YOUR LOGO
GOES HERE!

MEMORANDUM

SUBJECT:
Memorandum of Understanding for Enterprise Service Desk (ESD) Operations

FROM:


YOUR ORGANIZATION
TO:


[IT Coordinator] [Tier 2 SERVICE DESK]
1.  Purpose

The purpose of this memorandum is to document the understanding between <AGENCY’s> Enterprise Service Desk (ESD) and the local site IT management regarding the purpose of the Service Desk, the services delivered by the ESD, the delegation of responsibilities, and the expected interactions between the stakeholders.  This memorandum defines the basics of AGENCY’s approach regarding the use and operation of the ESD, and how an <AGENCY> site can utilize and subsequently benefit from the services delivered by the ESD.  Help Desk Standard Operating Procedures (SOP) are provided for a more detailed view of this information and are available at this Intranet location:

Web Location of this document

Copies of these documents in hardcopy or electronic form have been provided to the IT Coordinator addressed.

2.  Roles and Responsibilities

Roles and Responsibilities as they apply to particular functions of the Enterprise Service Desk (ESD) are summarized below.  ESD responsibilities refer to the task and activities required of the contractor staff that comprise the ESD team.  All contractor responsibilities are governed by RFP xxxxxxxxx  which defines in detail the scope of work and specific tasks and activities to be performed.  The statements in this document do not supersede any statement of work requirements. Site Responsibilities refer to those functions that remain the responsibility of the <AGENCY> local site Federal or contractor staff.

3.  Enterprise Service Desk (ESD) Overview

The Enterprise Service Desk (ESD) is staffed from _____a.m. until ____ p.m. ET Monday through Friday, with off-hours coverage provided through our 24 x 7 Call center for Tier 1.  Tier 2 on-site support will be covered during the hours of ____ am – ____ pm ET
	Customers: 
	YOUR CUSTOMER NAME(S) GO HERE


	Mission:
	It is the mission of the ________ Enterprise Service Desk to act as the single point of contact to all of ______ customers for effective and timely support of standard desktop hardware, software, IT products and services.



	Location: 
	YOUR LOCATION

	Contact Info: 
	Phone: 1-877-ESA-HELP  (1-877-3723-4357)  SAMPLE
Email:   ESA-HELP (for tickets)  and  ESA-ENTERPRISE SERVICE DESK (ESD) (for correspondence)
Fax:      1-XXX-XXX-XXXX 
Web:     http://intranet._______________


	Services Covered: 
	Perform Help Desk primary first level support for all standard desktop applications, client server applications, LAN/WAN and internet connectivity, standard desktop hardware, and general technology inquiries.

	Service Period:
	Site Migration through [DATE]


4. Performance
In order to provide optimal first level support service to all of _________ sites, ALL problem and repair calls must be reported to/received by the Enterprise Service Desk (ESD).
Minimum Site Requirements:

· Remedy fully deployed to all remote site Service Desks

· Local Service Desk staff trained on Remedy
· TCO Desktops (standard hardware and software) deployed at site Service Desks

· SMS client installed, configured, tested at sites

· Asset Tracking/Identification at each site; assets available/imported into Remedy
· VIPs at each site identified, entered and updated within Remedy client profile

· Clients and Service Desk Assignees identified, entered and updated within Remedy
· Queue Coordinator designated at each site Service Desk

· Alternate Queue Coordinator designated at each local Service Desk

· Local Site Hours of Operation identified and published

· Local Site Employee name listing and work schedules (who is in early, stays late)

· Local Site contact phone numbers, Pager numbers, Cell numbers, e-mail addresses identified (this would only be used for emergency contact notification and/or for any after-hours support of Local VIPs.)

· MOU Briefing and sign-off complete

· Marketing presentation to Service Desk staff, and local site employees complete

· Copies of Tri-fold on “How to use the Enterprise Service Desk (ESD)” provided and distributed.
· Electronic marketing kit provided with instructions for use
Scope:  Principal Period of Support
Business Hours:
6:00am - 10:00pm (ET) Monday - Friday (non-holiday) 


Scope:  Outside Principal Period of Support

After Hours Support:
Entreprise Service Desk (ESD) support staff will be on site when clients dial the Enterprise  Service Desk (ESD) 877# and use OPTION #1 during the hours of:

9:01pm - 5:59am (ET) Monday - Friday (non-holiday) 
24 Hours Saturdays, Sundays and Holidays
The Enterprise Service Desk (ESD) will provide the following support:

1. All problems will be reported/received/logged by the ENTERPRISE SERVICE DESK (ESD).
2. Problems will either be resolved at the ENTERPRISE SERVICE DESK (ESD) or escalated and assigned to the appropriate Point of Contact at the local site.

3. All problems will be monitored at periodic intervals for progress towards resolution and closure.

4. Problem resolution steps will be documented within the Remedy trouble ticket and available in report status.

5. Monthly reports will be provided to the Local Service Desks upon request.

The local site will provide the following support:
1. Equipment installs, moves, adds and changes (equipment includes personal computers, printers, and other desktop peripherals)

2. Services such as data entry, building access authorizations, new computer/application user IDs/passwords, file server access, reports, application program problems, requests.

3. An alternate site Point of Contact will be provided, in the event that the primary contact person is not available.

4. The local site Point of Contact will receive calls escalated to their Local Service Desk and acknowledge within the appropriate time limit, assigning the call to a Local Staff support team member for problem resolution.

5. The Point of Contact will annotate the Remedy trouble ticket work log with all steps taken towards problem resolution.

6. In the event that a trouble ticket needs to be assigned to another site, group, etc., the Point of Contact will notify the Enterprise Service Desk (ESD) via telephone or e-mail and assign the trouble ticket back to the Enterprise Service Desk (ESD) with supporting documentation.

	Severity
	Priority

#
	Customer Impact
	Resolution Time

	CRITICAL
	1
	Critical/Immediate
	

	EMERGENCY
	2
	Urgent
	

	URGENT
	3
	Important
	

	MEDIUM
	4
	Non-Critical
	

	LOW
	5
	Best Effort
	


SEVERITY LEVEL DESCRIPTION:

General:

All support requests coming in to the Enterprise Service Desk (ESD) will be logged as tickets within the Remedy call tracking system.  Every attempt will be made to resolve all calls at the Tier 1 level within the first 15 minutes of call receipt before escalating the call to Tier 2 and/or Tier 3 support at the local service desk.  All resolution steps will be noted within the Remedy ticket so that troubleshooting steps are documented for Tier 2 and 3, should that support be necessary.  Each incoming service request will be evaluated using the following criteria:

First Level Problem Determination Criteria:

· Number of customers affected and impact on business mission

· Context of problem, deadlines and estimated solution time

· Application(s) involved and frequency of problem

· Customer’s sense of priority/urgency and customer’s commitment level

· Availability of workaround (and client’s willingness to use)

· Threat to data integrity or computer security/vulnerability

SEVERITY - EMERGENCY

Critical/Immediate & (VIP):
Operation of application, system or equipment is MISSION CRITICAL to organizational operations.  No workaround is possible, available or acceptable; affects more than one user; global impact; Severely affects business flow—i.e. business flow has stopped or has been seriously impeded.

Examples:

· VIP client calls (ALL)

· Internet unavailable

· LAN/WAN connectivity problems

· E-mail down
SEVERITY - HIGH:
Urgent

Operation of application, system or equipment is important to organizational operations; Workaround possible and available, but use of such could severely impact business flow.

Examples:  

· When one user effected and cannot perform work

· Printer where no other is available in work area

· Desktop system when no other is available in work area

· Application software problems and work deadline < 24 hours

· System response time

SEVERITY - MEDIUM:

Important

Operation of application, system or equipment is important to departmental operations, however a suitable and acceptable workaround exists.  User is still able to perform their function with minimal impact on business flow.

Examples:

· Routine support for application software, hardware, printers

· Routine support for project or training issues

SEVERITY – LOW:
Non-Critical

Request for support is non-critical/low priority; standard desktop hardware and software; effects limited number of users, does not impact work flow or customer care; acceptable workaround available; requires research; application or system working as designed—change request enhancement.

Examples:

· Customer desktop enhancement

· Non-priority training request, navigation assistance, project consultation

· Inquiries, how-to’s and “As time permits” requests

5. Environments Supported and Included:

· All standard PC hardware:
· Desktop:
Dell OptiPlex GX 270T

· Laptops:
Dell Latitude D400T

Dell Latitude D800

· All standard software applications:

· Microsoft Office (Word, Excel, Powerpoint, Access)

· Internet Explorer 

· Symantec Anti-Virus

· WordPerfect 9.X

· Lotus Notes

· Lotus Notes Mail

· Lotus Notes SmartSuite 9.7

· Lotus 1-2-3

· Freelance

· The following proprietary software applications:

· LIST YOUR PROPRIETARY APPLICATIONS HERE 

Method for Requesting Services:
· Requests for service are made via telephone, voicemail message, e-mail, fax, NIM or web by directly logging into the service request management system. 

Service Tracking and Reporting Procedures:
· All requests are logged and tracked by ENTERPRISE SERVICE DESK (ESD) agent directly into Remedy Service Management tracking system.

· A call ticket is completed by the ENTERPRISE SERVICE DESK (ESD) agent and resolved at the time of the call or electronically forwarded to local service desk personnel for additional on-site troubleshooting, desk side visit (if required) and problem resolution/closure.

· Random follow-up will be independently conducted via Customer Satisfaction Surveys. 

· Random incoming telephone calls to ENTERPRISE SERVICE DESK (ESD) support staff will be monitored and/or recorded for review by ENTERPRISE SERVICE DESK (ESD) management to ensure quality service and customer satisfaction.

6. Service Metrics:

1. All calls will be answered in a timely manner and with the following targets:  
SAMPLE:

	Category
	Performance Criteria

	Average Call Answer Time
	95% of calls answered in < 60 seconds

	1st Contact Resolution
	A minimum of 60% of all calls resolved at initial contact

	Customer Satisfaction
	60% of all service events receive a satisfactory or higher rating

	Average Call Length
	15 Minutes    

	Voicemail Response Rate
	100% entered into Remedy within 10 minutes


Reporting Methods:

· Performance metrics will be reported weekly and monthly to the __________ 

· Client surveys will be conducted weekly on 100% of random service requests. 
Customer Responsibilities:

· Provide your name, Lab/Center/Office identification and location. 

· Provide clear description of the problem, indicating if alternatives are available. 

· Provide individual to be contacted, if not you, and a phone number.

· Provide access to work area (especially if you will not be able to be present).

Local Service Desk Support Group Responsibilities:
· Receive all escalated service requests within Remedy.

· Acknowledge receipt of new service requests in a timely manner.

· Assign new service requests to local support staff in a timely manner.

· Record all actions/activities/updates to work logs in service requests. 
· Maintain staffing level and schedule so that there is adequate coverage of the local service desk during all local “OPEN” hours of operation. 
MOU Contract Period:
The Period of Performance for RFP # ___________ - ____________, 2008
Location:  _______________________________________________ 
7. Concurrence and Acceptance

Signatures below indicate that the IT Coordinator has read this memorandum of understanding, has reviewed the Enterprise Service Desk (ESD) Business Process and Standard Operating Procedure documents, has been given hard or softcopy of these documents, and is in agreement with all of the above.

	IT Coordinator
	Signature
	Date

	[name]
	
	

	______ Representative
	Signature
	Date

	
	
	


SLA/MOU
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