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1) This specification covers Operational and Maintenance Service Level requirements;

2) The purpose of these specification levels is to:

a) Identify clear and consistent expectations;

b) Outline agreed roles and responsibilities;

c) Deliver services that are measured, monitored, reported, and reviewed for continuous improvement;

d) Provide mechanisms for resolving problems; and

e) Provide a platform to enable changes in response to new technologies, customer requirements, and other opportunities.

3) The systems to be provided under this contract are of a critical nature to the successful implementation of the larger/main project. These systems are used widely across the main project and needs to be reliable and available at all times. There is significant risk towards the Client if the systems are not maintained, monitored, implemented correctly, and quality procedures enforced;

4) The systems and services provided for the larger/main project shall be considered support and enabling services;

5) Under no circumstances will the functional requirements of the larger/main project be overruled by the services provided under this contract;

6) Under no circumstance will the support services, under this contract, be allowed to conduct illegal behaviour irrespective of the instructions provided by the Client or its Employees. Any illegal conduct by the support personnel will be seen as a breach in contract. Illegal conduct includes, but are not limited too:

a) Infringe on any local South African law;

b) Installation and/or distribution of illegal software;

c) Installation of malicious software (malware) on Client computers and/or computational devices;

d) Discrimination between users of the system;

e) Disrespect the privacy of users’ computer/servers content;

f) Distribution of illegal multimedia content; and

g) Accessing computing and/or communication resources when not authorized to do so.

7) It is expected that the system and service provider enable and enhance the Client’s system and service experience by regularly:

a) Proposing cost saving initiatives;

b) Being courteous towards all users, irrespective of level of training;

c) Updating the training program for different levels of understanding and needs; and

d) Ensuring that user requirements are met and updated on an annual basis.
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1) The scope of the Services shall include maintenance and operational service levels associated with the following system function groupings:

a) Core Automated Fare Collection (AFC) Systems, which include but are not limited to:
i) Hosting Servers;
ii) Virtual Appliances;
iii) AFC System Software:
(1) AFC System Base 
(2) Flat Fare System Rules Software
(3) Distance Based System Rules Software
(4) Transfer Based System Rules Software
(5) Access Control Validator System Software
(6) Vehicle Validator System Software
(7) Point-of-Sale System Software
(8) Cash Reconciliation System Software
iv) Reporting Systems:
(1) Vehicle Validator Audit/Reporting Server Software
(2) Access Control Audit/Reporting Server Software
(3) Point-of-Sale Audit/Reporting Server Software
(4) Cash Reconciliation Audit/Reporting Server Software
v) Third-Party Interfaces;
vi) Graphical User Interfaces; and
vii) Business Process Integration.

b) Station Systems;
i) Fare Access Gates;
ii) Fare Validators;
iii) Ticket Office Machines;

c) Vehicle Systems;
i) Fare Validators.

d) Support Services;
i) AFC Hardware and software acquisition and installation;
ii) AFC Equipment maintenance;
iii) Helpdesk;
iv) Hardware and software re-installation;
v) Hardware repair;
vi) Hardware replacement programme;
vii) Training services; and
viii) Data capture.

2) The following services are excluded from this contract:
a) User support on hardware and software that do not form part of this contract;
b) Creation and maintenance of web sites; and
c) Data and voice telecommunications on the stations.
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AE-SLS-3.1	National and International Standards, Publications and Codes
1) The latest edition, including all amendments up to one month prior to closing of tender of the following specifications, publications and codes of practice shall be read in conjunction with this specification and shall be deemed to form part thereof:

a) City of Johannesburg’s Occupational Health and Safety Requirements;


AE-SLS-3.2	Local Codes, Standards and Regulations
1) This document is not a substitute for any code, standard or regulation. The Service Provider must be aware of local codes that may impact the bid submittal or execution of the Services. The current revision of any applicable code, standard, or regulation shall take precedence at the commencement of project execution, including valid amendments by local authorities. Applicable standards or codes that affect construction, which are listed as normative references within any governing document, are also the responsibility of the Contractor for compliance.


[bookmark: _Toc494454302]AE-SLS-4	DEFINITIONS AND INTERPRETATIONS
AE-SLS-4.1	Definitions
For the purposes of this service level specification the following definitions apply:
1) “Accredited persons” means Suitably qualified staff that obtained training from the manufacturer of the devices in question to installed, service, and operate the technology in question;

2) “Availability” refers to the extent that the system is operating without impairment or disruption to its user’s traffic according to the service specification.  Availability is presented as a percentage. 

3) “Baseline Acknowledgement” means the time taken from when the call is logged to when either the helpdesk, engineer, or technician contacts the user with an update;

4) “Business Day” means any day other than a Saturday, Sunday or statutory public holiday in the Republic of South Africa;

5) “Business Hours” means the hours of 07:00 to 18:00, South African time on Business Days;

6) “Capital Expenditure” means any expenditure treated as capital expenditure under Generally Accepted Accounting Practice (GAAP) as practiced under South African legislation and as monitored by the South African Institute of Chartered Accountants;

7) “Client” means the City of Johannesburg;

8) “Contract” means this Contract for the Supply, Installation, Commissioning, Operation and Maintenance of a System for the Client, including all schedules thereto, as may be amended, revised, modified or supplemented from time to time in accordance with this Contract;

9) “Emergency Maintenance” means Maintenance performed in response to an unexpected failure, damage or fault that requires immediate action;

10) “Firmware” means the combination of a hardware device and computer instructions and data that reside as primary read-only software on that device. Within the context of this document the firmware definition will be extended to the Programmable Read Only Memory chips that can be upgraded during its lifecycle within any System Device;

11) “Force Majeure”, for the purposes of this Specification, means any event or circumstance, or combination of events or circumstances, beyond the reasonable control of a Party occurring on or after the Services Commencement Date, that materially adversely affects the performance of the maintenance and/or operations by that Party of, or compliance with, its obligations under or pursuant to this Contract, if such materially adverse effect could not have been prevented by the affected Party through the exercise of diligence and reasonable care, and includes:
a) Acts of God, such as fires, floods, tidal waves, droughts, earthquakes, lightning, hurricanes, storms and other natural disasters;
b) industrial action, such as strikes and lockouts;
c) government action not specific to this Contract, including the failure by any Responsible Authority to carry out works or provide services, which causes the SERVICE PROVIDER to be unable to perform or comply with all or a material part of its obligations under this Contract;
d) failure or shortage of power, fuel or transport;
e) riots, explosions, insurrection, war, sabotage, armed conflicts and acts of terrorism;
f) nuclear, chemical or biological contamination; and
g) pressure waves caused by devices travelling at supersonic speed,
	but excludes any lack of financial or technical resources;

12) “Good Industry Practice”, means practices, methods and procedures conforming to applicable law and standards, exercised to a degree of skill, care, diligence, prudence and foresight that would reasonably and ordinarily be expected from a skilled or experienced person engaged in a similar type of undertaking under similar circumstance, and in accordance with codes prescribed by a relevant national or international association or council;

13) “Party” means the Client or the Service Provider;

14) “Preventative Maintenance” means Maintenance performed at regularly scheduled intervals for the upkeep of the System, including without limitation, checking, testing and inspecting, recordkeeping, cleaning and periodic replacement when called for in the preventative maintenance schedule. Preventative Maintenance also include Firmware and Software upgrades with regard to all system devices;

15) “Project Year” means each successive twelve (12) month period during the Services Term, as measured from the Services Commencement Date and each anniversary thereof;

16) “Maintenance” means activities of a repetitive, recurring nature, which are performed safely, effectively and efficiently to fulfil the purpose for which the System is used and to keep the System in the condition of functionality, within reasonable limits, for which it was initially intended within its normal expected life span and includes Preventative Maintenance and Emergency Maintenance, and “Maintain” has a similar meaning;

17) “Node” means local System Devices associated with a single vehicle, station, service/depot/holding yard, office room, server room, repeater tower, or roadside infrastructure kiosks as specified as Sections within the General Conditions of Contract;

18) “Operations” means the continuous active process of receiving and executing configuration, change, support, procurement, training, and optimization requests for and within the system;

19) “Service Level” means the level according to which the Services are to be provided, as set out in this specification;

20) “Services” means the operations and maintenance of the system and the provision of related services;

21) “Service Provider” means the successful appointed tenderer to provide the Services as part of the Contract;

22) “Services Commencement Date” means the date of appointment of the Service Provider;

23) “Services Term” means a period of three (3) Project Years from the Services Commencement Date;

24) “System” means the information and communication technology system installed, commissioned, operated and maintained on behalf of the Client, comprising different System Devices as indicated within the scope of work of the Contract;

25) “System Device” means the computational hardware and/or software that is designed, and configured for a specific function;

26) “Suitably qualified staff” means staff with a minimum education of an National Qualifications Framework of level 5 (five) with a minimum of 3 years of experience in the relevant field as endorsed by the South African Qualifications Authority;

AE-SLS-4.2	Interpretations
1) The Tenderer acknowledges that it had the opportunity to take legal advice concerning these Specifications, and agrees that no provision or word used in these Specifications may be interpreted to the disadvantage of the Client because the Client was responsible for or participated in the preparation or drafting of these Specifications or any part of it;
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1) All work shall be executed and supervised by suitably qualified staff. Only Accredited Persons shall be permitted to carry out supervision of work;

2) The Service Provider is, at its own cost and risk, solely responsible for ensuring that the Services are performed:
a) In accordance with Good Industry Practice;

b) In a manner that is not likely to cause death, injury to health or damage to property or the environment and follows strict Occupation Health and Safety Guidelines ;

c) in a manner that is consistent with the Client discharging its business;

d) in compliance with all applicable laws; and

e) in accordance with these Specifications.
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1) The Service Provider undertakes to Maintain the System components through Good Industry Practices as to adhere to the following Uptime Service Levels:

[bookmark: _Ref373330172]Table 1: Service Levels - Uptime
	Service Level - Uptime

	Description
	Service Level

	Maintenance of the System Devices to ensure uninterrupted operation twenty-four (24) hours a day, seven (7) days of the week.
This Service Level is measured over a calendar month.
Should any part of the System malfunction with the result that any one Node is affected by the malfunction, a performance disincentive as stated below will apply per node failure for as long as the malfunction occurs.
	Ninety-five percent
(95%)

	Maintenance of System Devices to ensure that each Node is available and operational.
Availability is measured as the percentage of time (excluding Preventative Maintenance downtime) in a calendar month that the Node is operative.
	Ninety-five percent
(95%)

	Preventative Maintenance of System Devices within Nodes. 
	Four (4) hours
per Node per month



2) The method of calculating the Service Level - Uptime percentages shall be: 

Service Level - Uptime = 		(Core Working Minutes - Unplanned Downtime Minutes) x 
					100/Core Working Minutes 
Where:

Core Working Minutes = 		Attended Minutes + any extensions to Attended Minutes – 
					Planned Downtime 
Unplanned Downtime = 		Time when Services are not Available excluding any planned
					downtime

3) Failure to meet the Service Levels mentioned in Table 1, of this Appendix, above, results in the following disincentive deductions:

a) R10 000,00 per Node downtime per percent per day; and

b) to a maximum of 10% of the original Maintenance fee (excluding response resolution disincentives);

4) In the event of an incident occurring during the course of any pre-planned Preventative Maintenance, of which the Client has been made aware, the Service Provider will not be liable for any performance disincentive;

5) Performance incentives and/or disincentives will be based solely on computerised monitoring data acquisition systems. These measures needs to be provided into the ICT system (as part of another contract) as part of the Design-Build phase;

6) Preventative Maintenance time allowance will not be calculated as part of the performance incentives;

7) The Service Provider undertakes to Maintain the System components as to adhere to the following Preventative Maintenance Service Levels:

[bookmark: _Ref412540450]Table 2: Service Levels – Preventative Maintenance
	Service Level – Preventative Maintenance

	Description
	Service Level

	System – Software (including Firmware, and Software Updates)
	One hundred percent (100%) monthly per Node

	System – Hardware (excluding Firmware)
	One hundred percent (100%) weekly per Node



8) A monthly Preventative Maintenance schedule must be logged with the Client’s Operational Manager at least seven (7) days before the first day of each month to ensure that the Operations Manager is properly notified of the planned activities;

9) The Service Provider undertakes to limit downtime as a result of Preventative Maintenance activities during off-peak periods and to observe a maximum monthly downtime of four (4) hours per Node per month (as is allowed for the preventative maintenance);

10) System Hosting 
The solution shall be hosted by the contractor or their sub-contractor within a suitable secure data centre that will provide the resilience and uptime to ensure they meet the required Service Levels and availability detailed in this section;

11)  System availability
The solution shall be operational 24 hours a day, seven days a week. All Supplier provisioned system components shall have an agreed minimum overall availability of 99%. When any aspect of the solution is unavailable and preventing user functionality a clear and relevant error message shall be displayed to the user; COJ should be notified of system wide outages and other problems affecting the functionality of the app so COJ can also inform users;
It will be the responsibility of the Contractor to assign the relevant Impact Code associated with the incident being handled. The codes, which will be refined during the Design and Build period are as a minimum indicated in Table 3:

[bookmark: _Ref373254775]Table 3: Service Levels – Impact Codes
	Impact Code
	Description

	A
	An Incident which is a total loss of a Service. Defined as Critical Failure.
For example (but not limited to these examples): 
· all users are significantly impacted;
· the Client’s ability to provide services to their Client is significantly impacted; or
· a Business Critical Application e.g the fare media can’t be updated, clearing and settling of transactions can’t occur, fare calculation is not possible, or estimate time of arrival can’t be calculated.

	B
	An Incident which is a degradation of a Service. 
For example (but not limited to these examples) : 
· a whole workgroup of users is significantly impacted;
· members of the public are adversely affected; or
· more than 25% of users are significantly impacted.

	C
	Problem affecting fewer than three users, which does not adversely affect members of the public. 

	D
	Work Order Request or Change Order Request



12) The Service Provider undertakes to provide a twenty-four (24) hour call out service and helpdesk so as to ensure that the following Service Levels are met:

[bookmark: _Ref341885291]Table 4: Service Levels – Emergency Maintenance
	Service Level – Emergency Maintenance

	Description
	Condition
	Service Level

	Core AFC Systems
	Impact Code A




Impact Code B




Impact Code C
	Respond within 1 hour of receipt of call, investigate and restore or provide temporary service immediately. Resolution time: 4 hours
Respond within 2 hour of receipt of call, investigate and restore or provide temporary service immediately. Resolution time: 8 hours
Respond within 2 hour of receipt of call, investigate and restore or provide temporary service immediately. Resolution time: 16 hours

	Station Systems;
	Impact Code A




Impact Code B




Impact Code C
	Respond within 2 hour of receipt of call, investigate and restore or provide temporary service immediately. Resolution time: 6 hours
Respond within 3 hour of receipt of call, investigate and restore or provide temporary service immediately. Resolution time: 12 hours
Respond within 3 hour of receipt of call, investigate and restore or provide temporary service immediately. Resolution time: 24 hours

	Vehicle Systems;
	Impact Code A




Impact Code B




Impact Code C
	Respond within 2 hour of receipt of call, investigate and restore or provide temporary service immediately. Resolution time: 6 hours
Respond within 3 hour of receipt of call, investigate and restore or provide temporary service immediately. Resolution time: 12 hours
Respond within 3 hour of receipt of call, investigate and restore or provide temporary service immediately. Resolution time: 24 hours

	Support Services;
	Impact Code A




Impact Code B




Impact Code C
	Respond within 2 hour of receipt of call, investigate and restore or provide temporary service immediately. Resolution time: 6 hours
Respond within 3 hour of receipt of call, investigate and restore or provide temporary service immediately. Resolution time: 12 hours
Respond within 3 hour of receipt of call, investigate and restore or provide temporary service immediately. Resolution time: 24 hours

	Other Systems
	Impact Code A




Impact Code B




Impact Code C
	Respond within 3 hour of receipt of call, investigate and restore or provide temporary service immediately. Resolution time: 8 hours
Respond within 4 hour of receipt of call, investigate and restore or provide temporary service immediately. Resolution time: 16 hours
Respond within 4 hour of receipt of call, investigate and restore or provide temporary service immediately. Resolution time: 32 hours




13) Failure to meet the Service Levels mentioned in Table 4, of this Appendix, above, results in the following disincentive deductions:

a) R2 500,00 per call response failure per day; and

b) R5 000,00 per call resolution failure per day (over and above Uptime Availability as required within Table 1);

c) to a maximum of 25% of the original Maintenance fee (Operational period fees);

14) Force Majeure incidents will not contribute to incentives and/or disincentives.

15) Repairs and Maintenance 

The Contractor shall be responsible for all costs associated with the repair and/or replacement of modules, parts and components removed from the equipment supplied under the Contract which have been found to be defective in terms of material, workmanship or function under the terms of the warranty. 
The contractor warrants that all installation work and all System hardware and software furnished by the contractor including, but not limited to, all such work, and System hardware and software provided by sub-contractors, suppliers, or other manufacturers, shall be of good quality and free of any defects or faulty materials and workmanship for the ONE-YEAR warranty period. 
The Contractor  shall also warrant that all installation work and system hardware and software shall perform according to the specifications for the one-year warranty period. If the Proposer upgrades its devices to ensure the continued and proper operation of the System as configured for Project, the Proposer will assume all costs related to the hardware upgrade and there shall be no additional cost to the Commission. 
Extended Service / Warranty Period The Commission requests that Contractor propose an extended service / maintenance agreement beyond the initial one-year period for a minimum period of an additional four years, priced annually (not including option years). The Proposer shall define all terms, conditions, and costs of the extended service / maintenance agreement in its Cost Proposal. Proposers should include any annual software fees and hardware service / maintenance escalation percentages.

The Contractor will be responsible for keeping stock of frequently used stock  for the duration of the contract all equipment that must be replaced will be for the contractors cost even after the warranty period.
The Contractor will be entitled to 1 asset refresh cycle that must be costed in the BOQ over the 8 year period 


16) Asset Monitoring 
· Authorized COJ employees shall be able to monitor all validator devices deployed throughout the system 
· Back-office shall display the health of all validation devices, including: 
· Online / offline status;
· Diagnosis of relevant issues;
·  Software app version; 
· Memory;
· Vehicle ID;
· Scan history.
· Calculation of uptime that will audited monthly 
17) Maintenance and Support
· The contractor shall provide support, maintenance and optimization for future OS releases.
· The app shall always be fully functional on the latest version of the OS of supported platforms as new OS versions are released.
· The contractor shall be responsible for releasing updates through the relevant app stores.
· Any planned preventative maintenance of the solution shall be scheduled in advance with COJ.

18)  Security 
The entire solution (including the app, interfaces, business operations, hardware, applications, physical security and) shall be and remain compliant with the latest version of the Payment Card Industry Data Security Standard (PCI-DSS).

19) Service Management Process
 Where the provided service does not meet the SLA. The Service Management process shall be used to measure service quality and determine appropriate action:
· The awarded contractor shall provide an account manager who shall be COJ main contact.
· The contractor shall provide on-going support directly to COJ. 
·  In the event of a disaster, “normal service” should be resumed within a period not greater than 12 hours.
·  The Contractor shall record and report on performance against the agreed services levels on a determined basis.


[bookmark: _Toc494454305]AE-SLS-7	OPERATIONAL SERVICE LEVEL SPECIFICATION
1) The Service Provider undertakes to operate the System components through Good Industry Practices so as to adhere to the following Service Levels:

[bookmark: _Ref341970874]Table 5: Service Levels – Operations
	Service Level – Operations

	Description
	Condition
	Service Level

	AFC Utilization (including Origin Destination Reports and reporting designed during Design Build period)
	Weekly reporting


Monthly reporting
	One hundred percent (100%) weekly per Node

One hundred percent (100%) monthly per Node

	Financial Transaction Clearing (Between City of Johannesburg and Acquiring and Issuing Bank) 
	Weekly reporting


Monthly reporting
	One hundred percent (100%) weekly per Node

One hundred percent (100%) monthly per Node

	User Satisfaction
	This is a perception report of the serviced users (20% of serviced users constitutes a survey) as measured in any form of survey. Minimum survey questionnaire to be found in Table 6
	Fifty percent (50%) monthly

	Helpdesk Response
	A baseline acknowledgment
	99% of calls shall be acknowledged within 15mins

	Work Order Request / 
Change Order Request
	A baseline acknowledgment
(The Contractor will assign an estimated completion date based upon available resources as part of baseline acknowledgement)





Work Order Completion Target
	99% of calls shall be acknowledged within 8 working hours for items included in the original scope of works (detail Bill of Quantities).

99% of calls shall be acknowledged within 24 working hours for items not included in the original scope of works (detail Bill of Quantities).


95% of completion within the responded baseline acknowledgement




2) Should the Service Levels mentioned in Table 5 of this Appendix be exceeded, a payment incentive of five percent (5%) of the monthly Operational fee that applies per Node per day to a maximum of 15% of the original Operational fee per Node shall be added to the final paid out Operational fee per Node that qualifies;

3) Failure to meet the Service Levels mentioned in Table 5 of this Appendix will result in a penalty deduction for the Nodes of five percent (5%) of the monthly Operational fee that applies per Node per day to a maximum of 25% of the original Operational fee per Node;


[bookmark: _Ref373252221]Table 6: Service Levels – Operations – Minimal User Satisfaction Questionnaire
	Question
	Rating

	How satisfied were you with the ease of accessing the service desk when logging your call?
	        1       2        3        4        5        6        7        

	How helpful was the service desk operative in logging your call?
	        1       2        3        4        5        6        7        

	How satisfied were you with the technical knowledge of the support staff involved in resolving your call?
	        1       2        3        4        5        6        7        

	How satisfied were you with the responsiveness of Contractor’s on-site service delivery team?
	        1       2        3        4        5        6        7        

	Overall how satisfied were you with Contractor’s service delivery
	        1       2        3        4        5        6        7        



Where the rating in Table 6 is associated with the following ratings:
1	Very Unsatisfied 
2-3	Unsatisfied 
4-5	Satisfied 
6-7	Very Satisfied 


[bookmark: _Toc494454306]AE-SLS-8	PERFORMANCE REPORTING
1) Within one calendar month of appointment the Service Provider need to provide a format in which it will provide its proof of performance levels associated.

2) As a minimum a Monthly Report shall include the following: 
a) An overview of the key points from the Monthly Report;
b) Details of performance against all agreed SLAs;
c) Details of claimed performance incentives and/or disincentives;
d) Explanation of the reasons for any failure to achieve target performance levels, together with description of any steps being taken to avoid any problems recurring;
e) A summary of incidents in the reporting period, broken down by Impact Code and type, and identifying any trends and preventative actions being taken;
f) A summary of capacity, fault, performance and any other relevant trends, together with recommendations as to any necessary actions to maintain or improve service levels;
g) Details of any proposed plans for planned enhancements or maintenance and the way in which any consequent service disruption will be minimised;
h) A summary of progress against authorised Requests for Change;
i) A summary of all project activity, including progress, risks and issues as a minimum; and
j) An annex summarizing all Helpdesk calls received in the reporting period. 

3) A report is to be provided by the Service Provider within 5 working days of the end of the month to which the report relates


[bookmark: _Toc494454307]AE-SLS-9	FORCE MAJEURE
1) Apart from the incentives and/or disincentives that need to be clearly outlined each calendar month, the Service Provider is relieved from liability under these Specifications to the extent that by reason of an event of Force Majeure it is unable to perform all or a material part of its obligations under these Specifications;

2) The Service Provider must serve notice in writing to the Client within one (1) Business Day of it becoming aware of the relevant event of Force Majeure;

3) The Service Provider must provide sufficient details to prove the relevant Force Majeure event within three (3) working days after the notice have been served;

4) Where the Service Provider is, or claims to be, affected by an event of Force Majeure –
a) it must take all reasonable steps to mitigate the consequences of such an event upon the performance of its obligations under these Specifications, within this Appendix, resume performance of its obligations affected by the event of Force Majeure as soon as practicable and use all reasonable endeavours to remedy its failure to perform; and
b) it is not relieved from liability under these Specifications, within this Appendix, to the extent that it is unable to perform, or has not in fact performed, its obligations under these Specifications due to its failure to comply with its obligations under previous Section AE-SLS-9.4.a).

5) The Service Provider must notify the Client as soon as the consequences of the event of Force Majeure have ceased and when performance of its obligations can be resumed;

6) During the continuation of any event of Force Majeure, the amount payable in respect of such period is reduced to an amount equivalent to an amount payable in respect of those Services actually provided by the Service Provider to the Client during such period after taking account of the effects of such event of Force Majeure;

7) The Service Provider and the Client may agree upon any modifications to these Specifications which may be equitable having regard to the nature of an event or events of Force Majeure.

[bookmark: _Toc494454308]AE-SLS-10	SUPPORT SERVICES
1) A Service Provider’s Helpdesk system, as part of another contract, shall be the single point of contact for all users for all problems and queries relating to the Client’s services;

2) Calls will be logged and then forwarded to the AFC service provider for resolution (the helpdesk service);

3) The AFC service provider will have access to the Helpdesk system to:
a) Inform the Client when the fault is confirmed of the actions being taken to correct it and the time at which the service is expected to be restored; and
b) Update the Client on the status of the fault and of actions being taken hourly until the full service is restored.

4) The helpdesk service shall be available:
a) During peak hours to respond to all types of incidents
b) At all other times:
i) Respond to remote access related calls;
ii) Respond to Impact Code “A” events; and
iii) Log Impact Code “B” and “C” events for response during core hours.

5) A Service Provider, as part of another contract, shall maintain a log of all fault or enquiry calls, logging the following information as a minimum:
a) Unique call reference number;
b) Details of the person raising the call and the call time;
c) A description of the fault or enquiry;
d) The impact code of the fault or enquiry;
e) Call status and the times the status changes; and
f) The cause of any fault and actions required to remedy it.

6) The Helpdesk shall monitor the progress of all fault or enquiry calls to ensure that they are resolved within the agreed timescales. 


[bookmark: _Toc494454309]AE-SLS-11	DOCUMETNATION 
1) The Service Provider shall develop and maintain documentation describing all of the systems and procedures used to provide services to the Client;

2) This documentation shall include, for all systems used to provide services to the Client: 
a) The location and configuration of the system, including details of the hardware, operating system and any bespoke or packaged software; 
b) Design documentation; 
c) Details of the assets used to provide the service; 
d) Details of all changes to that system; and
e) Administration and operating procedures. 
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