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	Pursuant to 62 Okla. Stat. §35.5 and 74 Okla. Stat. §581, this Service Level Agreement (“SLA”) is entered into between the Information Services Division of the Oklahoma Office of Management and Enterprise Services (hereafter referred to as “OMES ISD”) and [State Agency Name (hereafter referred to as “Agency”)] and is effective _______________________. This SLA represents the entire agreement between the Agency and OMES ISD and supersedes all prior written and oral agreements between the Agency and OMES ISD. 

In consideration of the mutual covenants set forth herein and for other good and valuable consideration, the receipt, adequacy and legal sufficiency of which are hereby acknowledged, the parties agree as follows:

I. Revision of SLA and Pertinent Information.

a. This SLA will be revised annually to reflect changes to information technology and telecommunication services that are provided by OMES ISD to the Agency and this SLA will be reviewed with Agency management at least annually by the applicable OMES Business Segment Director and members of the OMES Customer Service Team.  The review will include the terms of this SLA and any amendments thereto as well as a detailed review of current performance metrics, Agency incident reports, service and billing details and current customer satisfaction survey results.   

b. Available services offered by ISD may be found online at http://www.ok.gov/cio/Customer_Portal/Service_Catalog.  Information regarding infrastructure and project management frameworks is set forth at Appendix “B” and information regarding service requests, incident management and escalation is set forth at Appendix “C”. 

c. Additional  terms and responsibilities of one or both parties, if any, are set forth at Appendix “D” which is attached hereto and a made part hereof.

II. OMES ISD Responsibilities.

a. OMES ISD will provide to the Agency the information technology and telecommunication services set forth at Appendix “A”, as may be amended from time to time (the “Services”), which is attached hereto and made a part hereof.

b. OMES ISD will provide the Agency with the name and contact information of a primary and secondary contact person, if such contact information set forth herein becomes incorrect.

c. OMES ISD will provide support for the Services as described in Appendix “C”. 

d. OMES ISD will cooperate with the Agency and provide timely input with respect to the subject matter of this SLA.

III. Agency Responsibilities.

a. Upon receipt of billing from OMES ISD, the Agency will pay OMES ISD the amounts set forth at Appendix “A”, as it may be amended from time to time. 

b. The Agency will provide OMES ISD with the name and contact information of a primary and secondary contact person, if such information set forth herein becomes incorrect.

c. To the extent not included in the Services, the Agency shall provide furniture, telephone, office space, utilities, janitorial services, supplies and other associated support, including but not limited to computer equipment, for any specific personnel assigned to the Agency that are not physically located at the Information Services Division Data Center.

d. To the extent not included in the Services, the Agency shall be billed for and will timely pay OMES ISD for travel-related costs and expenses incurred in connection with OMES ISD personnel providing agency-specific services including but not limited to costs and expenses for transportation, lodging, and meals. 

e. The Agency will cooperate with OMES ISD and provide timely input with respect to the subject matter of this SLA.

IV. Audit and Records.

a. As used in this clause, “records” includes books, documents, accounting procedures and practices, and other data, regardless of type and regardless of whether such items are in written form, in the form of computer data, or in any other form.  OMES ISD and the Agency agree any pertinent State or Federal Agency will have the right to examine and audit all records relevant to execution of this agreement.

b. OMES ISD and the Agency are required to and agree to retain all records relative to this agreement for the duration of the agreement term and for a period of seven (7) years following completion of the agreement.  If an audit, litigation, or other action involving such records is started before the end of the seven (7) year period, the records are required to be maintained for two (2) years from the date that all issues arising out of the action are resolved or until the end of the seven (7) year retention period, whichever is later.

c. The parties acknowledge that the State of Oklahoma Information Security Policies, Procedures and Guidelines, set forth at

http://www.ok.gov/cio/documents/InfoSecPPG.pdf

apply to all data and that the Agency is the owner of all data for which the Agency is responsible for producing, collecting and maintaining the authenticity, integrity and accuracy of the data.

V. Funding Reduction.

The Agency will give OMES ISD prompt written notice if funds available to the Agency to compensate OMES ISD under the terms of this SLA are reduced.  OMES ISD and the Agency may agree to reduce the Services provided to the Agency and, accordingly, proportionately reduce the compensation to be paid to OMES ISD.  In no event will a reduction of compensation to OMES ISD apply to Services provided prior to receipt of the funding reduction notice from the Agency and OMES ISD will have no duty to provide the Services without compensation for such Services.  

VI. Manner of Performance.  

It is expressly understood and agreed that OMES ISD retains sole control of the manner and means of performing the work identified in this SLA and OMES ISD, or any employee or contractor thereof, is not to be considered an agent or employee of the Agency as a result of performance of this SLA.  

VII. OMES Certifications.

a. EQUAL OPPORTUNITY.  OMES ISD certifies that it is in compliance with the 1964 Civil Rights Act, Title IX of the Education Amendments of 1972 and Section 504 of the Rehabilitation Act of 1973, as amended and Executive Orders 11236 and 11375.  Services shall be rendered under this SLA without regard to race, color, creed, religion, sex, handicap, ancestry, or national origin.  OMES ISD agrees to comply with any and all applicable State and local government Equal Employment Opportunity and Affirmative Action laws, including any and all applicable statutes, rules, regulations, ordinances and other guidelines. 

b. LOBBYING.  The undersigned certifies, to the best of his or her knowledge and belief, that: 

i. No Federal appropriated funds have been paid or will be paid, by or on behalf of the undersigned, to any person for influencing or attempting to influence an officer or employee of a Federal government Agency, a Member of Congress, an officer or employee of Congress, or an employee of a Member of Congress in connection with the awarding of any Federal contract, the making of any Federal grant, the making of any Federal loan, the entering into of any cooperative agreement, and the extension, continuation, renewal, amendment, or modification of any Federal contract, grant, loan, or cooperative agreement. 

ii. If any funds other than Federal appropriated funds have been paid or will be paid to any person for influencing or attempting to influence an officer or employee of any Agency, a Member of Congress, an officer or employee of Congress, or an employee of a Member of Congress in connection with this Federal contract, grant, loan, or cooperative agreement, the undersigned shall complete and submit Standard Form-LLL, “Disclosure Form to Report Lobbying,” in accordance with its instructions.

iii. The undersigned shall require that the language of this certification be included in the award documents for all sub awards at all tiers (including subcontracts, sub grants, and contracts under grants, loans, and cooperative agreements) and that all sub recipients shall certify and disclose accordingly.  This certification is a material representation of fact upon which reliance was placed when this transaction was made or entered into. Submission of this certification is a prerequisite for making or entering into this transaction imposed by section 1352, title 31, U.S. Code.  Any person who fails to file the required certification shall be subject to a civil penalty of not less than $10,000 and not more than $100,000 for each such failure. 

VIII. Miscellaneous.

a. This agreement shall remain in effect until modified or replaced by an amendment or superseding agreement executed by both parties, or until terminated by either party providing sixty (60) days written notice to the other party.  If the Agency terminates this SLA, OMES ISD will be entitled to payment for Services provided to the Agency prior to receipt of notice of the termination and to reimbursement for reasonable and necessary related expenses and other costs.

b. The provisions of this SLA are severable, and in the event any of the provisions are held to be invalid, this SLA will be interpreted as if such invalid provision were not contained herein. 

c. With respect to issues related to this SLA and performance thereof, the following persons at OMES ISD are the primary and secondary contact for the Agency:

Primary Contact:
________________, Business Segment Director
Telephone:  (405) ________________
E-mail:  __________________________

Secondary Contact:
Stephanie Tomlinson, Customer Service Account Representative
Telephone:  (405) 522-8021
E-mail:  stephanie.tomlinson@omes.ok.gov 

OMES ISD will provide the Agency with written notice of revised contact information if either the primary or secondary contact listed herein is changed.

d. With respect to issues related to this SLA and performance thereof, the following persons at the Agency are the primary and secondary contact for OMES ISD:

Primary Contact:
[Name, Title]
[bookmark: _GoBack]Telephone:  (405) ________________
E-mail:  ________________________

Secondary Contact:
[Name, Title]
Telephone:  (405) ________________
E-mail:  __________________________

The Agency will provide OMES ISD with written notice of revised contact information if either the primary or secondary contact listed herein is changed.

e. In the event of a disagreement between OMES ISD and the Agency with respect to amendments to or the performance of either party under the terms of this SLA, the parties agree to mediate in an attempt to resolve the differences.

f. Neither forbearance nor payment by OMES ISD or the Agency will be construed to constitute a waiver of any remedy for any default or breach by OMES ISD or the Agency under the terms of this SLA.


IN WITNESS WHEREOF, each of the parties has entered into and caused its duly authorized representative to execute this SLA.



______________________________________________________
[Authorized Signatory, Title]				Date
Office of Management and Enterprise Services
Information Services Division
3115 North Lincoln Boulevard
Oklahoma City, Oklahoma 73105



_______________________________________________________ 
[Authorized Signatory, Title]				Date
[State Agency Name]
[State Agency Address]
OMES ISD Service Level Agreement
2014
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Services Provided by OMES ISD to [State Agency Name]
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APPENDIX “B”
Infrastructure and Project Management Frameworks
OMES ISD uses the Information Technology Infrastructure Library (ITIL) framework to create a technology culture focused on providing quality services at the best value for the customer.
Focusing on service demands a rigorous infrastructure capable of addressing the multiple components of service management.
By incorporating ITIL into its service strategy, OMES ISD is continually:
· Evaluating the service needs of our customers and advances in technology that will improve the service relative to the cost (Design);
· Developing methods to introduce the new technologies with the least amount of disruption (Transition); and
· Monitoring and updating infrastructure to ensure services are effectively supported (Operation).
ITIL is a proven framework that defines a comprehensive set of standardized Information technology processes. OMES ISD has defined and implemented the processes listed below. Each process is documented in a process manual, and training material is available. Metrics for each process are captured in the Support Service Level Dashboard and the Project/Enhancement Service Level Dashboard, which are updated in near real-time and may be found online at http://ok.gov/cio.  
OMES ISD also uses a lightweight project management framework based on the Project Management Body of Knowledge (PMBOK®) principles. A project in OMES ISD is any unique product, service or result that will consume more than $15,000 in cost or resources. The purpose of the project management framework is to make sure that OMES ISD is working on the correct major work initiatives, and that those projects are completed on time and within budget.
The framework mandates deliverables in each phase of the project management life cycle. Stage gates are used at the end of each phase in which sponsors and information technology management review the deliverables and authorize the continuation of the project.
The project management framework mandates a monitor and control process for all active projects. The purpose of this process is to observe project execution, identify and solve problems as early in the life cycle as possible, and report completed project performance against desired performance. A Business Application Services Scorecard and Technical Services Scorecard are produced monthly. Completed project performance is reported quarterly on the Project/Enhancement Service Level Dashboard.


APPENDIX “C”
Service Requests, Incident Management and Escalation
Following the ITIL framework, OMES ISD established a series of protocols that begin with the OMES ISD Service Desk.    The Service Desk provides the Agency a one-stop-shop to report incidents, request assistance, suggest enhancements and provides transparency and accountability by logging a case for each request and assigning the appropriate knowledgeable staff of experts.
All service incidents received by the Service Desk are first prioritized by assessing the impact and the severity of the incident using the following chart as a guide.
[image: ]
Figure 1 - Incident Prioritization Matrix
After an incident is prioritized, the response and resolve times are tracked against the defined service levels found online at http://www.ok.gov/cio.  Response time is defined as the time between a case being logged (either by a customer via the self service system or when a member of the Service Desk staff enters the case into the OMES ISD system) and when an OMES ISD technician takes ownership of the case via the CRM system.  Resolve time is calculated as the time from the case being created until the issue is resolved and the case closed out in the CRM system. The following chart briefly summarizes incident service level targets:


Figure 2 - Service Level Targets by priority
The Service Desk is available 24 hours a day, 7 days a week, 365 days a year for the Agency’s convenience.  Service can be requested by either of two primary methods of contact:   direct telephone call to either (405) 521-2444 or (866)-521-2444 (or (405) 308-7577 for after-hours emergency support) or use of the self-service CRM utility found online at https://helpdesk.ok.gov.    The CRM self-service requires a simple one-time call to receive a password and affords the end user an ability to review case status in real-time, search the OMES ISD knowledge base, and review historical cases.
The Service Desk may also be contacted by e-mail at helpdesk@omes.ok.gov but e-mail is a low priority communication channel and is only monitored during normal business hours.   
Escalation:  Occasionally exigent circumstances create a need to escalate a case.  To escalate a case, contact the Service Desk and ask to speak with the supervisor or the Service Desk Manager.  The Service Desk Manager’s direct telephone number is (405) 521-2433.

APPENDIX “D”
Additional Terms and Responsibilities 
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