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Service Level Agreement
This Service Level Agreement (SLA) defines the relationship between the University Computer Help Desk (hereafter, “the Help Desk”) at Illinois State University and ______________________________ (hereafter, “the support unit”) at Illinois State University. This SLA is active starting January 1, 2008 and will remain active until subsequent review at a date mutually determined by the Help Desk and the support unit. 
This SLA defines the goals and priorities of the Help Desk when working with a) end users supported by the support unit and b) technical support staff employed by the support unit. All services and support are provided by the Help Desk on a “best effort” basis. The Help Desk provides no guarantees or warranties with regard to any service or support, regardless of its inclusion in this document.

Part 1: Help Desk Services

The following Help Desk services are provided to all support units on campus.

Alerts

The Help Desk maintains the Outages & Alerts website at http://www.alerts.ilstu.edu/. Instances of system maintenance, outages, and degraded performance are posted to the Alerts website.

Tier II Phone

Technical support staff members (both full-time employees and student workers) are authorized to call the Help Desk Tier II phone line at 8-3600 for technical queries. The Tier II phone is answered by full-time Help Desk employees and senior-level student workers.
Bat Phone

Full-time technical support staff members (excluding student workers) are authorized to call the Help Desk Bat Phone for emergency and large-scale network and system issues.  The Bat Phone number may be obtained by contacting the Help Desk Manager.
Legitimate calls to the Bat Phone are those in which the problem is affecting many people or a wide geographic area, such as an entire building or an entire floor. Technical support staff members experiencing problems which affect a limited number of users, ports, devices, etc. should use Magic to report the problems to the appropriate areas (most likely TELECOM or CISS SYSTEMS) rather than calling the Bat Phone.

During normal business hours, the Bat Phone has priority and is answered by a full-time Help Desk employee; when full-time Help Desk employees are unavailable, the Bat Phone will be answered by a qualified, senior-level Help Desk analyst. 

During non-business hours, calls to the Bat Phone will go to the campus paging terminal. The caller should leave his or her contact number, which is sent as a page to on-call, full-time Help Desk employees. The Help Desk will respond as soon as possible, with the response goal being within 15 minutes of receiving the page.

Technical support staff members are encouraged to create their own trouble tickets to ensure the fastest, most efficient response times. This is the same procedure the Help Desk follows when a Bat Phone call is received.
Magic Service Desk Express

The support unit’s technical support staff members will each be given an account in Magic Service Desk Express (hereafter, “Magic”), the University’s central trouble ticket tracking system. Computer Infrastructure Support Services (CISS) and the Campus Technology Support Group (CTSG) will bear the burden of paying associated licensing fees for any such Magic accounts.
Participation
The support unit will use Magic in the following ways: 

a) to create network-related trouble tickets for the purpose of notifying Telecommunications & Networking (TELECOM) in the event of network issues that affect one or more end users supported by the support unit;

b) to create system-related trouble tickets for the purpose of notifying CISS Systems (CISS SYSTEMS) in the event of system issues that affect one or more end users supported by the support unit;

c) to receive trouble tickets sent to the support unit, such as when an end user contacts the Help Desk for support, but the issue falls outside the parameters of this SLA or in cases where the end user’s issue cannot be resolved by the Help Desk or in cases where the end user requests his or her issue be forwarded to the support unit.

The Help Desk will use Magic to create trouble tickets on behalf of the support unit under the following circumstance:

a) when a Bat Phone call is placed to the Help Desk to report a large-scale network or system problem involving many end users or a large geographic area;
b) when a regular support call is placed to the Help Desk call center.

Technical support staff members who call the Help Desk should identify themselves as such, especially if they call the main Help Desk call center phone number (8-HELP). For faster response times, technical support staff should create their own trouble tickets. 

Notification

Magic provides automated notifications for trouble ticket assignments in the following ways:

Standard Email Notifications
Staff members who can log in to Magic and belong to your support unit will receive an email notification when...
a) a trouble ticket is assigned to the support unit;
b) a trouble ticket is assigned to the technical support staff member;

c) a trouble ticket created by the support unit is assigned to a different group;

d) a trouble ticket created by the support unit and assigned to TELECOM or CISS SYSTEMS is closed;
e) a closed trouble ticket assigned to the support unit is reopened.

Optional Pager Notifications
These optional pager notifications occur only if the support unit provides the Help Desk with pager addresses. The support unit may supply personal pager addresses for its members; the support unit may also supply a group pager address for the entire support unit. If pager addresses are supplied, staff members will receive pager notifications when…
f) a trouble ticket is assigned to the support unit (requires group pager address);
g) a trouble ticket assigned to TELECOM is closed (requires group pager address);

· Yes, the support unit wants to receive group pager notifications, as described above. The support unit’s group pager address is ________________________________.

· No, the support unit does not want to receive group pager notifications.

h) a trouble ticket is assigned to the technical support staff member (requires personal pager address).

Note: Any staff member who wants to receive personal pager notifications, as described above, should provide his or her personal pager address to the Help Desk. Each staff member in the support unit may make this decision independently without affecting the other members.

Requirements
Magic requires Internet Explorer 6 (or higher) on Windows 2000 (or higher). Technical support staff members who do not have convenient access to IE on Windows may request access to the Help Desk Windows Terminal Server for the sole purpose of accessing Magic. Magic and the Windows Terminal Server require a VPN connection from off campus. Mac OS X users on Intel-based computers may also consider using Parallels to access Magic.
Part 2: Support Agreement

The follow support agreement shall represent the relationship between the Help Desk and the support unit.

The support unit has the option of granting the Help Desk permission to provide limited support to its end users if they should contact the Help Desk for support. The support unit also has the option of opting out of all end user support offered by the Help Desk.

· Yes, the support unit grants the Help Desk permission to provide limited phone support to its end users, as outlined in Part 2: Support Agreement. Support calls that fall outside the scope of this support agreement will be logged as trouble tickets in Magic and sent back to the support unit.
· No, the support unit grants no permission to the Help Desk to provide phone support to its end users. All support calls placed to the Help Desk by end users supported by the support unit will be logged as trouble tickets in Magic and sent back to the support unit.

Email
The Help Desk supports central email services, including mail.ilstu.edu and exchange.ilstu.edu, in the following ways:

a) basic email task instruction is supported by the Help Desk;

b) Webmail, iCampus, and Outlook Web Access (OWA) are supported by the Help Desk;

c) Thunderbird, Outlook 2003/2007, and Entourage 2004 are supported by the Help Desk;

d) configuring of email clients is limited to personally-owned computers, unless the support unit grants the Help Desk permission to assist email client configuration on university-owned computers with the exception of Exchange;

· Yes, the support unit grants the Help Desk permission to assist its end users in configuring their current email clients (with the exception of Exchange) on university-owned computers.


· No, the Help Desk will not assist in the configuring of email clients on university-owned computers for end users supported by the support unit.


e) email client migration support is limited to personally-owned computers;

f) email server migration is not supported by the Help Desk.

Exchange Calendar

The Help Desk supports central Exchange calendaring in the following ways:

a) basic calendar task instruction is supported by the Help Desk;

b) Exchange requests (for new Exchange accounts, distribution lists, resources, etc.) made through http://www.ilstu.edu/exchange/ are supported by the Help Desk.

Network

The Help Desk supports the campus network in the following ways:

a) basic network task instruction is supported by the Help Desk;

b) network maintenance, degraded performance, and wide-scale outages are posted to the Outages & Alerts website at http://www.alerts.ilstu.edu/;

c) VPN is supported by the Help Desk;

d) will assist in wireless network configuration for university-owned computers on campus; 
e) will direct end users back to the support unit for wired network configuration for university-owned computers.

Software

The Help Desk supports software in the following ways:

a) basic software task instruction is supported by the Help Desk;

b) will direct end users back to the support unit for software installation on university-owned computers.
Hardware

The Help Desk does not support hardware. The Help Desk responds to hardware support requests in the following ways:
a) will direct end users back to the support unit for hardware issues on university-owned computers.

Viruses

The Help Desk supports virus-related issues in the following ways:

a) virus detection and removal are supported by the Help Desk through McAfee VirusScan for Windows and McAfee Virex for Mac;

b) the Conditions of Access (COA), which requires the installation of VirusScan and Virex for personally-owned computers, is supported by the Help Desk.

Security Updates

The Help Desk supports security updates in the following ways:

a) critical security updates from Microsoft for Windows operating systems and other Microsoft software, including Office updates for both Windows and Mac, are supported by the Help Desk;

b) critical security updates from Apple for Mac OS X operating systems and other Microsoft software are supported by the Help Desk.

Amendments

The support unit may specify any particular software, service, etc. that should be explicitly supported or not supported by the Help Desk for end users supported by the support unit. Such amendments to this SLA are listed here:
The Help Desk will support the following:
a) _____________________________________________________________

b) _____________________________________________________________

c) _____________________________________________________________

d) _____________________________________________________________

e) _____________________________________________________________
f) _____________________________________________________________

g) _____________________________________________________________

The Help Desk will not support* the following:

a) _____________________________________________________________

b) _____________________________________________________________

c) _____________________________________________________________

d) _____________________________________________________________

e) _____________________________________________________________
f) _____________________________________________________________

g) _____________________________________________________________

*Calls concerning unsupported issues will be logged as trouble tickets in Magic and be sent back to the support unit.
Other

Other problems and issues sent to the Help Desk will be handled on a case-by-case basis.
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