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1 
introduction

1.1 Purpose

This Service Level Agreement (SLA) is between the IFMP Integration Project Office and the Budget Formulation Project Office.  This SLA reflects the mutual understanding of the services and service levels to be provided by CSC the Integration Project Office (IPO) to the Budget Formulation Project Office during the Formulation Plus Phase of the Budget Formulation Project.

1.2 Agreement Period

Unless modified, this document will remain valid for this period:

	From 
	To

	02/20/2002, the “Schedule Effective Date”
	04/30/2002


2 Change Management

Service levels for several items in this SLA refer to the Configuration Management (CM) process.  Requests for some services provided under this agreement are documented via a Change Request (CR).  Section 4 identifies those services that are to be requested through submission of a CR.  All CRs will be submitted through the Rational CM Application (NASA’s CM tool) and channeled through the appropriate approval authority.  For more detailed information regarding the IFMP Change Control process, please refer to the Configuration Management Section of the IPO External Website.  

3 Process for Maintaining the SLA

Initiation and approval of Changes
Anyone can propose changes to this SLA at any time by submitting a formal change request through the Rational CM system.  All proposed changes will be channeled to both the Accenture Project Manager as well as the CSC Project Manager for initial approval. Final acceptance of all proposed changes is subject to NASA approval. 

CSC Responsibilities

This section lists the requirements and service levels for tasks within these categories:

· SAP Basis support

· SAP and System Security administration

· Technical support

· System administration

· Database administration

· System availability, reliability, recovery, and performance

3.1 SAP Basis Support

3.1.1 SAP Instance installation

	Requirement
	Service Level

	Notification to CSC
	A CR must be entered through the Rational Change Management System and will be channeled to the appropriate approval authority.

	Execution of installation
	Level of effort and due dates will be determined by the above named authority.


3.1.2 SAP Connectivity Across Landscapes

	Requirement
	Service Level

	Notification to CSC
	A CR must be entered through the Rational Change Management System and will be channeled to the appropriate approval authority.

	Execution of installation
	Level of effort and due dates will be determined by the above named authority.


3.1.3 SAP Instance upgrade

	Requirement
	Service Level

	Notification to CSC
	A CR must be entered through the Rational Change Management System and will be channeled to the appropriate approval authority.

	Execution of upgrade
	Level of effort and due dates will be determined by the above named authority.


3.1.4 Hotpack/Service pack Upgrade

	Requirement
	Service Level

	Feasibility of hotpack/service pack application (per system)
	A CR must be entered through the Rational Change Management System and will be channeled to the appropriate approval authority.

	Execution of hotpack/service pack application (per system)
	Level of effort and due dates will be determined by the above named authority.


3.1.5 Application of OSS Note(s) with no Database (DB) Changes

	Requirement
	Service Level

	Feasibility of note(s)
	A CR must be entered through the Rational Change Management System and will be channeled to the appropriate approval authority..  The Basis team will assess each request within 1 business day of receiving the request.

	Application of OSS note(s)
	After assessment is completed, the Basis Team will:

— Initiate the application of each request within 4 hours.

— Give an estimated time of completion (ETC) to the Process Team Requestor. If the ETC changes, the Basis Team will give updates to the Process Team Requestor.

	Testing of OSS note(s)
	The Process Team will initiate testing within 2 hours of notification of note application by the Basis Team.

	Rollback of code changes
	The Basis Team will complete the rollback within 1 hour of notification by the Process Team.


3.1.6 Application of OSS Note(s) with Database (DB) Changes

	Requirement
	Service Level

	Feasibility of note(s)
	A CR must be entered through the Rational Change Management System and will be channeled to the appropriate approval authority..  The Basis Team will assess each request within 1 business day of receiving the request.

	Application of OSS note(s)
	— If all notes are associated with each other, the Basis Team will complete the application by 7:00 am of the day following the assessment.

— If there are multiple notes with unrelated changes, they may be done on subsequent mornings to mitigate risk.

	Testing of OSS note(s)
	After being notified of note application by the Basis Team, the Process Team will initiate testing.  (Testing will begin no earlier than 7:00 am.)

	Restore database from tape
	The Basis Team will complete the restore within 5 hours of notification by the Process Team.


3.1.7 Transports To/Within:

Service levels for the following transports pertain to non-baselined objects that have been approved through the SAP CM process (RE: “SAP Configuration Management Standards & Procedures”) and baselined objects that have been approved through the Rational CM process.

3.1.7.1 S2X Instance (Sandbox)

No Transports will be made out of the S2X.

3.1.8 Client Refresh (Configurations Only)

3.1.8.1 S2X Instances

	Requirement
	Service Level

	Assess the impact of a requested client refresh
	A CR must be entered through the Rational Change Management System and will be channeled to the appropriate approval authority.

	Execution of a requested client refresh
	Level of effort and due dates will be determined by the above named authority.


3.1.9 Client Copy (Complete Client)

	Requirement
	Service Level

	Assess the feasibility of a client copy
	A CR must be entered through the Rational Change Management System and will be channeled to the appropriate approval authority.

	Execution of a client copy
	Level of effort and due dates will be determined by the above named authority.


3.1.10 Cross-Instance Client Copy

	Requirement
	Service Level

	Assess the impact of a cross-instance client copy
	A CR must be entered through the Rational Change Management System and will be channeled to the appropriate approval authority.

	Execution of a cross-instance client copy
	Level of effort and due dates will be determined by the above named authority.


3.1.11 Client Deletion

	Requirement
	Service Level

	Assess the impact of a client deletion
	A CR must be entered through the Rational Change Management System and will be channeled to the appropriate approval authority.

	Execution of a client deletion
	Level of effort and due dates will be determined by the above named authority.


3.1.12 User Maintenance

	Requirement
	Service Level

	User creation
	To be created within 6 hours of receipt of approved IFMP SAR fpr m (5 users or less).

	Password change
	Request to be submitted via a trouble ticket to the IFMP Help Desk.  To be changed within 15 minutes of receipt of  request (per client).

	Create new user profile/authorization 
	To be created within 2 days of approval by respective Team Lead (per client).

	Change existing user profile/authorization 
	To be changed within 2 hours of approval by respective Team Lead (per client).


3.1.13 Printer Maintenance

	Requirement
	Service Level

	Printer definition
	To be created within 2 days of assessment and approval.


3.1.14 OSS Account User Creation

	Requirement
	Service Level

	Execution of user creation
	To be requested via a trouble ticket through the IFMP Help Desk.  To be created within 2 days of request.  (Subject to Team Lead Approval)


3.1.15 Developer Key 

	Requirement
	Service Level

	Execution of developer key creation
	To be created within 1 day of request.  (Subject to Team Lead Approval)


3.1.16 Establish OSS SAP inbound connection to NASA

	Requirement
	Service Level

	Establish connection
	To be connected within 2 hours (once the frame relay is up).


3.2 Technical Support

	Requirement
	Service Level

	Hours of Onsite Support
	7:00 am - 6:00 pm CT Mon-Fri.  Evening and weekend onsite support to be arranged with 1-week advance notice to support project overtime requirements, and subject to NASA approval.

	Off Hour Support 

(Note)  It is expected that Off-Hour Support during Formulation Plus phase will be rare, and only related to system availability.)
	6:00 pm - 10:00 pm CT Mon-Thurs on call.  Dedicated resource working on problem within 1 hour and will call back users with ETC within 20 minutes of working on the problem.  Additional off-hour support to be arranged with 48-hour advance notice to support project overtime requirements.  For Off-Hour Support, a trouble ticket should be opened with the IFMP Help Desk.

	Tech Support / Troubleshooting for any technical problems
	Support to be provided for the following components in accordance to the SLA’s below: server, database, operating system, software, and any other technical problems.  Also includes SAP Basis support and other SAP technical support.

	Tech Troubleshooting Response Time - Affecting Multiple Users
	Dedicated resource working on problem within 30 minutes of notification, during all hours of onsite support and must notify user with an ETC within 60 minutes of notification, during all hours of onsite support.

	Tech Troubleshooting Response Time - Affecting Single User
	Dedicated resource working on problem within 60 minutes of notification, during all hours of onsite support, and must notify user with an ETC within 90 minutes of notification, during all hours of onsite support.

	Update of on-call / pager list
	Updated the first of every month and distributed to CSC and Accenture team leads.


3.3 System Administration

	Requirement
	Service Level

	Database Administration (Oracle)
	To be completed within 4 hours for emergency requests & within 2 days for non-emergency.  

The following types of work will be performed only after a CR has been approved and are not subject to the above time constraints:

Tablespace extensions

Cost-based optimizer

Re-creation of indexes

Creating alternate indexes

Database re-orgs

Creation of views

Non-scheduled database backup and export

Non-scheduled database restore and import

Bouncing the database (and SAP central instance) 

	Lotus Notes Administration (MDM server)
	Within 1 day for LN db configuration changes.

	System Administration (UNIX and NT)
	To be completed within 4 hours for emergency requests & within 2 days for non-emergency.

The following types of work will be performed only after a CR has been approved and are not subject to the above time constraints:

Creation of new file systems

Extension of file systems

Software installation

Software upgrades

Kernel upgrades

Non-scheduled file/directory/file system backup

Non-scheduled file/directory/file system restore

Bouncing the server operating system

Managing system and instance startup parameters

	Buffer Synchronization
	After transports

	System monitoring
	Systems are monitored 7 x 24 by the NISC (NASA's Tier One Help Desk) using BMC tools. Current monitoring is limited to system up/down status.

Daily Performance Monitoring

	New User ID setup (UNIX, NT, and Lotus Notes)
	Within 2 days of request (< 6 users at once).  5 days for larger requests.

	Full Cold Backups
	Starts 1:00 AM CT Every other night

	Backup of Archive logs an control files
	Starts 1:00 AM CT Every other night that the Full Cold backup is not scheduled.

	Recovery test (files and databases)
	Check for successful backup and recovery of each system prior to the system being released to the IFM team.  Also includes monthly verification of restore capability.


3.4 System Availability, Reliability, Recovery, and Performance

3.4.1 Availability

	Requirement
	Service Level

	SAP Availability
	Sandbox to be available from 7:00am to 10:00pm CT Mon - Fri.

System uptime: 99%. Unplanned downtime < 60 minutes per week between 7:00am and 10:00pm CT. Planned downtime will be mutually agreed upon by all parties and does not factor into the above requirement.

	MDM Availability
	To be available from 7:00am to 10:00pm CT Mon - Fri.

System uptime: 99%. Unplanned downtime < 60 minutes per week between 7:00am and 10:00pm. Planned downtime will be mutually agreed upon by all parties and does not factor into the above requirement.


3.4.2 Recovery

	Requirement
	Service Level

	File Recovery Response Time
	4 hours for small requests (< 10 files or directories).  To be initiated within 1 day for larger requests (including full file system restore from nightly backup).  

	Database Point in Time Restore Response Time
	To be initiated within 1 day for larger requests (including full database restore from nightly backup) (with NASA approval).


4 Notes

· All references to the word "day" refer to "business day." / All references to the word "hour" refer to "on-site hours."

· All references to "NASA approval" or "decision" refer to Jonathan Pettus, Neil Rodgers, Randy Sparkman, Anita Webster, or Steve Smartt.

· All references to “the appropriate approval authority” are defined in the CM process.

· Workstation, file server, and Center LAN support are provided by GSFC and are not part of this SLA.

· An "emergency" is used to describe an action that must be taken to remedy a situation affecting multiple users (DB and OS fixes), or a condition if left unattended, will result in data corruption (referring to transports).
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