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Service Level Agreement

This document defines the complete Service Level Agreement (SLA) for BANKSETA's Accounting, Administration, HR, IT, Supply Chain and Document Management Services function in Gauteng. This document should be read in conjunction with the Service Definition (SD) schedule, which contains the division of responsibility for each described service between the prospective service provider, BANKSETA and any relevant 3rd party service provider(s). For purposes of this SLA the Accounting, Administration, HR, IT, Supply Chain and Document Management Services function is divided into the following functional areas:
· Accounting, Finance and Administration - The provision of Accounting, Finance and Administration services.

· Call Centre - The provision and management of Call Centre services.

· Human Resources - The provision of Human Resource services.

· Supply Chain Management - The management of procurement in accordance to Supply Chain Legislation.

· Information Technology - The provision of Information Technology services. Changes to systems required by legislation to be included in services for all areas. Also included is "minor" customisation changes required by BANKSETA from time to time.

· Reporting - The provision of reporting for all elements of the contract, including ad-hoc reports required by various government departments.

· General - Supply and Management of general functions.

· Document Management and Archiving - System to manage documentation and ensure that required documents are retained and secure to meet legislative and business continuity requirements.

The reporting period for all service level requirements defined in this SLA is monthly unless otherwise stated. A default measurement period of a calendar month must be assumed for the service level requirements where no specific measuring period is listed.

The following figure depicts the layout of the service level requirements and a general explanation is provided for the intent and use of each section of the service level requirement table:

	#
	Type
	Service
	Description
	Service Level
	Measurement

	Task - General description of the task, which together with the other tasks in this section describes the functional area.

	A
	B
	C
	D
	E
	F


Explanation:

· Line 1 (Dark grey) – Header repeated on all pages.

· Line 2 (Light grey) – Task name and task description. Repeated for every task in the functional area.

· Service level requirements consisting of the following sections:

· A – Cross reference to accompanying Service Definition (SD) and, if defined, the Business Metrics (BM).

· B – Priority of this service level requirement e.g. “H” for High priority, “M” for Medium priority and “L” for Low priority.

· C – Service Element name. Where the same Service Element has more than one service level requirement this field is left blank for the second and subsequent service level requirements.

· D – Service Element description. A description of the Service Element including pertinent information on internal and external influences on the rendering of the service. Where more than one service level requirement exists for the same service element this field is left blank for the second and subsequent service level requirements.

· E – Service Level Agreement. A qualitative and or quantitative description of how the specific service element, which is described in full in the accompanying Service Definition, will be rendered.

· F – A description of how the service delivery for this service level requirement will be measured and where and how it will be reported.

It is important to note that the format and layout of this document is part of the SourceIT™ methodology which is owned by iSource Investment Holdings (Pty) Limited (iSource) and employed by Outsource Decisions and Management Services (Pty) Limited (OD&MS) and that no part of it may be used or altered without express written consent from iSource.

1. Accounting, Finance and Administration

The provision of Accounting, Finance and Administration services.
	#
	Type
	Area/Service
	Description
	Service Level
	Measurement

	Management - Management of the accounting, finance and administration functions.

	AC1.1
	H
	Statutory
	Manage all statutory functions.
	Meet all legislative requirements.
	Compliance with SLA requirement.

	AC1.2
	C
	
	
	No material audit qualifications
	Compliance

	AC2.1
	H
	Assets
	Management of assets.
	Produce and submit a draft asset register within 90 days from start of contract.
	Target Date.

	AC2.2
	H
	
	
	Update the asset register within 20 days of information being available.
	Target Date.

	AC2.3
	C
	
	
	No material audit qualifications
	Compliance

	AC3.1
	H
	Budget
	Budget management.
	Submit a draft annual budget 6 months before start of the financial year.
	Target Date.

	AC3.2
	H
	
	
	Submit budget reports by the 10th working day of every month.
	Target Date.

	AC3.3
	H
	
	
	Measure and report actuals against the budget and submit the report by the 10th working day of the month.
	Target Date.

	AC4.1
	H
	Accounting and Finance
	Management of accounting and financial services.
	Develop and submit the required monthly Financial and Accounting reports by the 10th working day of the month.
	Target Date.

	AC4.2
	C
	
	
	Full compliance with legislation
	Compliance

	AC4.3
	C
	
	
	No material audit qualifications.
	Compliance.

	AC4.4
	NO
	
	
	Develop and submit the Audit Management pack bi-annually on the dates to be specified by BANKSETA
	Compliance.

	AC4.5
	C
	
	
	Assign a senior and appropriate level of personnel to manage, process and co-authorise EFT transactions.
	Meet required level.

	AC4.6
	C
	
	
	Assign a senior and appropriate level of personnel to manage, process and co-authorise Current Account transactions
	Meet required level.

	AC4.7
	C
	
	
	Manage and process requests for payments on a weekly basis.
	Compliance with timeline.

	AC5.1
	No
	Administration
	Administration for general accounting.
	Procedures and policies to be fully compliant with required legislation.
	Compliance

	AC5.2
	C
	
	
	No material audit qualifications
	Compliance

	AC5.3
	C
	
	
	Control and report on grant fund balance by the 10th working day of each month
	Compliance with timeline

	AC5.4
	C
	
	
	Agreed investment decisions to be implemented by the end of each month.
	Compliance with timeline.


2. Call Centre

The provision and management of Call Centre services.

	#
	Type
	Area/Service
	Description
	Service Level
	Measurement

	Call Centre services - The provision of Call Centre services during normal working hours.

	CA1.1
	H
	Queries
	Management of telephonic queries received.
	Forward queries to the relevant parties for resolution within 15 minutes of logging a call.
	Measured from the time the call is logged by the agent.

	CA1.2
	H
	
	
	90% of the calls to be answered within 30 seconds.
	Measured from the time the call is recorded by the system until an agent answers the call.

	CA1.3
	H
	
	
	50% of calls to be resolved by the receiving agent during the first call whilst on the phone with the caller.
	Statistics captured by the Call Centre.

	CA2.1
	C
	Newsletters
	Newsletters distribution.
	Correct distribution to be concluded within agreed timescales
	Compliance with distribution lists and timescales.

	CA3.1
	C
	Functions
	Distribution and management of function information.
	RSVPs to be forwarded to function organisers in agreed format and timescales
	Adherence to requirements.

	CA3.2
	C
	
	
	Confirmations to be made with confirming attendees at least 2 Days before the function date.
	Conformance to timeline.

	CA4.1
	NO
	Returned Mail
	Investigation of returned mail and follow up thereof.
	Root cause analysis to be included in applicable monthly report pack.
	RCA information included in pack.

	CA4.2
	C
	
	
	Information relating to mail distribution to be included in applicable monthly report pack.
	Information included in applicable pack.

	CA5.1
	H
	Fraud
	Provision of a Fraud "hotline" facility.
	Calls to the Fraud Hotline to be forwarded to the relevant bodies within 15 minutes of receipt of the call.
	Measured from the time the call is logged by the agent.

	CA6.1
	H
	Disaster Recovery
	Develop Call Centre disaster & recovery plans.
	Develop and submit DR plans within 40 working days of contract start date.
	Target Date.

	CA6.2
	H
	
	
	Conduct annual test of DR including switching the facilities to the DR site.
	Test to coincide with the anniversary date of contract start.

	CA6.3
	H
	
	
	Submit updated plans within 20 working days of completion of the DR tests or within 20 working days of being informed of required changes.
	Target Date.

	CA7.1
	H
	Reporting
	Reporting of Call Centre operational statistics.
	Compilation of comprehensive monthly management report/pack to be submitted by the 10th working day of the month.
	Target Date.


3. Human Resources

The provision of Human Resource services.

	#
	Type
	Area/Service
	Description
	Service Level
	Measurement

	HR Function - Provision of a full Human Resource function for the BANKSETA.

	HU1.1
	H
	Payroll
	Provision of full payroll services.
	Capturing of new employee details to be completed within 2 working days of receiving the information.
	Compliance with SLA requirement.

	HU1.2
	H
	
	
	Deletion of exiting employee from the payroll to be completed at least 10 working days prior to the next pay run following the employee's exit from the BANKSETA.
	Compliance with SLA requirement.

	HU1.3
	H
	
	
	Payslips to be completed and distributed on the 25th day of every month.
	Target Date.

	HU1.4
	H
	
	
	Update employee details within 2 working days of receiving the information.
	Compliance with SLA requirement.

	HU2.1
	H
	Leave
	Management of employee leave.
	Capture approved leave within 5 working days of receiving the signed forms.
	Target Date.

	HU2.2
	C
	
	
	Queries are to be resolved within 5 working days.
	Conformance with timeline.

	HU3.1
	NO
	Training
	Training administration.
	Certificates distributed to learners within 5 working days of completion of course and assessment.
	Compliance with timescale

	HU4.1
	H
	General
	General Human Resource administration.
	Policies and procedures to be developed and submitted within 60 working days of contract start date.
	Target Date.

	HU4.2
	C
	
	
	First workshop to be held within 45 working days of contract start, thereafter at 6 monthly intervals.
	Compliance with timescales.


4. Supply Chain Management

The management of procurement in accordance to Supply Chain Legislation.

	#
	Type
	Area/Service
	Description
	Service Level
	Measurement

	Legislation - Compliance to legislation.

	SU1.1
	H
	SCM legislation
	Compliance
	Submit draft procurement policies and procedures within 30 working days of contract start date.
	Target Date.

	SU1.2
	H
	
	
	Ensure that SCM and procurement policies comply with legislative requirements.
	Compliance with SLA requirements.

	SU1.3
	C
	
	
	Bi-annual review and updating of BANKSETA procurement manual.
	Compliance with timescales

	SU1.4
	C
	
	
	No material audit qualifications
	Compliance

	SU1.5
	C
	
	
	Conduct workshops bi-annually on Supply Chain Legislation.
	Compliance.

	Procurement - Management of procurement process.

	SU2.1
	H
	Supplier Data Base
	Maintenance of the supplier database.
	Quarterly evaluation of submissions and updating of the supplier database.
	First Update to be completed within 60 working days of contract start, thereafter at 60 working day periods.

	SU2.2
	H
	
	
	First Update to be completed within 60 working days of contract start, thereafter at 3 monthly intervals.
	Target date.

	SU2.3
	H
	
	
	Submit input for the monthly management pack by the 10th working day of every month.
	Target date.

	Procurement - Procurement of goods and services.

	SU3.1
	C
	Procurement of goods and services
	Procurement services.
	Full compliance with BANKSETA requirements.
	Compliance.

	SU3.2
	C
	
	
	Full compliance with SCM and procurement policies and procedures.
	Compliance

	SU3.3
	C
	
	
	No material audit qualifications
	Compliance


5. Information Technology

The provision of Information Technology services. Changes to systems required by legislation to be included in services for all areas. Also included is "minor" customisation changes required by BANKSETA from time to time.

	#
	Type
	Area/Service
	Description
	Service Level
	Measurement

	Integrated system - Provision of a fully integrated/interfaced online system available for use from 07:00 - 18:00 on working days, covering Accounting, Finance, Administration, HR, Skills, ETQA, Learnership and Project management.

	IT1.1
	H
	Accounting, finance and Administration
	Provision of accounting, finance and administration modules, with specific reference to the BANKSETA requirements.
	System user availability >99% (excludes TELCO failures).
	Measured from 07:00 to 18:00 normal working days, averaged monthly. Available means user can actually use the system.

	IT1.2
	H
	
	
	90% of severity 1 (system down) incidents to be resolved within 4 working hours of incident being logged.
	Measured from time call is logged at Help Desk to time Call is close.

	IT1.3
	H
	
	
	90% of severity 2 (system available with certain restrictions) will be resolved within 8 working hours of the call being logged.
	Measured from time call is logged at Help Desk to time Call is closed.

	IT1.4
	H
	
	
	Conduct quarterly penetration tests and supply reports to BANKSETA.
	Target date.

	IT1.5
	H
	
	
	First test to be completed within 60 working days of contract start, thereafter at 3 monthly intervals.
	Target date.

	IT1.6
	H
	
	
	Inform BANKSETA within 4 working hours of XXX becoming aware of unauthorised access to the system.
	Compliance with SLA.

	IT1.7
	C
	
	
	System input must be completed within 5 working days after receipt of funds from DoL
	Compliance with timeline.

	IT1.8
	C
	
	
	Identification of problems within 2 working days and rectification within 5 working days.
	Compliance

	IT2.1
	H
	HR
	Provision of an HR module with online data capture capabilities e.g. leave details, employee details etc.
	System user availability >99% (excludes TELCO failures).
	Measured from 07:00 to 18:00 normal working days, averaged monthly. Available means user can actually use the system.

	IT2.2
	H
	
	
	90% of severity 1 (system down) incidents to be resolved within 4 working hours of incident being logged.
	Measured from time call is logged at Help Desk to time Call is closed.

	IT2.3
	H
	
	
	90% of severity 2 (system available with certain restrictions) will be resolved within 8 working hours of the call being logged.
	Measured from time call is logged at Help Desk to time Call is closed.

	IT2.4
	H
	
	
	Conduct quarterly penetration tests and supply reports to BANKSETA.
	First test to be completed within 60 days of contract start, thereafter at 60 working day intervals.

	IT2.5
	H
	
	
	First test to be completed within 60 working days of contract start, thereafter at 3-month intervals.
	Target date.

	IT2.6
	H
	
	
	Inform BANKSETA within 4 working hours of XXX becoming aware of unauthorised access to the system.
	Compliance with SLA.

	IT2.7
	C
	
	
	Identification of problems and rectification within 5 working days.
	Compliance

	IT3.1
	H
	Skills
	Employer details skills module with online data capture capabilities e.g. development areas, required training etc.
	System user availability >99% (excludes TELCO failures).
	Measured from 07:00 to 18:00 normal working days, averaged monthly. Available means user can actually use the system.

	IT3.2
	H
	
	
	90% of severity 1 (system down) incidents to be resolved within 4 working hours of incident being logged.
	Measured from time call is logged at Help Desk to time Call is closed.

	IT3.3
	H
	
	
	90% of severity 2 (system available with certain restrictions) will be resolved within 8 working hours of the call being logged.
	Measured from time call is logged at Help Desk to time Call is closed.

	IT3.4
	H
	
	
	Conduct quarterly penetration tests and supply reports to BANKSETA.
	First test to be conducted within 120 days of contract start, thereafter quarterly.

	IT3.5
	H
	
	
	First test to be completed within 60 working days of contract start, thereafter at 3 monthly intervals.
	Target date.

	IT3.6
	H
	
	
	Inform BANKSETA within 4 working hours of XXX becoming aware of unauthorised access to the system.
	Compliance with SLA.

	IT4.1
	H
	ETQA
	ETQA details module with online data processing capabilities.
	System user availability >99% (excludes TELCO failures).
	Measured from 07:00 to 18:00 normal working days, averaged monthly. Available means user can actually use the system.

	IT4.2
	H
	
	
	90% of severity 1 (system down) incidents to be resolved within 4 working hours of incident being logged.
	Measured from time call is logged at Help Desk to time Call is closed.

	IT4.3
	H
	
	
	Conduct quarterly penetration tests and supply reports to BANKSETA.
	Target date.

	IT4.4
	H
	
	
	First test to be completed within 60 working days of contract start, thereafter at 3 monthly intervals.
	Target date.

	IT4.5
	H
	
	
	Inform BANKSETA within 4 working hours of XXX becoming aware of unauthorised access to the system.
	Compliance to SLA.

	IT5.1
	H
	Learnership system
	Learnership details module with online data capture and process capabilities.
	System user availability >99% (excludes TELCO failures).
	Measured from 07:00 to 18:00 normal working days, averaged monthly. Available means user can actually use the system.

	IT5.2
	H
	
	
	90% of severity 1 (system down) incidents to be resolved within 4 working hours of incident being logged.
	Measured from time call is logged at Help Desk to time Call is closed.

	IT5.3
	H
	
	
	90% of severity 2 (system available with certain restrictions) will be fixed within 8 working hours of the call being logged.
	Measured from time call is logged at Help Desk to time Call is closed.

	IT5.4
	H
	
	
	Conduct quarterly penetration tests and supply reports to BANKSETA.
	Target date.

	IT5.5
	H
	
	
	First test to be completed within 60 working days of contract start, thereafter at 3 monthly intervals.
	Target date.

	IT5.6
	H
	
	
	Inform BANKSETA within 4 working hours of XXX becoming aware of unauthorised access to the system.
	Compliance with SLA.

	IT6.1
	H
	Project Management
	Project management module with online data capabilities.
	System user availability >99% (excludes TELCO failures).
	Measured from 07:00 to 18:00 normal working days, averaged monthly. Available means user can actually use the system.

	IT6.2
	H
	
	
	90% of severity 1 (system down) incidents to be resolved within 4 working hours of incident being logged.
	Measured from time call is logged at Help Desk to time Call is closed.

	IT6.3
	H
	
	
	90% of severity 2 (system available with certain restrictions) will be resolved within 8 working hours of the call being logged.
	Measured from time call is logged at Help Desk to time Call is closed.

	IT6.4
	H
	
	
	Conduct quarterly penetration tests and supply reports to BANKSETA.
	Target date.

	IT6.5
	H
	
	
	First test to be completed within 60 working days of contract start, thereafter at 3 monthly intervals.
	Target date.

	IT6.6
	H
	
	
	Inform BANKSETA within 4 working hours of XXX becoming aware of unauthorised access to the system.
	Compliance with SLA.

	IT7.1
	NO
	Reporting
	Generation of regular, on-line and ad-hoc reports with online data capture capabilities.
	Provision of reports within agreed timescales.
	Compliance with timescales.

	IT8.1
	H
	Supply Chain Management
	Supply Chain module with online data capture capabilities.
	System user availability >99% (excludes TELCO failures).
	Measured from 07:00 to 18:00 normal working days, averaged monthly. Available means user can actually use the system.

	IT8.2
	H
	
	
	90% of severity 1 (system down) incidents to be resolved within 4 working hours of incident being logged.
	Measured from time call is logged at Help Desk to time Call is closed.

	IT8.3
	H
	
	
	90% of severity 2 (system available with certain restrictions) will be resolved within 8 working hours of the call being logged.
	Measured from time call is logged at Help Desk to time Call is closed.

	IT8.4
	H
	
	
	Conduct quarterly penetration tests and supply reports to BANKSETA.
	Target date.

	IT8.5
	H
	
	
	First test to be completed within 60 working days of contract start, thereafter at 3 monthly intervals.
	Target date.

	IT8.6
	H
	
	
	Inform BANKSETA within 4 working hours of XXX becoming aware of unauthorised access to the system.
	Compliance with SLA.

	IT9.1
	C
	General
	System enhancements.
	System enhancements implemented within required timescales to ensure legislative compliance.
	Compliance.

	IT9.2
	C
	
	
	System enhancements implemented within agreed BANKSETA timescales.
	Compliance with timescales.

	IT9.3
	C
	
	
	System integrity maintained at all times.
	Compliance.

	IT9.4
	C
	
	
	Change control policies and procedures rigidly enforced and maintained.
	Compliance with agreed change control policies and procedures.

	Desktop Support - Support of Information Technology infrastructure.

	IT10.1
	H
	LAN, WAN and Desktop.
	Support.
	99% full WAN availability except for failure attributed to TELCO provider (currently being Telkom).
	Availability measured from 07:00 to 18:00 working days, averaged and reported monthly.

	IT10.2
	H
	
	
	Calls for request for services to be responded to within 8 working hours of the call being logged. These are details pertaining to timelines, quotes etc.
	Compliance with SLA requirement.

	IT10.3
	H
	
	
	Technical staff to be on-site for at least 2 hours per day, 3 days per week.
	Compliance with SLA requirement.

	IT10.4
	H
	
	
	90% of severity 1 (system down) incidents to be resolved within 4 working hours of incident being logged.
	Measured from time call is logged at Help Desk to time Call is closed.

	IT10.5
	H
	
	
	90% of severity 2 (system available with certain restrictions) will be resolved within 8 working hours of the call being logged.
	Measured from time call is logged at Help Desk to time Call is closed.

	IT10.6
	C
	
	
	Ensure that the system is to be operational Systems to be ready and available for use from 07:00 to 18:00 (prime time) business days for core operations and available 24 hours for Internet, excluding agreed maintenance times.
	Compliance.

	IT10.7
	C
	
	
	BANKSETA will require notification of not less than 1 week for interruptions > 1 hour Prime or > 2 hour Non Prime (Includes INTERNET Prime & Non Prime), or not less than 24 hours notice for interruptions < 1 hour Prime or < 2 hours non prime (Includes INTERNET Prime & Non Prime) excluding agreed maintenance times.
	Compliance

	IT10.8
	C
	
	
	Immediate notification and a report to be sent to BANKSETA within 5 business days of the occurrence of any viruses or bugs becoming evident.  BANKSETA to be advised of how these viruses occurred, and what remedial action has been taken.
	Compliance

	IT11.1
	H
	WEB and E-mail
	Internet and e-mail access and control.
	Review and submit suggested design changes to current website within 120 working days of contract start date.
	Target driven.

	IT11.2
	H
	
	
	Apply approved changes within 20 working days of receiving approval of design changes.
	Target driven.

	IT11.3
	H
	
	
	90% of severity 1 (system down) incidents to be resolved within 4 working hours of incident being logged.
	Measured from time call is logged at Help Desk to time Call is closed.

	IT11.4
	H
	
	
	90% of severity 2 (system available with certain restrictions) will be resolved within 8 working hours of the call being logged.
	Measured from time call is logged at Help Desk to time Call is closed.

	IT11.5
	H
	
	
	Provide 99% availability for Internet access, excluding failures directly attributable to Telco (currently TELKOM) failures.
	Availability measured from 07:00 to 18:00 working days, averaged and reported monthly.

	IT11.6
	H
	
	
	Conduct quarterly penetration tests and supply reports to BANKSETA.
	First test to be conducted within 120 days of contract start, thereafter quarterly.

	IT11.7
	H
	
	
	First test to be completed within 60 working days of contract start, thereafter at 3 monthly intervals.
	Target date.

	IT11.8
	H
	
	
	Inform BANKSETA within 4 working hours of XXX becoming aware of unauthorised access to the system.
	Compliance with SLA requirement.

	IT11.9
	C
	
	
	Should any major Website changes be required XXX to respond within 2 working days with a plan detailing all relevant criteria (time-scales, resources, costs, etc.).
	Compliance

	IT11.10
	C
	
	
	The WEB and Intranet sites must be available 24 hours, should there be a problem, a message should (assuming this is technically possible at the time) be displayed informing users attempting to gain access that the site is down, and giving an estimated up time.
	Compliance

	IT11.11
	C
	
	
	Facilitate and manage secure access to BANKSETA's Internet Site, including but not limited to the provision of industry accepted Firewall and anti-virus protection.
	Compliance

	IT11.12
	C
	
	
	Access to e-mail and core systems to be available and ready for use in excess of 99% (95% during 1st four months after effective date) during Internet Prime time and 95% during non Prime time, excluding agreed maintenance times
	No Data Added

	Information Technology training - The provision of training for IT.

	IT12.1
	H
	Training
	The provision of system user training.
	Schedule required training within 20 working days for new employee.
	Compliance with SLA requirement.

	IT12.2
	H
	
	
	Provide users with training between 1-5 working days before the system changes or new systems are implemented.
	To be included in all project plans, and compliance with SLA.

	IT12.3
	H
	
	
	Provide training certificates to employee within 10 working days of completion of the training.
	Target date.

	IT12.4
	C
	
	
	All required staff, as agreed between BANKSETA and XXX, to have been trained in the operation of the various integrated systems to an adequate operational level by the time that the subject modules/systems completed.  Included in this training will be the provision of the required passwords and user IDs.
	Compliance

	Disaster Recovery - Management and implementation of Information Technology Disaster Recovery.

	IT13.1
	H
	Provision of Disaster Recovery services
	Provision of Disaster Recovery (DR) services, covering all Information Technology services.
	Submit DR plans within 90 working days from contract start date.
	Target date.

	IT13.2
	H
	
	
	99% of back-ups successful.
	Measured daily, reported monthly.

	IT13.3
	H
	
	
	Once per week, random testing of back-up media to prove readability.
	Success rate of random checks to be reported monthly.

	IT13.4
	H
	
	
	Full test of DR plans on an annual basis.
	Tests to be conducted on the annual anniversary of the contract start.

	IT13.5
	H
	
	
	First test to be conducted on the contract start annual anniversary date, there after at 12 monthly intervals.
	Target date.

	IT13.6
	H
	
	
	Report on DR test to be completed within 10 working days of the completion of the DR test.
	Target Date.

	IT13.7
	H
	
	
	Modify and submit for approval new DR plans, based on test results, within 20 working days of the completion of the DR test.
	Target date.

	IT13.8
	H
	
	
	Submit draft Business Continuity plans within 120 working days of contract start date.
	Target date.

	IT13.9
	C
	
	
	A full system and in-house server back up will be taken at designated times, at least once per week, with the back-up media being stored off-site in secured premises.
	Compliance

	Helpdesk - The provision of a helpdesk function for Information Technology related queries. This service is to be available to the BANKSETA staff and designated users, during normal office hours.

	IT14.1
	H
	Call Logging
	Logging of all calls received into a centralised logging and tracking system.
	Forward queries to the relevant parties for resolution within 15 minutes of logging a call.
	Measured from the time the call is logged by the agent.

	IT14.2
	H
	
	
	<10% dropped calls
	Measured by HD system.

	IT14.3
	H
	
	
	90% of the calls must be answered within 30 seconds.
	Measured from the time the call is recorded by the system until an agent answers the call.

	IT14.4
	H
	
	
	Within 6 months of contract start 80% of calls to be resolved by the receiving agent during the first call whilst on the phone with the caller.
	Statistics captured by the Call Centre.

	IT15.1
	H
	Escalation
	Escalation of calls according to preset rules.
	Submit draft service outage escalation procedures to BANKSETA within 40 working days from contract start date.
	Target dates.

	IT16.1
	NO
	Initiate Action
	Initiate required action.
	Severity 1 type incidents to be communicated to IT and BANKSETA management with 15 minutes of occurrence becoming known.
	Compliance with timescales.

	IT17.1
	H
	Call Closure
	Close calls according to set criteria.
	Submit call-closure rules and parameters to BANKSETA within 60 working days from start of contract date.
	Target date.

	IT18.1
	H
	Trends & statistics
	Utilise integrated toolset to produce accurate and auditable statistics.
	Provide trend analysis report by the 10th working day of the month.
	Target dates.

	IT19.1
	H
	Reports and Administration
	Produce meaningful and accurate reports and administer help desk systems.
	Submit draft report formats within 60 working days of contract start date.
	Target date.

	IT19.2
	H
	
	
	Submit statistical reports covering Help desk performance by 10th working day of the month.
	Target date.

	IT19.3
	H
	
	
	Submit customer satisfaction reports by the 10th working day of the month.
	Target date.

	IT20.1
	H
	Customer Satisfaction
	Conduct ongoing customer satisfaction survey.
	Submit draft customer satisfaction procedures within the first 80 working days from contract start date.
	Target date.

	IT20.2
	H
	
	
	Contact call initiator within 2 working days of the call being closed to determine satisfaction level - e.g. below expectation, meets expectation or exceeds expectation.
	Target date.

	IT20.3
	H
	
	
	Overall satisfaction level to indicate that at least 90% of calls/actions receive at least a "meets expectation" level status.
	Measured per logged call, reported monthly.

	IT20.4
	H
	
	
	Document and distribute survey results by the 10th working day of the month.
	Target date.

	IT20.5
	H
	
	
	Identify trends and required actions and submit to BANKSETA by 10th working day of the month.
	Target date.

	IT20.6
	H
	
	
	Participate in service reviews as required by BANKSETA.
	Compliance with SLA requirement.

	IT21.1
	H
	Staff Transfers
	Management of staff transfers - new hires, leavers and movements.
	Set up new user(s) within 1 working day of being informed.
	Compliance with SLA requirement.

	IT21.2
	H
	
	
	Delete user(s) account(s) and authorisations, passwords etc. within 1 working day of being informed.
	Compliance with SLA requirement.

	IT21.3
	H
	
	
	Modify user accounts within 1 working day of receiving the request.
	Compliance with SLA requirement.


6. Reporting

The provision of reporting for all elements of the contract, including ad-hoc reports required by various government departments.

	#
	Type
	Area/Service
	Description
	Service Level
	Measurement

	Reporting Requirements - Provision of periodic standard and ad-hoc reports.

	RE1.1
	H
	Accounting, Finance and administration
	Reports for the accounting, finance and administration function.
	Reports to be completed and included in the management pack by 10th working day of the month.
	Target dates.

	RE2.1
	H
	Call Centre
	Reporting for the call centre function.
	Provide reports by the 10th working day of the month.
	Target date.

	RE3.1
	C
	Supply Chain Management
	Reporting for the supply chain management function.
	Prepare and distribute reports within agreed timescales.
	Conformance with timescales.

	RE4.1
	H
	IT support
	Reporting for the IT support function.
	Submit IT performance reports by 10th working day of the month.
	Target date.

	RE4.2
	H
	
	
	Submit online reports by 10th working day of the month.
	Target date.

	RE5.1
	C
	General
	General Reporting requirements
	Agree standard report requirements within 20 working days of contract start.
	Timescale compliance.

	RE5.2
	C
	
	
	Creation and distribution of required ad-hoc reports within required timescales.
	Timescale compliance.

	RE5.3
	C
	
	
	Creation of required BANKSETA ad-hoc reports within agreed timescales.
	Timescale compliance.


7. General

Supply and Management of general functions.

	#
	Type
	Area/Service
	Description
	Service Level
	Measurement

	Miscellaneous Functionalities. - Management to ad-hoc functionalities.

	GE1.1
	NO
	Meetings
	Attendance of regular and ad-hoc meetings.
	NOT APPLICABLE.
	NOT APPLICABLE.

	GE2.1
	H
	Governance
	Management of the governance function.
	Submit final governance, management organisation and procedures within 20 working days of contract start date.
	Target date.

	
	
	Legislation
	Management of the legislative function.
	
	


8. Document Management and Archiving

System to manage documentation and ensure that required documents are retained and secure to meet legislative and business continuity requirements.

	#
	Type
	Area/Service
	Description
	Service Level
	Measurement

	Define Requirements - Define Document Management Requirements

	DO1.1
	C
	Statutory & BANKSETA requirements
	Identify legislative & BANKSETA requirements.
	Complete full requirements specifications report and recommendations within 80 days of contract start.
	Compliance

	Identify Systems & Hardware - Identify and recommend document management systems meeting the agreed requirements.

	DO2.1
	C
	Identify Systems
	Identify specific systems which meet agreed requirements and agreed budget
	Provide recommendations within 80 days of contract start.
	Compliance

	Procure hardware and application software - Procure hardware and application software to meet agreed system needs.

	DO3.1
	C
	Procure Hardware & Application Software
	Procure Hardware & Application Software
	Procurement of agreed goods to be in compliance with SCM and BANKSETA procurement policies and procedures.
	Compliance

	Implement Document Management System - Initiate, manage and participate in Document Management System implementation project.

	DO4.1
	C
	Implementation Project
	Manage and Participate in Implementation Project.
	Ensure document archive retention policies comply with legislative requirements.
	Compliance

	DO4.2
	C
	
	
	Initiate implementation project within 10 working days of recommendation approvals being received from BANKSETA.
	Compliance

	DO4.3
	C
	
	
	Implementation to be in accordance with agreed project plans.
	Compliance with plans and timescales.

	DO4.4
	C
	
	
	Monthly secure disposal of paper documentation
	Compliance with timeline and legislation retention requirements.

	Disaster Recovery and Business Continuity - On-going DR and BC

	DO5.1
	C
	DR and BC
	Implementation and on-going testing
	DR and BC plans and tests to be fully integrated with IT DR and BC plans and tests by project implementation date.
	Compliance with timescales and DR/BC policies and procedures.
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