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Preface 

The ICT services listed below comprise the service offering made by the Oxfordshire County Council to the Oxford City Council. Each service listing includes a description of the service and its delivery. Each also contains a description of the basis for charges for that service for clarity purposes. The total charge for services is that summation of all of the individual service charges over the delivery period. 

· Prices are valid as of 1 April 2009

· They will remain in effect for the first year of service delivery

· On April 1 2010 and each subsequent April 1st during the life of the contract the, the prices will be re-evaluated and adjusted upwards by the rate of inflation as measured by the Retail Price Index (Computer Services Price Index?)

· Measurement of the effectiveness of service delivery will be through the agreed Service Level Agreement between the two parties.
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Application Support and Development

	Application Support and Development – provides a tailored support, management, development and maintenance package for business applications and their associated databases.  The service provides on-demand consulting, application development and support services that use best practices as well as a defined software development life cycle (SDLC) methodology for building and maintaining business applications.  Applications are prioritised based on a numbering scheme of 1 to 3 (with 1 being the highest priority/impact) and support response times are adjusted accordingly.  
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	1. Service Description

	Features included
	For the first six months of this agreement, City applications will remain on the existing hosting infrastructure at St. Aldates, or moved by agreement to the County’s hosting arrangements in Clarendon Centre. Support services at both locations include:
· Technical Support for ICT business applications based on priority and needs

· Management, maintenance and upgrades of existing systems

· Third party supplier engagement in support and upgrades

· Executive/Senior management level consulting for defining and developing business opportunities using applications

· Application requirements, planning, design, development and or commissioning (ie software packages), testing, implementation in the live production environment, maintenance, and support services 

· Logical database administration 

· User profile management 

· Analysing proposed changes for impact on customer applications and customer end user 

· Applications patch management

· Application support to both business customers and day to day users

· Assessment of applications enhancements

· Planning for applications releases

· Creation or interfaces to other programmes



	Associated services
	· Installation of new applications (via Projects)

· Hosting applications

· Business Continuity



	Service exclusions
	Support of and/or development of Access Databases



	2. Service Levels

	Service hours
	Mon – Fri 07:30 – 18:30 

Sat 09:00 - 17:5.30



	Availability
	98%

	Response times
	· Incidents reported to the OCC Service Desk, response times – High = 4hrs, Medium = 1 business day, Low = 3 business days

· For all calls received after 16:00, SLA target resolution times will apply from 07:30 the next working day.

· Service Requests – target turnaround time is within 10 working days for standard changes 

	Reliability
	

	3. Service Conditions

	Tariff
	£146,250 per annum




Business Continuity 

	Business Continuity – This service will support the business through major failures or disruptive events. While customers have the ultimate responsibility for planning their business continuity and recovery requirements, County ICT recognises its responsibility to support those recovery plans and provide resilience within its server and infrastructure design and service delivery.  

Business continuity is established by maintaining a second site and with off-site data storage and recovery in a staffed and environmentally sound facility. 
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	1. Service Description

	Features included
	The County is in the process of fitting out a dark room disaster recovery (DR) ICT suite at the Oxford Science Park. All operational data from County system will be replicated in real time to the facility where it will be available for use in the eventuality that the City Centre Data Centre is taken out of action. If the City’s systems were migrated to County technology, then the DR functionality would automatically apply to City systems as well.  Until such time that the City’s applications are migrated to County infrastructure, the County will continue to support existing City arrangements for DR.
This service includes: 

· Preparation of Annual ICT Service Continuity Plan 

· Provision of Business Impact Analysis 

· Provision of  Risk Assessment

· Develop the design for alternative computing facilities as fall back

· Provision of  adequate computational, storage, and data communications services for the designated critical applications within customers' documented 

· Identification of risk reduction measures

· Implement risk reduction measures

· Undertake associated organisation planning



	Associated services
	

	Service exclusions
	

	2. Service Levels

	Service hours
	24x7

	Availability
	99% per month

	Response times
	To be agreed based on recovery scenario

	Reliability
	Periodic testing of recovery facility 

	3. Service Conditions

	Tariff
	Annual charge of £18,500


Business Liaison

	Business Liaison provides the primary management contact and escalation point for the business.  The service is designed to ensure that clients are able to access ICT services as and when needed.  

The service provides ongoing support, co-ordination and escalation for day-to-day services including the overall management of small requests.  It also includes assistance with early-stage ICT project definition work that is necessary prior to engaging project management services.  
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	1. Service Description

	Features included
	This service includes:

 Development of the customer service relationship 

 Assistance in developing future requirements, potential ICT options and initiate project briefs as appropriate

 Developing and managing the potential pipeline of future projects from a business perspective 

 Maintaining an understanding of the customer's current and future ICT service needs 

 Helping maintain a catalogue of existing services offered by ICT that are relevant to users  

 Develop, agree and maintain the Directorate SLA with the customer 

 Organise and maintain the regular Service Level review process with both the IT customer and IT provider teams  

 Review Service Levels and targets (where necessary) 

 Review any underpinning agreements both internal and external  

 Agree, initiate and pursue appropriate actions to maintain / improve service levels 

 Contribute to the annual (as appropriate) review of the entire Service Level process and negotiate, agree and controls any amendments necessary 

 Act as co-ordination point for any temporary changes to service levels required (i.e. extra support hours required by the Customer, reduced Levels of Service over a period of maintenance required by the IT provider etc.) 

 Monitor OCC ICT delivery activities on behalf on the customer 

 Work with the customer and relevant ICT teams to ensure that ICT service quality meets requirements and customer satisfaction 

 Familiarise the customer with standard processes used in the OCC ICT, such as Change Management, Request Fulfilment, Incident Management and so on 

 To act as an escalate point for issues relating to ICT service 

 Provide general information and direction concerning ICT services
 Help identify future ICT demand and changes in transaction and user volumes for capacity planning purposes
 Help identify and resolve any queries with regards to billing and charge back

 To act as a main communication point, ie work with the customer and relevant ICT teams to ensure that appropriate communication takes place through channels  

	Associated services
	Service Reporting



	Service exclusions
	Business Liaison does not provide a project management service

	2. Service Levels

	Service hours
	Standard business hours

	Availability
	

	Response times
	Regular meetings and reports to work to an agreed schedule

	Reliability
	

	3. Service Conditions

	Tariff
	 £48,750 per annum




Desktop Provision and Support 

	Desktop Provision and Support – The provision of the desktop PCs and laptops including both field support and remote support.  This includes supply of desktop hardware and support of both hardware and software (commercial off the shelf packages).  This support is both unscheduled, being passed through from the service desk, or scheduled work such as PC refresh work.

City users would receive the same level of support as County users.  ICT will provide support at the desktop for PCs and laptops registered with them for use by agreed personnel in both the county and city.  This support is for equipment used in nominated buildings and service locations or brought into county premises for maintenance. 
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	1. Service Description

	Features included
	The County ICT Service provides a managed desktop service to meet personal computing requirements, including:

· Incident resolution at desktop under service levels defined in a Service Level Agreement.

· Automated software distribution 

· New hardware refresh every five years for installed machines.  20% of the installed base each year will be provided as new machines of the agreed specification, configured with the agreed standard base build and install and use locations on the LAN

· Callout support to repair or replace machines that have been reported as faulty to the Service Desk.  A repair will be attempted remotely by an engineer in the first instance.  If the machine is not repairable in situ, it will be replaced with a standard machine from inventory which will be installed on the LAN for the user.

· Software support for the standard operating systems, productivity tools and utilities 

· Technical support, maintenance, and repair of managed hardware and software 

· Standard operating environment management through the controlled release of security patches, anti-virus updates, and other software 

· Life cycle management, including asset and configuration management, procurement, and software license management 

· Provision of a consistent and reliable client computing environment to end users.  

· Configuration of each PC with standard software so that users have basic computing programs 

· PCs configured to enable delivery of software, including updates and patches, for repairs and scanning for compliance with established policies

· Choice of standard desktop or laptop (at extra cost) configuration 

· Technical support via remote desktop control (ICT Service Desk) 

· Technical support via desktop support, either remote or field support 

· Asset retirement, including hard drive erasure in compliance with defined security standards 

· Response to customer moves/adds/changes (MAC) requests 

· Standard desktop image development and support 

· Installation and support of required desktop software such as:  Office productivity suite, eMail/calendar client, Internet browser and key plug-ins, Wireless client, VPN client, Java VM, Media players (Real, Quicktime, Windows Media), Anti-Virus, Malware/Spyware protection, Personal firewall and other commonly required components as needed 

· Automatic refresh/upgrades of software based on minimum standards 

· Release and patch management services Basic user ID administration 

· Electronic software distribution 
· Asset management and reporting, including auto-discovery capability 

	Associated services
	· Printers serviced and supported under County contract arrangements.

· Desktop software is based on City requirements and charged at cost License tracking and reporting WAN and LAN services
· Applications Hosting

	Service exclusions
	This service does not include: 

· Home support or home visits 
· Power to managed network equipment at customer sites, including network 

	2. Service Levels

	Service hours
	Mon – Fri 07:30 – 18:30 

	Response times
	A maintenance engineer will attend a site with a replacement machine within four business hours of the call being registered with the Service Desk.  Service is premised on all data being held on central file servers and no business data being held locally on PC disks and on the use of standard build PCs and laptops for all services.  Laptops should be ‘returned to base’ for problem resolution.

	3. Service Conditions

	Tariff
	£172.50 per standard desktop PC per annum.

	Tariff Basis
	Rolling replacement of PCs every 5 years with County standard PC, delivery to desktop, support and maintenance. A supplement is charged for Laptops that equates to the purchase price difference between the two machine types. Additionally all desktop software is provisioned at cost, and is not included in this package price.


Email and Collaboration

	This service is an enterprise scale eMail messaging and calendaring service.  The email service is highly available and reliable, feature rich, and cost effective to use for the County and potentially City users.

The service runs on the Microsoft Exchange Server 2003 platform and provides customers with efficient access to eMail, calendar, attachments, contacts, and more
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	1. Service Description

	Features included
	Exchange eMail Services include: 

· Integrated eMail and calendar function 

· 200 MB of email storage per user 

· Microsoft Exchange Server 2003 platform

· Redundant and load balanced configuration 

· Disaster recovery/BCP infrastructure 

· Combines anti-virus and anti-spam solutions 

· Internet browser access for email 

· Centralised and personal address books 

· Folder creation and management for messages 

· Native file format attachments (i.e. Word, Excel, etc.) 

· Centralised administrative support for commonly performed functions 

· Prompt and effective customer support for requests and/or incidents 

· Meeting scheduling for individuals, groups, and other required resources 

· Personalised or shared daily notes/tasks Dedesktop integration with Outlook 

· Share/view calendar entries with others 

· Set designate rights for others to create meetings on your behalf (i.e. admin. assistants) 

· PDA/mobile device wireless synchronisation via ActiveSync 

· eMail Distribution List Management Service provides a secure method of maintaining eMail distribution lists

· It is envisaged that instant messaging facilities will be introduced in due course. 



	Associated services
	Optional Blackberry support using the Blackberry Enterprise Server (BES) 



	Service exclusions
	

	2. Service Levels

	Service hours
	Service 24 x 7

Support  Mon – Fri 07:30 – 18:30, Sat 09:00 – 17:30 



	Availability
	99%

	Response times
	· Incidents reported to the OCC Service Desk, response times – High = 4hrs, Medium = 1 business day, Low = 3 business days

· For all calls received after 16:00, SLA target resolution times will apply from 07:30 the next working day.

· email Service Requests – target turnaround time is within 5 working days for standard changes 

	Reliability
	99 %

	3. Service Conditions

	Tariff
	£24 per user per annum.

	Tariff basis
	Charged at £2/mo per user with 200mb max mailbox size.


Hosting Applications 

	Hosting Applications – This service includes multiple, redundant and diverse high-speed server systems, Internet connections, security systems and procedures, cooling and environmental systems, and redundant power.  There are a wide variety of storage capabilities including multiple disk and tape tiers such as high-end disk storage, virtual tape, mid-range disk storage, Storage Area Network (SAN) attached storage, and content addressable storage.

Physical site security includes zoned access to different areas of the building and a database of individuals authorised to access the facility. 
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	1. Service Description

	Features included
	This service provides customers with a reliable, monitored, secure, and managed solution with the flexibility and performance of distributed computing solutions.  To meet the City’s move deadlines, it would be necessary to physically move the existing servers to the new facility as they are currently configured.  At a later date it could be beneficial to port the applications to new hardware identical to the Clarendon Data Centre hosting infrastructure.  In this quick move scenario, the City staff would continue to manage the servers but in the new facility and would be responsible for server integrity, backups and restores using their existing equipment.
The following services are included:

· Secure facilitation of dedicated servers within a protected computer room

· Power consumption, uninterruptible power supply and temperature management

· Daily status checks including performance, disk space availability and software subsystems availability

· Applications systems and subsystems start and shut down

· Core hours error log and system performance monitoring

· Scheduled activities such as data exchange with other systems

· Ensuring appropriate processing and disk space is available to meet applications requirements

· Server hardware and software support and maintenance 

· ICT engineers install and set up all server hardware in accordance with industry best practices

· Engineers will apply firmware patches to systems as required

· installation, upgrades and monitoring support for the infrastructure and software

· Operating system (OS) support and maintenance 

· Event Management – Alerts / Management 

· Server Farm Network Infrastructure Monitoring 

· Standard fault, configuration, performance and security management monitoring 

· Archiving device configurations and insuring security policies are enforced in the configuration 

· Device authentication, authorisation and accounting 

· Applications data backup and recovery 

· Secure data during core hours using Raid replication

· All daily and weekly tapes are moved off-site daily for vault storage 

	Optional services
	· High-end processing capability 

· Increased data storage

· Out of hours support

· Immediate problem diagnosis and remedy in application system or subsystem failure

· Additional backups

· Additional scheduled work

	Service exclusions
	· Application maintenance and support 

· Business continuity 

· Licensing

	2. Service Levels

	Service hours
	Service 24 x 7

Support  Mon – Fri 07:30 – 18:30, Sat 09:00 – 17:30 



	Availability
	99% 

	Response times
	To be agreed 

	Reliability
	99 %

	3. Service Conditions

	Tariff
	Annual applications hosting on County Standard, IBM Intel Blade Servers and associated SAN storage.
· small applications at £1500 each,

· medium sized applications at £3500 each

· large applications at £7000 each
Estimated annual charge based on information disclosed to date:  £123,500 (est. of 45 small, 8 medium and 4 large applications)
Hosting for 3rd party machines (not County standard) charged at £2,000 per machine with all costs for hardware and required software licensing passed through at cost.

Conversion from 3rd party of County standard machines after the initial 6 months of the contract, at County discretion.



	Tariff basis
	Per annum charge for server hardware on County Standard servers, server monitoring and alerts, hardware refresh every 6 years, associated disk capacity, backups, restores as required, and associated networking. Development, Testing and Training installations charged at half price. 




ICT Service Desk

	ICT Service Desk - provides the first point of contact for all incidents, requests for service and information from our customer base.  All enquiries will be logged on a call management system and the customer will be allocated a unique case reference number for future reference.  It is our stated aim within the Service Desk, to respond and close off as many calls as possible at the point of first contact, to minimise disruption and inconvenience to the customer. 

This call centre service as a one-stop shop facility that provides advice, guidance, service requests  and incident resolution to maintain the business as usual ICT service to users
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	1. Service Description

	Features included
	Call Centre Services include: 

 Provision of a single, well-publicised, ICT support service for county and city users to access

 Act as a single point of contact with the customer and log the details of the call 
 Categorise, prioritise and diagnose reported incidents 

 Provide technical support and advice when necessary to resolve customer issues

 Answer queries relating to ICT applications and services

 Log service requests for change and forward to the appropriate ICT team

 Manage incidents and service requests through their life cycle

 Monitor and tracking progress of Service Desk incidents and service requests

 Distribute of Service Desk incidents and requests to other working teams 

 Escalate of Service Desk incidents to middle and upper management  based on priority 

 Resolve and closure of Service Desk incidents and service requests

 Undertake periodic customer surveys to aid in evaluating the level of satisfaction delivered by the Service Desk

 Provide input to problem management, change management, the software distribution and release management processes

 To act as a point of contact for requests from users for progress reports

 Provide call reporting statistics and identify trends
 To initiate communication to users with regards to events affecting users
 

The SupportWorks application is used to manage incident and service requests.  A user self-service portal is envisaged to enable users to access and track their own incidents and service requests

City staff would be integrated into the existing County ICT Service Desk arrangements that operate under ITIL 3 service arrangements.

	Associated services
	

	Service exclusions
	· Equipment not directly covered by this agreement

· Applications not supported by ICT services such as Access Databases



	2. Service Levels

	Service hours
	Mon – Fri 07:30 – 18:30, 

Sat 09:00 – 17:30 

	Availability
	99% per month

	Response times
	For all calls received after 16:00, SLA target resolution times will apply from 07:30 the next working day.

Incidents – High = 4hrs, Medium = 1 business day, Low = 3 business days

Starter / Leavers / Movers - 5 business days

Service Requests – 10 business days

	Reliability
	99 %

	3. Service Conditions

	Tariff
	£42 per user per annum. User defined as a unique personal ID in the Active Directory.
 

	Tariff basis
	Full use of the County ICT Call Centre during the normal business hours. 


Internet Access Services

	The Internet Access Service provides high speed, safe, secure and reliable access to the Internet.  The County Council currently operates 2 x 100Mb network circuits and provides safe web browsing.  

Internet access is controlled through the definition and enforcement of policies which can be modified to suit business needs.  The service also uses a series of web caching servers which significantly improve the overall performance.

 
	[image: image28.png]





	1. Service Description

	Features included
	The Internet Access service includes: 

· Access to the Internet via 2 x County Council managed 100Mb Network Circuits this will be metered back to the provision of a full 20mb connection for City users.

· Internal networks protected via a pair of managed firewalls

· Web filtering and content scanning to reduce the risk of viewing illegal or inappropriate material

· Web Caching services for performance enhancement

· Internet traffic scanned for potential viruses, malware and other such security risks



	Associated services
	

	Service exclusions
	

	2. Service Levels

	Service hours
	Service 24 x 7

Support  Mon – Fri 07:30 – 18:30, Sat 09:00 – 17:30 

 

	Availability
	99% per month

	Response times
	· Incidents reported to the OCC Service Desk, response times – High = 4hrs, Medium = 1 business day, Low = 3 business days

· For all calls received after 16:00, SLA target resolution times will apply from 07:30 the next working day.

· Service Requests – target turnaround time is within 5 working days for standard changes 



	Reliability
	No more than three outages and any one working day per year

	3. Service Tariff

	Tariff
	£15,000 per annum 

	Tariff basis
	Charged at flat fee for access through the County Network



Local Area Networking

	Local Area Networks –provide customers with the ability to send and receive data in a 

Secure and reliable manner within their local office.  

The County currently provides its own support services for LANs, or networking inside of County buildings. This service can be extended to include the City buildings. As a result of the ongoing tender exercise it is possible that the LAN support service could be contracted to the WAN provider. If this were to occur, the City could benefit from the County contract by paying a pro rata fee for the services received.
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	1. Service Description

	Features included
	This service includes: 

· Consultation with customers on application and business requirements for connection to local area networks. 

· The Systems Engineering team will design and manage implementation of network solutions to meet or exceed customer requirements. 

· Following installation, Systems Engineering will configure and test the network hardware and software. 

· Support and maintenance of the local hubs and patch panels

· Provide expansion of network connectivity offerings by implementing and supporting wireless connectivity in addition to traditional wired networking

· Management of External DNS zones 

· Management and allocation of IP networks for customers. 

· Management of Enterprise DHCP services 



	Associated services
	

	Service exclusions
	This service does not include: 

· Security requirements that exceed baseline security in place on the OCC-managed LAN 

· Power to managed network equipment at customer sites, including network 

· Provision of LAN cabling within buildings. 



	2. Service Levels

	Service hours
	Service 24 x 7

Support  Mon – Fri 07:30 – 18:30, Sat 09:00 – 17:30 



	Availability
	99 %

	Response times
	To be agreed

	Reliability
	99 %

	3. Service Conditions

	Tariff
	£74,500 per annum

	Tariff basis
	Refresh of Switches, Routers every 7 years. 




LAN Printing Service

	LAN Printing To provide a service for the management, support and maintenance of LAN based printing, primarily from desktop PCs and laptops.  The County is investigating outsourcing large parts of LAN printing workload  under a fully serviced pay on print contract. Should this be established, the City can share the contract under a pro rata payment agreement. 

Until then the existing City printer estate will continue to be serviced as part of the desktop agreement.
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	1. Service Description

	Features included
	The LAN Printing service includes the following: 

 Provision of multifunction devices providing print services in key locations

 Support of alternative print devices in smaller locations

 Provide access to monochrome and colour print facilities

 Support and maintenance of all print devices

 Definition of logical printers and network paths to get to printers. 

 Alpha testing (i.e., testing pathway connectivity by running sample jobs print on printer) 

 Technical assistance to customers for all print solutions 

 Transferring print jobs to defined print servers and printers. 



	Associated services
	Desktop provision and support



	Service exclusions
	Smaller locations



	2. Service Levels

	Service hours
	Service 24 x 7

Support  Mon – Fri 07:30 – 18:30, Sat 09:00 – 17:30 



	Availability
	99% per month

	Response times
	For all calls received after 16:00, SLA target resolution times will apply from 07:30 the next working day.

Incidents – High = 4hrs,  Medium = 1 business day,  Low = 3 business days

Service Requests – 10 day SLA

Project Requests – 60 day SLA



	Reliability
	99 %

	3. Service Tariff

	Tariff
	Pro rata charge based on any OCC contract

	Tariff basis
	Pro rata


Management

	Management – This service provides overall management of the ICT service for both the County and potentially the City.  This leadership role can support the development of ICT strategy to meet the broad direction of the Council. 

As the size of the ICT function increases so the demand on leadership and people management also increases.
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	1. Service Description

	Features included
	This service relates to managing the whole ICT function and delivering business benefit to the organisation as a whole.  This service includes: 

· Enabling the Council to improve efficiency and effectiveness through automation used on technology

· Regular communication and advice to senior management

· Responsibility for ICT project delivery

· Delivering a reliable ICT service 

· Improving quality and value from the ICT budget

· Providing leadership in terms of best practice ambition

· Managing and motivating the large number of ICT staff

 

	Associated services
	

	Service exclusions
	

	2. Service Levels

	Service hours
	Mon – Fri 07:30 – 18:30 



	Availability
	

	Response times
	

	Reliability
	

	3. Service Conditions

	Tariff
	£75,000 per annum


Project Management

	Project Management – This service provides customers with experienced Project Management Professionals (Prince2 certified).  The PM service utilises a consistent approach for ICT project management that is based upon the methods, techniques and best practices.

ICT project managers have experience in the areas of business case analysis, business process re-engineering, application development, and infrastructure development/deployment.  The County can, with notice, provide project management and programme office support to the City, either through its direct employees or through recruitment and management of contract project management resources. This would be done on a reimbursement of costs basis.
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	1. Service Description

	Features included
	The Project Management service includes:

 Professional, experienced, Prince2 certified project managers with detailed knowledge of the ICT project approval process 

 Specific business and/or technical domain expertise for public sector ICT projects

 Project definition, planning, risk management and role definition 

 Identification of project resources and resource costs including project management, business analysis and technical resources

 Project and technical governance through the ICT Programme Board and Technical Architecture Group alongside client governance requirements

 Periodic project status reporting, including various project performance metrics (technical, financial and schedule) 

 Project reporting and recording through existing online systems

 Utilisation of ICT project management best-practices within a consistent, repeatable and successful project management process 

 Effective utilisation of resources needed to complete a project on time that meets business requirements and is within budget 

 Formal project closure, signed off and transition into business as usual



	Associated services
	Business Liaison



	Service exclusions
	

	2. Service Levels

	Service hours
	Mon – Fri 07:30 – 18:30 



	Availability
	

	Response times
	To be agreed

	Reliability
	

	3. Service Conditions

	Tariff
	£350 per day

	Tariff basis
	Project Management support is currently charged on an as used basis at £350/per day. One project manager can work with 3 to 5 small projects or 1 large project. No charge is made for central administration, reporting and project oversight by the ICT Project Board


ICT Purchasing

	Purchasing – This service provides the route to procurement of special hardware and software to create particular business services for customers.

If the City’s servers and desktop were to be managed by the County, it would be logical for the County to provide an ICT purchasing service to the City. This would include developing requirements, seeking quotations, undertaking competitive tenders, scoring, selection and contract negotiation.
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	1. Service Description

	Features included
	The hardware for desktops and servers would be provided as part of the service agreement so no direct partner procurement would be involved. There may be some residual purchasing requirement around peripherals, software and more major systems procurement. They can be passed through the County purchasing system and recharged, if this would represent a desirable service.

This service includes: 

In respect of minor procurements.

 Access to the wide range of IT suppliers and catalogues included on the County’s SAP procurement system.

 Ordering, delivery and recharging of  IT goods and services purchased by the City 

In respect of major procurements where competition is required.

 Creation of Requirements Specifications

 Creation of selection criteria

 Supplier long and short list selection

 Response to tender evaluation

 Proof of concept assessment

 Supplier selection

 Supplier Ts & Cs

 Ongoing contract maintenance.

Project support may also be required for major procurements.

 

	Associated services
	Software licensing



	Service exclusions
	The cost of purchased items not covered by another SLA.

	2. Service Levels

	Service hours
	Mon – Fri 09:00 – 17:00 



	Availability
	

	Response times
	To be agreed with customer

	Reliability
	

	3. Service Conditions

	Tariff
	£18,750 per annum

	Tariff basis
	ICT Purchasing needs can be routed through the County IT purchasing unit for order entry, purchasing, and goods receipting.


Remote Working Service

	Remote Access - provides a service for the management, support and maintenance of Mobile workers.  Instead of using a dedicated, real-world connection such as a leased line, a virtual private network (VPN) allows customers the use of a secured "virtual" connection across an un-trusted network. 

Remote Access products provide access to the network domain when the user is at an external location. 
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	1. Service Description

	Features included
	The Mobile Working service includes the following: 

· Consultation regarding service options and network configurations 

· Secure access to the OCC network 

· Compliance with security policies and standards 

· Standard broadband modem 

· Response and maintenance as specified in service provider contracts 

· Service provider bandwidth is based on best effort and is not guaranteed 

· Availability subject to service provider deployment of broadband access technologies 

· All equipment required to interface with the service provider  

· All equipment required to interface service with customer desktop system 



	Associated services
	Desktop provision and support

	Service exclusions
	

	2. Service Levels

	Service hours
	24 x 7 

	Availability
	99% per month

	Response times
	· Incidents reported to the OCC Service Desk, response times – High = 4hrs, Medium =  1 business day, Low = 3 business days

· For all calls received after 16:00, SLA target resolution times will apply from 07:30 the next working day.

· Service Requests – target turnaround time is within 10 working days for standard changes 




	Reliability
	

	

	3. Service Tariff

	Tariff
	£15,000 per annum, plus individual per user licensing as required.

	Tariff basis
	Server, access and networking costs included in base charge. Incremental cost basis for Citrix and NetMotion licenses as required.



Security

	Security Services - assures that the utilisation of ICT services by customers will be secure. This means that customer assets within the scope of service delivery and support will not be exposed to certain risks.  

The OCC firewall service helps prevent unauthorised network access. Firewalls can be hardware, software or a combination of both. Firewalls examine network traffic, apply rules definitions, and determine whether data should be forwarded. Firewalls are the first line of defence in protecting information on a network. 
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	1. Service Description

	Features included
	This service includes:

· Creation and management of security policy in line with best practice standards such ISO 27001

· Work with customers to define security requirements for customers and customer end users, their applications, and their data

· Acquire security hardware and software 

· Installing, configuring, and testing security hardware and software on OCC-managed platforms 

· Manage security requirements within customer applications that use OCC services, 

· including setting up and managing user access to customer products and applications 

· Definition of data security, storage and backup method 

· Definition and management of any associated log and archive files 

· Definition of  the firewall zones and secure network architecture 

· Implementation of appropriate firewall rules for customer application and data protection. 

· Additions, deletions, changes, and management of firewalls, firewall rules, firewall architecture, monitoring, and maintenance. 

· Special software for additional protection of specific applications or data access. 

Service security covers the following aspects of reducing risks:

· Authorised and accountable usage of services as specified by customer 

· Protection of customers’ assets from unauthorised or malicious access 

· Security zones between customer assets and service assets. 

· Service security plays a supporting role to the other three aspects of service warranty. Effectiveness in security has a positive impact on those aspects.



	Associated services
	Business Continuity



	Service exclusions
	

	2. Service Levels

	Service hours
	Service 24 x 7

Support  Mon – Fri 07:30 – 18:30, Sat 09:00 – 17:30 



	Availability
	

	Response times
	

	Reliability
	

	3. Service Conditions

	Tariff
	No cost option

	Tariff basis
	The cost of network security including the cost of anti virus provisioning on PCs and Servers, compliance with existing government standard security policies and compliance with British standards BS7799 is included in the facilities price.


Software Licensing

	Software Licensing – This service manages the wide range of software licences from operating systems through to enterprise applications and their various maintenance and support contracts.

If the City’s servers and desktop were to be managed by the County, it would be logical for the County to provide software licensing and asset management to the City. This would include maintaining inventory, tracking costs and compliance issues.
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	1. Service Description

	Features included
	This service relates to managing software licenses including operating systems, productivity tools and applications.  This service includes: 

· Agreeing commercial terms with relation to licensing agreements

· Licensing a new set of software applications, and complying with industry standards.

· Managing the number of software licences 

· Ensuring the appropriate number of software licences been purchased or reallocated licences used

· Ensuring correct licence fees have been paid and it is auditable

· Maintaining purchase date and renewal date for licences and software maintenance contracts and the related documentation

· Manage definitive copies of purchased software (along with licence documents or information)

· Licence control, to ensure that the correct number of people are using licences and that there is no unlicensed use and no wastage 

· Status reports on business unit software licence holdings for financial management for budgeting, accounting and charging.

· Managing the ratio of used licences against paid for licences (should be close to 100%) 

· Updating user and licence information in the licence system. 

· Manage and deploy/re-deploy/remove/retire software licences

· Disposal of redundant software and licences

· Documenting licence agreements and licence headings together with ‘proof of licence’.  ‘Proof of licence’ is what a court will accept as proof of a legal entity having a licence

· Printed licence confirmation documents from software manufacturers (with security features) 

· Removing deployed copies of software (and data) from retired hardware; failure to do this may result in licence contravention or in staff using unsupported software 

· Preventing overpayment of licence and maintenance fees 

· Ensure licensing policy is defined and compliance assured  

· Ensure management tracks available software licences / concurrent seats 

· Use of tools that allow automatic comparison of software licences’ details held and actual licence numbers deployed – with reporting of any discrepancies

· Software removal requests (when unused) – with any licence being returned to the pool.

· Manage dedicated licences – manage the named person list where required

· Manage shared / concurrent licences - manage the ratio of required concurrent licences to the number of users 

· Manage web licences - some form of ‘light interface’ via web access to the tool’s capabilities, this is usually suitable for staff requiring remote access, only occasional access, or usage of just a small subset of the functionality 

	Associated services
	Purchasing



	Service exclusions
	

	2. Service Levels

	Service hours
	Mon – Fri 07:30 – 18:30 



	Availability
	

	Response times
	To be agreed with customer

	Reliability
	

	3. Service Conditions

	Tariff
	£18,750 per annum


 Wide Area Networking

	Wide Area Networking - provides customers with the ability to send and receive data in a secure and reliable manner between systems, locations, and personnel.  The physical network elements include data circuits, routers, switches, and cabling.  Logical network components refer to communications protocols 

If the City servers were to be housed at Clarendon, then it would be necessary to link the County hosting facility with the City network through high speed lines and the modification of the County network routing tables. The County would have 2 x 100mb lines installed from Clarendon to the nearest appropriate point in the existing City network. These lines would then become part of the OCN network management structure and be managed going forward under the OCN arrangements. 
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	1. Service Description

	Features included
	WAN Network Services includes: 

· Consultation with customers on application and business requirements for network services. The System Engineering team will design and manage network solutions to meet or exceed customer requirements. 

· Installation WAN connection, including special co-ordination of construction efforts at certain locations. 

· Complete installation, configuration, and testing of the network hardware and software. 

· All equipment required to interface service with customer LAN 

· Management of bandwidth at various speeds and guaranteed rates (64Kbps – 100Mbps) 

· Ensure a high availability service is maintained 

· Future planning of the Wide Area Network (WAN) capacity based on usage patterns and customer needs projections 

· Management and allocation of IP networks for customers. 

· Management of Enterprise DHCP services 



	Associated services
	LAN Service



	Service exclusions
	Provision of telecoms lines



	2. Service Levels

	Service hours
	Service 24 x 7

Support  Mon – Fri 07:30 – 18:30, Sat 09:00 – 17:30 



	Availability
	99% per month

	Response times
	· Incidents reported to the OCC Service Desk, response times – High = 4hrs, Medium = 1 business day, Low = 3 business days

· For all calls received after 16:00, SLA target resolution times will apply from 07:30 the next working day.

· Service Requests – target turnaround time is within 10 working days for standard changes

	Reliability
	99 %

	3. Service Conditions

	Tariff
	Estimates to be billed at actual cost, but not to exceed estimates:

One off £60,00 to connect the City to the County OCN

£16,000 per annum circuit rental for connection.
£35,000 Pro rata Cost of OCN Mgt Contract  of OCN
Line rental for interconnect of City buildings billed at cost.



	Tariff basis
	The City’s existing WAN infrastructure can be amalgamated into the County’s Oxfordshire Community Network (OCN) infrastructure and managed under the existing County contracted management arrangements. The cost to the City for network management would be based on its pro rata share of the total network management contract. The OCN is currently in the process of being re-tendered. Changes and enhancements to the City’s WAN infrastructure can be included in the tender arrangement.

BT Installation Charge 2 x 100mb Tie Lines to City Network.  Annual BT Line Rental


Web Services

	Web Services – provides Web application or Web site development, maintenance and support services to the County and potentially the City. The service provides on-demand consulting, application development and support services that leverage best practices as well as a defined software development life cycle (SDLC) methodology for building and maintaining Web applications and Web sites.

The County currently manages and hosts it own Internet, Intranet and 23 additional web sites from its Clarendon facility.  This service is underpinned by industrial strength presentation, development and database software and a highly skilled team of software engineers.
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	1. Service Description

	Features included
	It is entirely feasible to merge the County and City web offerings into one technical operation that is presented to the community as two different yet inter-linked offerings. This merger should produce efficiencies and/or higher quality services for both City and County. This service includes:

· Senior Management level consulting for defining and developing Web-centric business and technology strategies 

· Web site/web application planning, design, development, testing, implementation, maintenance, and support services 

· Web site set-up and configuration including domain registration 

· Web-database integration 

· Web content management/updating for customer Web sites 

· User interface design for Web-based software applications 

· Usability analysis, testing and recommendations including Web Accessibility (RNIB etc W-CAG standard)

· Application integration with web sites

· Managed hosting for customer applications including end-to-end services for designing, developing, testing, maintaining, supporting, and hosting a customer’s Web site or Web application at OCC 

· Application hosting is provided via the Hosting Service which is a reliable, monitored, secure, and managed solution with the flexibility and performance of a distributed computing solution. 

· The Web application development methodology that is utilised follows best practices for the SDLC including rapid application development (RAD), prototyping and iterative delivery techniques.

· The Application Development and Support team has extensive experience with a wide variety of application software technologies, tools and platforms including but not limited to the following:

· Java/Open Source technologies including Java/J2EE, EJB, JavaScript, XML, HTML, Perl

· Creative Web content design and graphics including, Photoshop, Dreamweaver, and Flash

· Data base technologies including DB2, SQL Server, Oracle, and MySQL 



	Associated services
	· Application Integration and Development (via Projects)

· Hosting

	Service exclusions
	Support of and/or development of Access Databases

	2. Service Levels

	Service hours
	Mon – Fri 07:30 – 18:30 for development & support

24 x 7 for hosted sites, see Hosting Applications

	Availability
	99% per month

	Response times
	· Incidents reported to the OCC Service Desk, response times – High = 4hrs, Medium = 1 business day, Low = 3 business days

· For all calls received after 16:00, SLA target resolution times will apply from 07:30 the next working day.

· Service Requests – target turnaround time is within 10 working days for standard changes 

	Reliability
	99 %

	3. Service Conditions

	Tariff
	Tariff to be agreed based on scope of service required.



	Tariff basis
	


- end -
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