start Datelgz |13 2007
Sarvica Coveraga End Datso> 12 2012 Annual Up time: 4032 theurs)
OEMMamanty Start Date{g; |13 [2007 Aussilbility: 937 %
OEM Warranty End Dateine [12 2010 Change Requasts{o |

Camments

Used mainly to provide public use folders to employees for data back-up and to provide a location in
which to place public and frequently used utilities.

Corfigurstion: | @ irarme: [TG_CENTRAL
[PAddress: 194.168.4.111

Raole: Prirmary Dormain Controller 4

I3

Ad-hoc report (example of Incidents with missed response OLA’s) for Jan 2008
Incident SLA/OLA Response Missed Report Jan 2008

IncidentID ResponseSLAHours 'ORResponseSLAHours ContractlD}
119633 19.02 4 532
119749 4.94 2 332
119839 435 3 532
119863 32900 2 332
120000 2352 4 332
120077 144 2 532
120133 9.69 2 332
120134 12197 60 532
120157 6.63 2 332
120169 343 2 332
120354 52.64 2 532

Supplier Performance: Supplier performance is gathered by entering the performance
measurement on each incident and purchase order within CENTRE. To ensure a
performance value is entered, the system will not permit the closure or completion of
transactions until an entry is made. This measurement is aggregated to an overall average
for the contractor or vendor. Once a contractor or vendor is rated as failing, they may
longer be used for services. The manager of the contractors or vendors must manually
reinstate failed accounts, thus, compelling an evaluation of the failed supplied or vendor.

Subcontractor Record

5“"ﬂ’m’*‘—'ﬂ.:":Inﬂ.rnerilzan Systems Consultants (2 Federal 1D cq_goozoo0z2
[#] Incorporated Sign On Dated 3 |15 |zo01 |
SEmI'IrLeveI:I MEI- HUD vl Status: acpia v|

Last Evaluation Date: o4 |09 2008
Rabng|=.514324 Recent Rating Performance Trend:
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Incident Record where each rating is individually entered

Service Record #: Contract #: Service Record Category:Catalog Service: Status: Priority:
[1o6545 |zos8-000 | 1ncident + | [ Beneral Maintenance & Support v closed w2 ~
Reference Incident #: Reference Request #: Reference Event #: Customer Reference # Sub Reference #: Customer Order #: Clas
| 1 ] [1zeseas [ || [
POC |[g226 | Lookup Engineer: salect |  Openedios [13 [=00
POC @ 1 Engineer: | Contactedios [13 [z00
Alt POC: Pho | ] Operator: Salect w | Dispatched:os [13 |z00
Caller: 51 Ph: | ] Lookup TAM: Salect v | Confirmed:os [13 |z00
HUD ““t'Seager, Terence P. | On-Site< 06 |14 |z00
200 North High Strest Lookup SME: Salect w| MextEWAjos |18 |200
City: Columbus State: Zip: 43215-2463 | SME{ pon nar. Fradarich V. 06 18 [z00
DELL Madel: | 5200 | Reilly, Thom==a— Closed: 06 |18 |[z00
w"LSEHzL Deseripfion: printer | Sub! Computing Resource Maint w
New Serial #: [] SiM verified b = = Shipped Date:
AssetTag #{ 047224 | EN | Urgency:
Mem Type: Srintar | U Impact:
Other | ——— Service Record Type:

Vendor Record

Wendor: |AZERTY |

*Phoned: snp-gsgs-g080 | PhoneZ: | gnp0-gs2-s080 | Fax: |716-662-76516
Email: | |

Addressi: [ 3 CENTRE DR. ]

City: [ ORCHARD PARK | sState: |y | Eipc 14107

FPOC: wWiILLIE x22385 ]
=Status: | a4

Purchase Order with an individual rating for this order

PO Mumber sosoa | newente] Contrast #i7220-00
*wendor Mame:| azERTr ~Ship Wia:
Address: 1= CEMNTRE DR . *=Ship to:
Address *Ship to Address1:

City:]] ORCHARD PARK Ship to Address2: Bldg. 10

MY | ZTip:|i1a127 | =Ship to City: Bethesd

TPOC:H WILLIE X22385 | =Ship to State:pao | 7

*POC Phone: goo-888-8080 N | *Ship Attn tox| Stacy Cc

Werdor RS 2] | *Ship to Phone: 201 -402

Terms:| Co

MET 20 DAYS

TLE-5652-T516
=3

-
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Service Level Management

3. Does the tool facilitate the automation and management of service level targets in
terms of automated business rules, alerts, escalations and notifications?

Comments: Yes. Service level target rules and notification is accomplished by
identifying a percentage of elapsed time used in the SLA window. A monitoring alert is
triggered and sent to selected parties for escalation.

Contract SLA monitoring alerts

Item Type SLA Sites Risk Management Help

New Search Cl Management

*Contracthumber{goz2-000 | PPM Rate:gg 33 | *Expires{ 10 |~[14 |-[2011
0 o OPPM Rate Days [] External Data
*CO Phones7 Sunday Rate: PPM Hours: gap - ¢ Use PPM Hours for SLA
Customer Name:| g i 2 Days of Service! |\ TF [] include Saturday in SLA
COTR:] Billable: [ ] NO PPM Hours Start 0z |0 | [] include Sunday in SLA
COTR Phane: Travel: [/] YES PPM Hours End: oy i
COTR Email: Taxable: [ ] NO v_ not met by
2 the % Time Lepsed specified below
BOM: ooy, (nomas A. ~ “-on-Revenue: [ NO *Response SLA Hrsy Email TAM @E%'ﬁm@ Lapse -Email BOM @El!b'ﬁmel.ap
Customer Contract #; *On-Site SLA Hrs{g Eﬂm@E%rmLapseﬁ-ﬂEﬂl@El%l’mlapse
Contract Modifications: | @A: [] YES *Repair SLA Hrs 5 Email TAM @[p | % Time Lapse -Email BDM @|p | % Time Lapse
TAW 16hn Smith/Adrian Hicks ] *Contract Status:/ iy |9 — o
Last Modified By: Hwang, Regina Y.K. Last Modified: 1/20/2008
2:12:38 PM

Invoice Address

Other custom alerts may be created using the Potential Problem Management System
(PPMS). A scan (hourly, daily, weekly, or other customized period) may be established
to notify a user or group of users when an SLA type has breached. The scan may be
customized with infinite flexibility using the Ad-hoc reporting system.

PPMS Record to scan Incidents on a daily basis for SLA breaches

Sean Request Name! ;.4 51 A Response

Scan Incidents for Missed SLA response times

Scan Request Query: 5o [ncident SLA Respense Missed |
T ————

Problem Status:

Known Issuea A

Scan Status: st + | (This scan request will only be executed if Active)
scan Humber of Days Prior to Current Date: 5|
Scan on Date Column: " fy—— + | Select the Date Column upon which to apply the Number of Days query)

TyPe: Dgys w | [Select Hours or
Frequency Value: | |
Number of Matches: | |
Problem Assigned To User: Vespe, Robert R. Py |

robert.vespe@itgonline.com

ves ||

Select SrveCall.SrveCallID as [IncidentID].SrvcCall.ResponseSLAHours as -~
[ResponseSLAHours],SrvcCall. ORResponseSLAHours as
[ORResponseSLAHours]. SrvcCall.ContractID as [ContractID] from SrvcCall SrevcCall =
where SrvcCall.ContractID in (Select ContractID from GroupContracts where
_ = 1) AND st
Comments:
Daily E-mail notice of Incident breaches to response time to Incident.
| Folders O o) fodvew - |2 X b @3 |0 - |5 0 W] @nep
= 5 Robert Vespe ' | D|Q|From |Subject
ﬁffale:di -  ITG-CENTER Scan Request - Missed SLA Response
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Service Level Management

E-Mail Message

4Reply - L'$Forwa.rd|.j Fav e e )(|A ?|@)Help
From: ITG-CENTER. [unknown] Sent: Thu 5/8/2008 12:00 AM
To: Robert Vespe
Co
Subject: Scan Request - Missed SLA Response
Attachments:
Scan process has found 4 potential problem record(s)

Daily Report of SLA Response Time Breaches

\ DateTime Created IncidentID ResponseSLAHours ORResponse SLAHours
/50,2008 4:10:17 PN 119860 887 2
/30,2008 4:10:17 PIJI 1280946 4.15 4
30,2008 4:10:17 PRI 128420 5.79 4

4. Does the tool facilitate integration with monitoring and event management tools
to enable triggering of service support related actions based on established
thresholds?

Comments: Yes. There are several ways to facilitate these actions:

Using the “Notification Events’ subsystem, notifications pertaining to service levels may
be triggered based upon threshold evaluation. Email notifications may be sent to users,
stakeholders and any other individuals as desired.

MAIN TABLES

Alerts Configure system provided alerts notifications
Vendors Manage vendors

Notification Events Configure automatic email notifications

Manufacturers Manage manufacturers

Mthar Fmiaila Manana awvtarnal armail addraccas

Using the PPMS system, a user may define thresholds which work in conjunction
with its associated Ad-hoc scan to notify appropriate individuals or groups. The PPMS
scan may search for particular incident types (disk usage alert or other event type) and
notify particular individuals or groups. These individuals or groups may perform service
support actions as necessary.

Integration Technologies Group (ITG) ITIL V3 Service Level Management
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Service Level Management

5. Does the tool manage the scheduling of the review cycle and renewal of SLAS,
OLAs and Supplier Contracts?

Comments: Yes. Review cycle schedules may be managed using the Ad-hoc reporting
system or the Contract Expiry alert notification. Review cycle reports for Contract
reviews (expired or nearing expiration dates) may be created via an Ad-hoc report.

Contract Expiry Notification

I P Pa WA ET B Motify Contract Expiry -
Select Contract:

BDM notification of selected alert for all contracts m m

Acree. Marcus D.

Adams, Johnathan
Adegbokun. Soloman
Adewale, Ololade B. (Bobby)
Adewodu, Doyin

Admin

Affortu, Farouk

AFSCME £
Agritellis. Elias ()
Agritellis. Elias C.

g

I

€

Ad-hoc Report of Subcontractor Evaluations more than One Year Old

Query Results

SubName Addressl City State Phonel LastEvaluationDate
A C SYSTECH, Inc. POBOX 131 Charlemont DA 034-752-6603 3/3/2003

Z Castillo Compu-Tech, Inc. 5020 Mepherson Road Laredo TX 036-726-4224 1/12/°2006
ALTESC-Inc. 5744 E. Shields Ave. Fresno CA 5530-348-2400 271472006
American Laser 101 Summerset Lane Huntsville IAT 1256-858-6040 2242006
Z Chip Computers & Related Sve. 21 N. Mulberry St. Lancaster PA T17-393-0683 10/142005
Z CHM-Computer & Hi-Tech Management 412 Investor's Place #102 Virginia Beach VA 300-266-0794 10/5/20035
PC Medic 110 Conewango Ave. Warren PA 814-728-6056 3/3/2006
AutoTek Computer Service 5 Kane Industrial Dr. Hudson MIA 078-368-9722 1/18/2006
B & S Computer Services 6201 Veterans Plowy, Suite J Columbus GA T06-322-0566 2/10/2006
B&N Computer Repair 4536 Buffalo Gap Rd Abilene TX 325-695-8420 1/12/2006
The Computer Bug 21 Main Street North Adams A 413-662-2776 13/9/2003
Burton Computer Service 121 English Village Dr. Long Beach DS 228-863-09300 53/2/2003

Ad-hoc Report of Vendor Evaluations more than One Year Old

Query Results

VendorName Address1 City State  Phonel LastEvaluationDate
@ To 5 Computer Supply Dist., Inc 1548 The Greens Way. Suite 2 Jacksonville Beach FL 204-280-2544 6/9/2006

\ASI 48329 Freemont Blvd FREEMONT CA 510-226-8000 8/24/2006

6. Does the tool facilitate the automation and monitoring of supplier contracts and
agreements with third party suppliers?

Comment: Yes. As depicted in the previous question, an ad-hoc report can filter out
expired or nearing expiration contracts and produce reports specific to user needs.

Integration Technologies Group (ITG) ITIL V3 Service Level Management
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Service Level Management

7. Does the tool automate service availability and performance threshold monitoring
against defined Service Level Agreements?

Comments: Yes. Service availability and up-time hours are automatically maintain on
the CI. Using these values, an ad-hoc report may be created by contact to use in the
comparison to defined SLA agreements.

VIEW CONFIGURATION ITEM
Contract # o2 2-0op POC Phomed 7g-555-1212 Ext: Customer DO #: 3 oo,
POCT o Leibor Alt POC Phone: Ext: Customer DO Datel 0y 13 |2007
At POC Price: Mairtenance DO #1524
Serial #[S057es Serizl # Log Serial # Surmer Price Type: Maintenance 00 Date:
Old Serial # Warranty Start: 0> |13 | 2007 00 Due Date:
tem Trpe sopyer - ‘arranty Enclig> [12 [2010 Ship Dateg> 10 [2007
Subcomponent: i o la Unit - Agenoy (g Install Date: 0o |13 |zo07
Model | cEs01cwe SitedLocation: 5 000 Ellin Read Training Date:
Desoription]| [To_cenTRAL Address3: Billable: [
Manufacturer: 1) B City: | o ham Mot Active: [
Quartity | State: | Zip: Last Mod: 7/15/2008
CLIN{yomq Lifecyele Status: 1oy = Last Mad Bv.él:‘)d.gléyﬁaknu,
Asset Tag  ppc1234 Response SLA Hours:y [] Estern=l Dat=
Urgency| 5 P On-Site SLA Hours:[ Use PPM Hours for SLA
Impact: - Repair SLA Hours: o4 Include Saturd=y in SLA
Pricrity: 5 - Sales Order #: Include Sunday in SLA
invaice Number SKU # Tid= Holiday in 51
Check Invoice: 1, - Service Coverage Start Datel g2 |13 | 2007
Service Cowverage End Dateln> [12 [z012 Annusl Up time: 4032 thours)
OEMMamanty Start Date{g; |13 [2007 Aussilbility: 937 %
QEMMWarrsrty End Dated o> 12 [2010 Changs Requests: 0
[ it
SMMEMS] || ced mainly to provide public use folders to employees for data back-up and to provide a location in
which to place public and frequently used utilities.
Corfigurstion: | @ irarme: [TG_CENTRAL -~
IPAddress: 194.168,4,111
Dormaintame: itg.itg. carmn
Fole: Primary Domain Controller ~

8. Does the tool facilitate reporting against SLA requirements? For example, reports
of service achievements against SLASs, reports of reasons for Service Level
Agreement breaches and report of service exceptions against SLAS.

Comments: Yes. Using the SLA Performance Report, SLA performance is list by
entered date ranges.

SLA Performance Report
MEASUREMENT & ANALYSIS
Reports marked with a (¥) will only retrieve data from year [zoos |and beyond. You may change this to access data prior to the current year.

parts ) Owed by FE » 7 Days - (Y) C Owed by Sub > 7 Days - (Y)
O Al = 7 Days - (Y)

Activities O AR Owed by FE - (Y) C AR Owed by Sub - (Y)
Service Record O Find Senice Record Percentage (Performance Measurements) (' Find Service Record Percentage By Hour (Performance
) Item Type Senice Record Summary By Contract and Measurements)
Item Type (Project Performance Measurements) > Open Senice Records By Contract
) TAM Open Service Records Not Dispatched > TAM Open Senice Records Dispatched
) TAM Open Senice Records Dispatched w/Parts Shipped ' Compan aceCard (Prpject Performance Measurements)
O Senice Records and Service Record Complaints By Regje C Item Types in Senice Records Vs Toniact ftem List

(' SLA Performance For Each Contrac

O Seniice Record Performance By Serial Number

Date Ranges
SLA PERFORMANCE FOR EACH CONTRACT
The mandatory editing fields are indicated with an asterisk *

*Date Range - Start: £ [}\*
*Date Range - End: £

Integration Technologies Group (ITG) ITIL V3 Service Level Management
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SLA Report
[% SLA PERFORMANCE FOR EACH CONTRACT
Selected Date Range: 02/01/2008 - 02/29/2008
Contract Repair SLA Response SLA Total Incidents TPtaI Incidents % Repair SLA | % Response SLA
met met with Responses met met
4333-000 6 6 7 7 85.71% 85.71%
4550005 0 1 1 1 MA 100.00%
5263-000 15 14 20 16 75.00% 87.50%
7451999 ] T 7 7 MA 100.00%
1647-222 0 5 5 5 MHA 100.00%
8001-003 2 2 2 2 100.00% 100.00%
8032-000 49 49 49 49 100.00% 100.00%
8042-000 14 14 14 14 100.00% 100.00%
Contract Repair SLA Response SLA Total Incidents TPtaI Incidents % Repair SLA % Response SLA
met met with Responses met met
ALL 1726 1553 1906 1572 94.47% 98.79%

Reports of service breaching and service exceptions against SLA requirements can be
created using the Ad-hoc reporting system.

A customized table with common explanations of SLA exceptions and SLA breaches will
be used to group and make these records reportable. The entry of additional information
beyond the table of explanations will permit the recording of additional details.

Query Results
Comments IncidentID Inci ATXIDI ificati ModifiedByUserID SLAI SL SLAFxemptOffDate/SLAExemptOfiTime SLAFxemptOnDate SLAF xemptOnTime
POC is out of town 126259 21230 4/472008 m 0 0 3/25/2008 18:42
Auto 126932 21231 /472008 m 1 0 47472008 1747
Entered on® 4/4/2008 6:44:06 PM by-Almonte, Carlos R_left vm for Liem 121017 21232 /42008 108 o 0 4412008 15:04
test for reason 27020 2123 51972008 i) 0 888 5/102008 0907 5/9/2008 09:07
Auto 127025 21234 6/19/2008 195 0 002 6/19/2008 1401 6/19/2008 1400
Aute 127026 21233 6/20/2008 6 1 003 6/2012008 16:41 6/20/2008 16:38
Aute 127026 21236 62012008 26 1 0.02 6202008 16:51 62012008 16:30
=0 127000 21237 6/23/2008 162 1 007 62312008 1007 612312008 10:03
Auto 127009 21238 62372008 162 1 0 6/23/2008 1056
126900 21239 6/23/2008 162 o 0 6/23/2008 11:07

Auto

Integration Criteria

Terminology
1. Does the tool’s use of terms and definitions align with ITIL terms and definitions?

Comments: Yes. The tool has been certified as ITIL compliant for Incident, Change,
Configuration Item, and Problem Management.

Incident Management
1. Does the tool support Incident Management by automating, escalation, and
notification activities based on response and resolution targets?

Comments: Yes. Incidents are under SLA management and automatically report (notify)
on SLA response and resolution targets (see question 1, page 1).

Integration Technologies Group (ITG) ITIL V3 Service Level Management
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Service Catalog Management
1. Does the tool support the management of the Service Portfolio by tracking and
reporting on service attributes and levels published in the Service Catalog?

Comments: Yes. Service levels published within the Service Portfolio and Service
Catalog are tracked on the incident, fulfillment, and event management records and may
be reported by attribute and service level using the flexible abilities within the ad-hoc
reporting system

Service Record #: Contract #: Service Record -Catalog Service: Statu
[125050 |z088-000 | tncident N\ _¥| | e Y cle
Reference Incident #: Reference Request#: Reference Ewvent REfeTETICE #: Custo

[ [ | | J [1280898 | | | |
poc: 2035 | taokn Srine s v

[=Ta o = P . — . e — 1

Change Management

1. Does the tool provide SLA access to Change Management? For example, access to
Service Level Agreement details, implementation windows, change blackout
periods, and availability requirements.

Comments: Yes. Service level agreement details, implementation windows, change
blackout periods, and availability requirements may be documents, special instructions,
or, remarks stored to the Contract record.

ortract Mumber (5032000 PPMRatelog 32 *Expire= {10 -[14 | -[2011 Closed Oub[— - -[
sCo: OFFM Rateas | Days Extended[— [~ Esternal Data

*C0 Phone: Sundsy Rstep PRM Hours[gam - ¢ [¥ Use PPM Hours for SLA
lustomer Name: 1 Minimumz— Days of Servics{LTwTF [~ Include Saturdayin SLA
COTR: Billable: [~ NO PPM Hours Startfog [oo | [~ Include Sundayin SLA
COTR Phone: Travel: [ YES PP Hours End[z0 [on I~ Include

COTR Ernail : Tax=ble: [ NO Send email

= on
the % apsi cified beic
EDM:IREi“\,’, Thormas A, ;I Nor\-Revanue:I_ NOD *Responss SLA Hrslq Ermail TAk @ID %0 Time La mail BDM@I o
ymer Contract #0n-Site SLA H=[g— | Email TAM @[5 | % Time Lapse -Email BOM @[5 %
# Modificationsg— | oA 7 YES *Repair SLA Hrs 2 i [0 YeTime Lapse -Email BOM @[5 | %
TAM.IJOhn Smith/Aadrian Hicks *Contract StatusIAct e 'l Contract Docurnen ts
ast Modified By: Hwang, Regina ¥.K. Last Modified: 1/20 /2008 Contract Cost/Budget Documents
112:38 PM
Involce Address
fress1| 2/ TITAN CORPORATION Address243 4 555 FREEDOM DR, STE10000
City[RESTOM Statefip,
Zirfz0120 AtNESs ACCOUNTS PATABLE

Remarks:

pecial Instructions:

foz/os
Call operator will:
~ASSIGEN JOHM SMITH (EVEM) AS THE TAM

S/2T7/02 1623pre
when equipment is not shawing covered via US
Courks spreadsheets, contrack book, past calls and

Integration Technologies Group (ITG) ITIL V3 Service Level Management
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Configuration Management
1. Does the tool facilitate the linkage of unique service levels to people records or
Configuration Items?

Comments: Yes. SLA’s are supported and managed to the CI level.

Cl Manaﬁement

Contract Number: gpz2 000 | POC Phone:
POC Alt POC Phone:
Alt POC: Prices o
Senial #ywgoo13002202 | Serial # Log Serial # Summary Price Typed g
Old Serial #0031 5cPD1KO14 | e N B
Item Type: sorvar P Walaﬂ;rEnle.-E
Subcomponent! ywihole Unit w Agency |5 COURTS
Medel 5000 ] Site/lLocation: v - £ - DISTR
Description: coryar whole Unit | Address2{
Manufacturer: COMPAGQ e City{y,
Cruantity:] | State: o Zb:':
CLﬂ:ml ifecycle Status:  “==.
Asset Tag: Response SLA Hours: 4
Urgency: y w On-Site SLA Hours: 0
ERpSEl] - Repair SLA Hours{0 |
Prinritu- - . - -

Optional Criteria

1. Does the tool facilitate the production of real time performance dashboards related to
service and process metrics?
Comments:

2. Does the tool facilitate the verification and consistency of SLAs in their relationships
to the Supplier Contracts and Operational Level Agreements? For example, ensuring that
Incident response times in the OLA are not greater than what is promised in the SLA with
the customer.

Comments:

Integration Technologies Group (ITG) ITIL V3 Service Level Management
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