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Beth Israel Deaconess Medical Center

 IS Support Services
 Service Level Agreement
Purpose:  To identify the IS support service levels required to maintain the technology solution at optimal performance.
To achieve and maintain optimal performance the support may be provide solely by the IS Department, solely by a specific third-party vendor or may be a combination of both the IS Department and a specific vendor. 
Solution Identification/Description: APG Finance has purchased Sage Fixed Asset System (FAS) to track fixed assets owned by APG.  The system is used by three staff persons in APG, via a Citrix client
Delivered Objectives the SLA Addresses:  Install the application/ Sybase database on an application server in the Renaissance server, and provide the client via Citrix Metaframe
BIDMC IT Supported Solution Availability Requirements - Department/Business Work Hours:
	Application / Component  Name
	Department and  Location
	Business Hours during which the  Application is Used/required
	Non-Business Hours (to be used for Systems Maintenance*)

	SR68darwin (Application/Sybase database Server)
	Ren-7 DataCenter
	8AM – 5PM (M-F)
	5PM-8AM (M-F)

	Citrix (for access to the application, via WAN connections)
	Ren-7 Data Center
	8AM – 5PM (M-F)
	5PM-8AM (M-F)

	AD Group – Application- Sage FAS
(used to gain access to the application share
	n/a
	n/a
	n/a


*Systems require periodic and routine maintenance procedures are required to ensure reliability and integrity.
IT Support Services Not Included under this Agreement: 
 Application Management (handled by the SME and  vendor, via support contract)
Technology Project Management and Application Support (TPMAS) Application Support Level: 
Vendor Only:      A solution or application, usually a turnkey solution, for which the SME and vendor have primary responsibility for support.  TPMAS will provide a point of escalation within IS for the vendor during issue resolution, and a contact point to coordinate major and minor upgrades or maintenance.  Vendor support is typically available as part of a fixed fee maintenance contract.
Solution Downtime/Maintenance Classifications:  
  AAAA:
Objective:  Continuous Availability.

(Critical Medical Device, Patient Safety)
  AAA:
Objective: High Availability.  

(Key Enterprise Systems,)
  AA:
Objective: General Availability.  

(Functionally Important Systems,)
  A:

Objective: Limited Availability. 

(Low Risk,)
Downtime Tolerance and Response Expectations:
	Downtime Tolerance:
	 < 2 Hrs.        < 4 Hrs.       < 8 Hrs.     < 12 Hrs.    < 24 Hrs.  

	Impact (if Downtime Exceeded):
	If the users are unable to access the information, the impact is minimal to the successful operation of the group. Downtime tolerance can be more than 24 hours.

	Response Expectation
	Response to outages by IT personnel will be within 4 hours of being notified due to the clinical impact downtime will accrue if urgent test results are required, 
· In the event of a database server failure, the database will be restored from a previous backup, performed nightly.
· In the event of an application server failure, a restore process will begin with the IS Server team. Return to service objective will be within 4 hours of initial response to the request.


IT Maintenance Windows:

	IT Server Maintenance Window:
	Second week of the month


During this period, the servers may need to be offline for critical OS and security patches. The IS Server team will coordinate with the SME the exact downtime for the servers.

Solution Contact Information:
Departmental Solution Owner and Subject Matter Expert:
	Name: 

	Title:   Controller

	Department:   APG-Finance

	Phone No.:                                                                               Pager No.:   


IT SLA Contact Information:  
Help Desk Manager

Contact for Service and Support: 
IS Team:


IS Help Desk
Preferred Contact Methods: 
Phone: 617-754-8080
Email: isupport @bidmc.harvard.edu
Self Service Tracking: http://support.caregroup.org/magicsshd
Hours of Operation:  
            Monday-Friday 7AM – 6PM



            Closed on weekends and holidays 
SLA Review:
This SLA will be reviewed on a yearly basis; however, if there are significant changes that occur prior to the review date; such as, a change in the sponsor or the SME, it is an expectation that the SLA Owner will be notified at least 30 days prior to the change taking effect in order to ensure there are no breaks or lapses in service or support.
Force Majeure:
The BIDMC IS Department will not be held liable for failure to adhere to expectations or perform obligations contained in this agreement, as a result of a cause beyond its control, including any act of God or a public enemy, act of any military, civil or regulatory authority, change in any law or regulation, fire, flood, earthquake, storm or other like event, disruption or outage of communications (including the Internet or other networked environment), power or other utility, labor problem, unavailability of supplies, failure or defect in software or hardware provided by its licensors and vendors, or any other cause.
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