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Service Level Agreement  For KCIW

1.  Services To Be Provided By The Help Desk

· Support for all company owned Software

·  Support for all company owned Hardware

2.  Hours Of Operation

Regular Business Hours:
· Support will be available during all business hours from 8:00am to 9:00pm 
After-Hours Support:
· Voicemail will be provides for after hours reporting.  Emergency calls can be made to Tech on-duty and their contact info will be provided on the voicemail 
3.  Service Access

Help Desk service is accessible via:
· Phone: 1800-334-0001
· Email. Support@kciw.com
4.  Customer Responsibilities

· Station Location 
· Able to communicate in some manner to the technician what the problem is. So that adequate support can be obtained
5. Call Priorities And Response Times

	Priority
	Description
	Response Time
	Resolution Time

	1
	Server Failure
	<1/2 hour
	 < 3 hours

	2
	Printer Failure
	<1 hour
	<3 hours

	3
	Workstation equipment  in small office failure
	< 1 day
	< 2 days

	4
	Workstation equipment failure in Large office
	< 2 days
	< 4 days


6.  Service Measures To Be Met
By The Help Desk:

· Timely response time to the issue with efficient as possible resolution time
· Issue resolved in a professional manner
· All services preformed for the particular service ticket

· Technicians will not provide any extra services without a ticket issued, to help track performance.

7.  Escalation Procedures

	Level
	Initiate when
	Call
	Phone /  Pager

	1
	Agreed-upon response time not met.
	 HELP Desk
Tier 2 support
	1800-334-0001

	2
	No response 1 hours after level 1 escalation.
	Sr. Help desk
Eric Heath
	816-505-9999

	3
	No response m hours after level 2 escalation.
	IT Manager
Dan Paflas
	816-707-6953


9.  Systems and Components Supported

 All company Supported equipment which is list in the CSL (Company support List).
11.  Fees
· If damaged equipment is caused by the user, the department in which he/she resides will be billed
12.  Signatures Denoting Agreement

Manager, Help Desk


___________________________________________


Director                                        
___________________________________________

Manager
 
___________________________________________


Director

___________________________________________

Responsibility for revising this agreement on an annual basis lies jointly with the Manager, Help Desk and Manager, IT help desk department.
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