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1. [bookmark: _Toc75930111][bookmark: _Toc25605889]
Service Level Target Overview
	Comment by Allen, Jerald L. 'Jerry' (DOC): The 1. is on the previous page.
This Service Level Target (SLT) document represents service targets between DOC Information Technology (IT) and contracted Community Colleges in DOC prisons for IT services outlined within this document, required to support and sustain the use of the Off State Network (OSN) in prisons throughout DOC. 

This SLT document remains valid until superseded by a revised onerevisions that are mutually endorsed by the stakeholders.

This SLT document outlines the parameters of the IT services covered as they are mutually understood by the primary stakeholders. This Agreement does not supersede current processes and procedures unless explicitly stated herein.	Comment by Fisher, Greg (DOC): Who’s IT services DOC, SBCTC or Both	Comment by Kramer, Tony T. (DOC): IT Services is a generalized term.	Comment by Allen, Jerald L. 'Jerry' (DOC): Too bad we don't have a listing of these for reference.
2. [bookmark: _Toc25605890][bookmark: _Toc75930112]Goals & Objectives

The purpose of this SLT document is to ensure that the proper elements and commitments are in place to provide consistent IT service support and delivery to the Customer(s) by the Service Provider(s). 

The goal of this SLT document is to obtain mutual agreement for IT service provision between the Service Provider(s) and Customer(s).

The objectives of this Agreement are to:

· Provide clear reference to service ownership, accountability, roles and/or responsibilities.
· Present a clear, concise and measurable description of service provision to the customer.
· Match perceptions of expected service provision with actual service support & delivery.
3. [bookmark: _Toc75930113][bookmark: _Toc75664200][bookmark: _Toc25605891]Stakeholders

The following Service Provider(s) and Customer(s) will be used as the basis of the Agreement and represent the primary stakeholders associated with this SLA:

IT Service Provider(s): Correctional Facilities Support, Data Center Services, Data Network Services, Domain Services, Service Desk.	Comment by Fisher, Greg (DOC): Does CSU have any part in the services being provided?	Comment by Kramer, Tony T. (DOC): Indirectly, they set security requirements.
Customer(s): Contracted Community Colleges (“Customer”), Washington State Board of Community and Technical Colleges.


4. [bookmark: _Toc75664201][bookmark: _Toc67100199][bookmark: _Toc531489373][bookmark: _Toc529593777][bookmark: _Toc527341422][bookmark: _Toc525364275][bookmark: _Toc523639954][bookmark: _Toc523639929][bookmark: _Toc523638669][bookmark: _Toc520513582][bookmark: _Toc520513212][bookmark: _Toc520513166][bookmark: _Toc520513110][bookmark: _Toc520513023][bookmark: _Toc520512895][bookmark: _Toc520512798][bookmark: _Toc520512719][bookmark: _Toc518806852][bookmark: _Toc518806696][bookmark: _Toc518806504][bookmark: _Toc518806449][bookmark: _Toc518806328][bookmark: _Toc518806014][bookmark: _Toc518798632][bookmark: _Toc515072820][bookmark: _Toc514138096][bookmark: _Toc513861761][bookmark: _Toc513861648][bookmark: _Toc513861507][bookmark: _Toc506001043][bookmark: _Toc504449133][bookmark: _Toc504366401][bookmark: _Toc503674429][bookmark: _Toc503671474][bookmark: _Toc503156734][bookmark: _Toc503156683][bookmark: _Toc503156619][bookmark: _Toc75930115][bookmark: _Toc25605892]Periodic Review

This SLT document is valid from March 1, 2025 outlined herein and is valid until further notice. This SLT document should be reviewed at a minimum once per fiscal year; however, in lieu of a review during any period specified, the current SLT document will remain in effect. 

The Service Delivery Manager (“Document Owner”) is responsible for facilitating regular reviews of this document. Contents of this document may be amended as required, provided mutual agreement is obtained from the primary stakeholders and communicated to all affected parties. The Document Owner will incorporate all subsequent revisions and obtain mutual agreements / approvals as required. 

Service Delivery Manager: Tony Kramer	Comment by Fisher, Greg (DOC): Should we also add a position number in case we want to change the title of the position?	Comment by Kramer, Tony T. (DOC): If the title changes it could mean the position is doing something different. This document will get reviewed in September and again annually. I would presume it could be updated to a more appropriate staff/position at that time.
Review Period: Annually
Previous Review Date: N/A
Next Review Date: September 1, 2025
5. [bookmark: _Toc67100201][bookmark: _Toc531489375][bookmark: _Toc529593779][bookmark: _Toc527341424][bookmark: _Toc525364276][bookmark: _Toc523639955][bookmark: _Toc523639930][bookmark: _Toc523638670][bookmark: _Toc520513583][bookmark: _Toc520513213][bookmark: _Toc520513167][bookmark: _Toc520513111][bookmark: _Toc520513024][bookmark: _Toc520512896][bookmark: _Toc520512799][bookmark: _Toc520512726][bookmark: _Toc518806859][bookmark: _Toc518806703][bookmark: _Toc518806511][bookmark: _Toc518806458][bookmark: _Toc518806337][bookmark: _Toc518806023][bookmark: _Toc518798641][bookmark: _Toc515072829][bookmark: _Toc514138105][bookmark: _Toc513861770][bookmark: _Toc513861657][bookmark: _Toc513861516][bookmark: _Toc506001052][bookmark: _Toc504449142][bookmark: _Toc504366410][bookmark: _Toc503674438][bookmark: _Toc503671483][bookmark: _Toc503156743][bookmark: _Toc503156692][bookmark: _Toc503156628][bookmark: _Toc75930116][bookmark: _Toc75664206][bookmark: _Toc25605893]Service Targets

The following detailed service parameters are the responsibility of the Service Providers in the ongoing support of this Target. 

5.1. [bookmark: _Toc75930117][bookmark: _Toc25605894] Service Scope

The following teams support the services covered by this SLT document: 
· Correctional Facilities Support	Comment by Allen, Jerald L. 'Jerry' (DOC): Add (CFS) if this is how they are referenced at the facilities?	Comment by Kramer, Tony T. (DOC): CFS is their official acronym.
· Account Creation and Activation
· Password Reset
· Home Folder Creation
· Data Network Services
· Internet Service
· Network Outage Resolution

[bookmark: _Ref523895673][bookmark: _Ref523639784][bookmark: _Ref523639455][bookmark: _Ref523639095][bookmark: _Ref523639054][bookmark: _Ref523639047][bookmark: _Ref520537587][bookmark: _Ref520537575][bookmark: _Ref520516061][bookmark: _Ref520516022][bookmark: _Ref520516012][bookmark: _Toc520512727][bookmark: _Toc518806860][bookmark: _Toc518806704][bookmark: _Toc518806512][bookmark: _Toc518806459][bookmark: _Toc518806338][bookmark: _Toc518806024][bookmark: _Toc518798642][bookmark: _Toc515072830][bookmark: _Toc514138106][bookmark: _Toc513861771][bookmark: _Toc513861658][bookmark: _Toc513861517][bookmark: _Toc506001053][bookmark: _Toc504449143][bookmark: _Toc504366412][bookmark: _Toc503674440][bookmark: _Toc503671485][bookmark: _Toc503156745][bookmark: _Toc503156694][bookmark: _Toc503156630][bookmark: _Toc504366411][bookmark: _Toc503674439][bookmark: _Toc503671484][bookmark: _Toc503156744][bookmark: _Toc503156693][bookmark: _Toc503156629]Methods to request service are:
· Customer Contacting Service Desk to create a ticket
· Customer submitting a request through the IT Service Portal

5.2. [bookmark: _Toc75664208][bookmark: _Toc75930118][bookmark: _Toc25605895][bookmark: _Hlk147396392]Customer Requirements

Customer responsibilities and/or requirements in order to support the timelines as defined in the Service Requests section 6.2 of this SLT document include: 
· All requests for service must be submitted by contacting the DOC IT Service Desk OR submitting a ticket via the IT Service Portal.

5.3. [bookmark: _Toc75930119][bookmark: _Toc75664209][bookmark: _Toc25605896] Service Provider Requirements

Service Desk responsibilities and/or requirements in support of this SLT document include: 

· Ensure customer information (work hours, contact information) is accurately captured within the ticket.
· Ensure ticket is complete with what the customer needs (service requests) or what the issue is (incidents).
· Provides status updates to customers when requested.

Domain Services Group responsibilities and/or requirements in support of this SLT document include: 

· Providing a functioning Active Directory environment.

Data Network Services Group responsibilities and/or requirements in support of this SLT document include: 

· Ensuring network equipment is functioning.
· Ensure internet connectivity is available.

Correctional Facilities Support Services Group responsibilities and/or requirements in support of this SLT document include: 

· Creating and enabling active directory accounts.
· Creating home folders.
· Resetting of passwords.

SLT Document	Comment by Allen, Jerald L. 'Jerry' (DOC): Uppercase D?	Comment by Kramer, Tony T. (DOC): Changed to D.
· Submit by contacting the DOC IT Service Desk OR submitting a ticket via the Service Portal.	Comment by Allen, Jerald L. 'Jerry' (DOC): You've consistently been using "...the IT Service..." with a link to the portal.	Comment by Kramer, Tony T. (DOC): Good note, will update at next review.

5.4. [bookmark: _Toc75664210][bookmark: _Toc75930120][bookmark: _Toc25605897] Service Assumptions

Assumptions related to in-scope services and/or components include:

· Service requests will be communicated between IT and the customer.

6. [bookmark: _Toc75930121][bookmark: _Toc63132449][bookmark: _Toc26597504][bookmark: _Toc26518347][bookmark: _Toc25605898][bookmark: _Toc75664211][bookmark: _Toc67100202][bookmark: _Toc531489376][bookmark: _Toc529593780]Service Management

Effective support of in-scope services is a result of maintaining consistent service levels. The following sections provide relevant details on service availability, monitoring of in-scope services and related components.

6.1. [bookmark: _Toc75664207][bookmark: _Toc75930122][bookmark: _Toc25605899] Service Availability

Coverage parameters specific to the service(s) covered in this SLT document are based on work hours of Monday through Friday 7:00 am to 3:30 pm and are as follows:
· Ticket Submission: 7:00 am to 3:30 pm Monday – Friday
· Tickets received outside of work hours will be handled on the next business day.

6.2. [bookmark: _Toc503156632][bookmark: _Toc503156696][bookmark: _Toc503156747][bookmark: _Toc503671487][bookmark: _Toc503674442][bookmark: _Toc504366414][bookmark: _Toc504449146][bookmark: _Toc506001057][bookmark: _Toc513861521][bookmark: _Toc513861662][bookmark: _Toc513861775][bookmark: _Toc514138110][bookmark: _Toc515072834][bookmark: _Toc518798646][bookmark: _Toc518806028][bookmark: _Toc518806342][bookmark: _Toc518806463][bookmark: _Toc518806516][bookmark: _Toc518806708][bookmark: _Toc518806864][bookmark: _Toc520512731][bookmark: _Ref523636707][bookmark: _Ref523636731][bookmark: _Toc523638672][bookmark: _Toc523639932][bookmark: _Toc523639957][bookmark: _Ref523897897][bookmark: _Ref525359900][bookmark: _Toc525364278][bookmark: _Toc527341426][bookmark: _Toc529593782][bookmark: _Toc531489378][bookmark: _Toc67100204][bookmark: _Hlk147396343][bookmark: _Toc75930126][bookmark: _Toc75664214][bookmark: _Toc25605900]  Service Requests

In support of services outlined in this SLT document, the Service Provider will respond to service-related incidents and/or requests submitted by the Customer within the following Targets: 

· Password Reset – Within 8 work hours
· Create Student Account and Home Folder – Within 50 work hours
· Expedited Activation of Student Account and Home Folder – Within 24 work hours, must send request to Dave Desjardins’ requesting escalation.
· Major Site Outage Communication – Within 4 work hours	Comment by Fisher, Greg (DOC): Within 4 work hours of what. Start of outage or from notification of an outage	Comment by Kramer, Tony T. (DOC): Timer starts when ticket is submitted.
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