Service Level Agreement (SLA)
Project



Project Needs and Goals

e Currently there are no SLAs.

 There are verbal agreements in place between
IST, the faculties, and the academic support
departments that have never been documented,
and in many cases the people involved in these
agreements have left the university.

e SLAs will formalize these verbal agreements,
provide a point of reference for both parties, and
ensure there are no surprises.



What a SLA is ...

A communication tool
An expectations-managing mechanism
A conflict-reduction tool

An objective process for gauging service
effectiveness

A living document; with periodic review
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A communication Tool
A properly established SLA fosters improved communication between the two parties.
Furthermore, the very process of establishing an SLA helps to strengthen communication, so that the parties come to better understand each others’ needs, priorities, and concerns.
An expectations-managing mechanism
Often it is not until it’s too late that an organization realizes its expectations are not going to be met.
The process of establishing an SLA facilitates the identification and discussion of expectations.
As a result, the two parties achieve shared expectations about services and service delivery.
A conflict-reduction tool
In the absence of a shared understanding about needs and priorities, conflicts can easily arise.
An SLA, and the communication process involved in establishing it, helps to minimize the number and intensity of conflicts, and to more readily resolve those that do occur.
An objective process for gauging service effectiveness
In the absence of an agreement, the parties may disagree about service adequacy.
An SLA provides a consistent, ongoing and mutually agreed to basis for accessing and discussing service effectiveness.
A living document
The SLA acknowledges that changing circumstances may necessitate modifications to services, expectations, and responsibilities.
Accordingly, it provides mechanisms for periodic review and modifications as warranted.



What a SLA is NOT...

A mandate

A “get” strategy

A complaint-stifling mechanism
A quick fix

If it’s not an agreement,
don’t call it an agreement
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A mandate
A SLA has a reduced probability of succeeding if ordered into existence.
When the decision to create an SLA is driven by a major restructuring, extra care must be taken to involve and seek input from all pertinent parties.
Trust cannot easily be built between two parties if one imposes decisions about how things “will be done.”
For an SLA to succeed, both parties must have a say in formulating it.
A “get” strategy
Attempting to get others to do things your way may make them feel coerced, and is likely to generate resistance and resentment.
It is counterproductive to view an SLA as a way to get service providers to deliver better service or to get customers to stop complaining.
A compliant-stifling mechanism
An SLA that attempts to stifle complaints rather than understand and resolve those complaints can actually trigger an increase in complaints.
An SLA is not a club; it cannot be used to bludgeon the other party into conforming to some standard.
A quick fix
Establishing an agreement is not a quick process.
Attempting to rush it undermines the considerable value of that process in helping the parties to understand each other’s perspective and build a strong relationship.



Types of SLAs

e Faculties

e Academic Support Departments
e UW Library

* Housing

e |ST Business Critical Services

There is a need to align this project with the Request Tracker
Implementation Project, the IT Best Practices Project, and
the Asset Management project.



Out of Scope

SLAs will not be created in this project for the
affiliated colleges or for the satellite campuses.
This project will not include SLAs for services
(i.e. Gold SLA) that would require extra financial
charges. This project does not include
discussions about IT services being a university
essential service. Future projects would
investigate these out-of-scope SLAs.



> W

Statement of Work

Create core project team. Additional members will be added as
needed.

Define what IST business critical services mean, and define what
they are.

Create a project communication plan.
Define the IST account representative role.

Create generic SLAs for faculties, academic support department,
the UW Library, and IST business critical services.

Using generic SLAs, create an SLA for each stakeholder and their
existing services.

Schedule SLA discussion and follow-up sign-off meetings.

Develop a plan/schedule for monitoring SLAs. The SLAs are living
documents and will be reviewed periodically.
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First pass will create SLA for existing services, during the consultation process, future or changes to services will be collected and captured in “parking lot” or “wish list”.



Timelines

November, 2013 Presentation of project charter to IST
Management, UCIST, CTSC, FACCUS,

Leadership Forum, Academic Support
Department Computer Reps

December 2013 Document existing services for Faculties,
Academic Support Departments, Library,
and IST Business Critical Services.

February 2014 Consultation process with Faculties,
Academic Support Departments, Library,
and IST Business Critical Services

April 2014 SLA for a Faculty
SLA for an academic support department
SLA for an IST business critical service

June 2014 Complete SLAs, in draft.

August 2014 Meetings with stakeholders to review and
sign off on SLAs



Core Project Team

 Project Leads
— Bob Hicks, Director, Client Services, IST

— Bill Baer, Senior Computing Consultant, Client
Services, IST

* Core Project Team
— Natasha Jennings, IST Communications Officer

— Lisa Tomalty, Customer Relations and Support
Manager, Client Services, IST

— IST Account Representatives for academic support
departments and the faculties



Project Team Resources

IST Business Critical Service Owners
UCIST and CTSC members

Computing Support Representatives from the
academic support departments

Directors/Managers from academic support
departments



Discussions or Questions?
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