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I. Introduction

This document describes the ICT services to be provided by Corporate IT Department’s Swansea Learning Technology Support (SLTS) and Education Effectiveness to Secondary schools. 

The SLA covers the period 1 April 2005 to 31 March 2008.

Name of Principal Contact

Kieran Costello

Education Directorate Information and Learning Technology Manager

Tel 01792 637141

E-mail kieran.costello@swansea.gov.uk

II. Development of the SLA

The SLA indicates entitlements schools have for ICT services. It also indicates responsibilities schools have in order to make the service work effectively.

This SLA is the starting point for a relationship which will develop the service in collaboration with schools. It is not a ‘fixed in concrete’ set of definitions, but is designed to improve over time (e.g. response times getting better, new services and products). The SLA will develop through periodic meetings with schools at which quality of service, new projects (and costs) will be discussed, agreed and implemented. 

III. Service Hours 

Service hours for each service area are indicated in the relevant section (Service Areas pp.7 onwards). As a general principle the normal working hours for SLTS staff to undertake work will be (in term time only for Education Effectiveness staff):

08:30 – 17:00 Monday – Thursday

08:30 – 16:30 Friday

excepting Local Authority statutory holidays.

IV. General Communications

General communications from SLTS relating to its services will be via the web site, http://www.learn-it.org.uk (or similar) and e-mail. This will contain information such as:

· ICT policies and guidance materials

· Technical standards

· Updates on key projects

· Dates of key meetings and events.

The normal method for distributing personal written communications will be 
by e-mail. 
V. General Principles
i. Corporate IT’s Swansea Learning Technology Support (SLTS) is the supplier of the technical arm of the service; the Education Effectiveness service unit is the supplier for curriculum advice and training and the Planning and Resources service unit, the broker and quality assurance arm.
ii. For the purposes of this SLA only, the Education Directorate does not recognise any suppliers of services to schools other than the SLTS section or Education Effectiveness section, unless a supplier is commissioned or approved by these sections. This implies neither SLTS nor Education Effectiveness has to make redress, undertake work to support non-approved suppliers’ equipment and services, nor change the operational procedures to comply with third party suppliers.
iii. Neither SLTS nor Education Effectiveness will be responsible for a loss or degradation of service arising from a school’s failure in these respects, except where these suppliers have agreed to ensure these needs are met within a project for which it is responsible.
iv. SLTS and Education Effectiveness are only accountable for delivering activities under their direct control and management.

v. SLTS can only provide support on hardware and software that it recommends through its procurement advice.

vi. The agreement excludes misuse by users resulting from inadequate supervision, negligence, virus infection of unprotected systems, acts of deliberate vandalism, failure to follow the suppliers’ policies and procedures, failure to adhere to responsibilities outlined throughout the document; industrial action or the failure of third party service suppliers.

vii. The Education Directorate reserves the right to disconnect any school from the broadband network if it is of the opinion that infection or disruption of the broadband network is occurring, or may occur.
viii. If a service is not indicated it is not in scope for this SLA.

ix. Each school will follow Policies & Procedures indicated by the supplier(s) in addition to periodical guidelines.

x. All subscribing secondary schools will identify representative individuals or bodies with whom the Education Directorate can jointly administer and develop this SLA.
The main groups to be addressed are:

· Representation on the Service Strategy Board

· Representation on the Service User Group 

by

· Proposing and agreeing changes to the SLA

· Agreeing standards 

· Agreeing operating procedures (e.g. for the interface between schools and the SLTS Service Desk)

· Reviewing service performance.

xi. Examples are provided to indicate the type of activity that could be delivered. This does not imply they form part of the SLA deliverables. 

xii. Each school gets a fixed and equal service. This means resources available within the budget are applied equally to each school.

xiii.  A school signs up to the SLA for the period 2005-2008.

xiv. A school and the service provider will use their best endeavours to resolve disputes. Either a school or a supplier may terminate the agreement by giving 6 months notice but this must be based on evidence of the SLA not delivering, or severe misuse of the network by a school. 

xv. This SLA supersedes existing Education Directorate SLAs and previous working agreements between Baglan/Swansea Corporate IT and schools.

 THE SERVICE AREAS

1.
Broadband Network Connection




Supplied to all schools



1.1
The Supplier’s Obligations

A broadband connection will be provided to each school. This will connect the school to EDUNET (The Education Directorate broadband network) and to the Internet via the All Wales broadband network. The capacity of this connection will be a minimum of 10 Mbits/sec.

Whilst the broadband network infrastructure may be suspended due to system failures occurring, any planned maintenance will be undertaken outside normal working hours. SLTS will ensure schools are notified of all planned maintenance. The All Wales broadband network has an “at risk” period on Tuesday morning between 7 am and 9 am which is outside 
SLTS control. All users, however, will be informed in advance of 
planned downtime.

Utilisation of the broadband connection will be monitored by SLTS. Measures to manage the use of network bandwidth will be employed (e.g. improved caching measures or data traffic prioritisation).



1.1.1
The User’s Obligations

Schools will not connect any network PC, server or network device by means of dial-up modem or other devices so as to maintain an additional separate connection to any other processor, network or Internet. 

Schools will comply with any reasonable demands by SLTS or third party support staff for access to broadband networking equipment located within the school, including school holiday times.



1.1.2
Service Hours 

The broadband connection is available 24/7

Support for the network
08:30 – 17:00 Monday – Thursday

08:30 – 16:30 Friday

excepting Local Authority statutory holidays.



1.1.3
The Service Boundary

SLTS are responsible for the Swansea Education Broadband Network. This covers the infrastructure cabling, switches and routers from the County Hall connection to the Cisco 4006 or 3550 switch on the school site. SLTS are also responsible for the routing of appropriate TCP/IP traffic to and from schools. 

2.
Internet

The following are the main Internet services provided to each school computer that is connected to the broadband network.

· Access to the World Wide Web

· Web site filtering options

· School web site hosting

· E-mail 

· Anti virus software

· Web filtering software

· Local Education Authority web site for policies and 
curriculum content.



Web Site Filtering



2.1
The Supplier’s Obligations
Websense filtering software will be provided and used to block access to undesirable web sites. SLTS will provide up to 5 levels from which schools may choose the most appropriate level for the user.

To comply with the JANET acceptable use policy and the contract between The City and County of Swansea and the Welsh Assembly Government, SLTS will retain an historical record of all web access, or attempted access, by all users in all schools. This historical record will be kept for 6 months.



2.1.1
The User’s Obligations

All schools using the broadband network must sign and adhere to the Education Directorate’s Acceptable Use Policy.

Schools are responsible for the monitoring and appropriate use of the Internet by pupils.

No device may be used on the broadband network without an appropriate up to date anti-virus system in place on desktop and laptop equipment. It is the responsibility of the school to ensure this is the case. 

The school will give the Service Desk a list of staff contact e-mail addresses who will be notified of pending system disruption.

A school may be liable for the cost of repair to any part of the broadband network caused by their negligence, or by failing to follow reasonable instructions in use of the network.



2.1.2
Service Hours 

Web site filtering is available 24 hours a day

Support for the network
08:30 – 17:00 Monday – Thursday

08:30 – 16:30 Friday

excepting Local Authority statutory holidays.



2.1.3
The Service Boundary

SLTS responsibility ends with the provision of web filtering. The use and appropriateness of the filter by pupils is the school’s responsibility as is supervision of pupils’ use of the Internet.



2.2
E-mail



2.2.1
The Supplier’s Obligations
SLTS will provide, support and administer an e-mail service for each school. The service will be based upon the provision of pupil group e-mail accounts and staff e-mail accounts. The e-mail address and domain name will be registered by the school and hosted on the SLTS DNS service, and will end with the suffix: swansea.sch.uk or abertawe.sch.uk

SLTS E-mail is not a real time service and depends on many unknown outside parties forwarding mail around the Internet. However, SLTS will ensure all outgoing e-mail is forwarded onto the Internet and incoming e-mail will be sent to the appropriate recipient without delay.



2.2.2
The User’s Obligations 

The school will register a domain name - already established on behalf of the WAG by BECTA for the school. This will follow good practice in web protocols for domain names and/or WAG guidelines or protocols. Good practice should be followed to prevent e-mail addresses being misused and minimising SPAM.



2.2.3
Service Hours 

E-mail is available 24 hours a day

Support for E-mail
08:30 – 17:00 Monday – Thursday

08:30 – 16:30 Friday

excepting Local Authority statutory holidays.



2.2.4
The Service Boundary
SLTS is responsible for the provision of group and individual email accounts. The use and appropriateness of email by pupils is the 
school’s responsibility.



2.3
Web Site Hosting



2.3.1
The Supplier’s Obligations
SLTS will provide a DNS hosting service for the schools domain name, storage facilities for hosting the school web site, facilities for managing access to the web site from the school to upload the site data onto the servers. This will enable the school to update its site from within the school. 

SLTS will provide disc capacity for schools web site data and will monitor the overall utilisation of that disc space. Initially, no limit will be placed on the amount of capacity available to each school. However, this may need to be reviewed in light of the cost of such a provision. 

SLTS will act as an agent for the school to manage the domain name with NOMINET.



2.3.2
The User’s Obligations

The school will register the domain name (the same domain name is used for e-mail) already established on behalf of WAG by BECTA for the school. This will follow good practice in web protocols for domain names and/or WAG guidelines or protocols.

Schools will be responsible for the creation and maintaining of the web site, suitability of content, and that the site is in a state ready for uploading.



2.3.3
Service Hours 

Web site hosting is available 24 hours a day

Support for Web site hosting 
08:30 – 17:00 Monday – Thursday

08:30 – 16:30 Friday

excepting Local Authority statutory holidays.



2.3.4
The Service Boundary

SLTS will provide technical assistance in setting up the web site and providing access for the school to their site but this does not include support for design, authoring of content including databases for the 
web site within this service area of the SLA.



3.
Monitoring & Advice




Entitlement for all schools. Paid for by BSF funding



3.1
The Supplier’s Obligations
Each primary and special school will be entitled to an average allowance of 1 day per annum.  A teacher adviser will be assigned to each school.  A curriculum support programme will be organised between the ICT Curriculum Team and the headteacher. Allowance days can be arranged between the school and its designated ICT Curriculum Team partner on a mutually-convenient basis. Special School’s needs are additionally catered for under Inclusion entitlements. 

The Education Directorate will provide:

· Support in developing schemes of work and subject policies

· Support in disseminating good practice in the use of web-based and multimedia resources

· Focused support for identified schools (including pre- and post inspection);

· Training for school management teams to develop a strategic overview of ICT

· Courses based on the needs of stakeholders (as identified by schools in the CL@SS questionnaires)

· Support in the writing of ICT strategic action plans within the School Development Plan

· Support regarding NAACE Mark accreditation

· Advice on the use of ICT as a transition tool

· Ideas to develop the use of ICT as a valuable cross-curricular tool

· Support to raise standards through the use of the interactive whiteboard and associated new technologies

· Opportunities to disseminate good practice and national initiatives through network groups

· Termly co-ordinators’ meetings

· Facilities to monitor the effectiveness of schools’ use of ICT.



3.1.1
The User’s Obligations

Schools are requested to adhere to the regulations for IT use as outlined in the documents available (currently) at:  

http://www.learn-ict.org.uk/materials/materials.asp
Schools are encouraged to contact their designated ICT Curriculum Team partner in order to book their support days by the end of Autumn Term.  Schools are requested to complete the CL@SS (Computers and Learning at Swansea Schools) questionnaires and return them to the ICT Curriculum Team by the stipulated date.


3.1.2
Service hours

Term time

08:30 – 17:00 Monday – Thursday

08:30 – 16:30 Friday

excepting Local Authority statutory holidays.





4.
ICT Curriculum Support



4.1
The Supplier’s Obligations

This area of the service is paid for by schools. The Education Effectiveness Service will provide support and organise training through the ICT Curriculum Team.  

Each primary and special school will be entitled to an allowance of 1 day per annum.  A teacher adviser will be assigned to each school.  A curriculum support programme will be organised between the ICT Curriculum Team and the headteacher.  Support sessions can be arranged between the school and its designated ICT Curriculum Team partner on a mutually-convenient basis.  

Schools subscribing to the ICT curriculum support service level agreement will be able to access the following support:

· Development of cross curricular or subject specific skills

· Specific educational software training

· Training to develop web/interactive whiteboard resources
· LSA, parent and governor training

· Telephone and e-mail support in term time.



4.1.1
The User’s Obligations

Schools are requested to adhere to the regulations for IT use as outlined in the documents available (currently) at:  

http://www.learn-ict.org.uk/materials/materials.asp
Schools are encouraged to contact their designated ICT Curriculum Team partner in order to book their support days by the end of Autumn Term.

Schools are requested to complete the CL@SS (Computers and Learning at Swansea Schools) questionnaires and return them to the ICT Curriculum Team by the stipulated date.



4.1.2
Service hours 

Term time

08:30 – 17:00 Monday – Thursday

08:30 – 16:30 Friday

excepting Local Authority statutory holidays.



5.
ICT Office Training



5.1
The Supplier’s Obligations

SLTS will arrange Microsoft Office software applications and generic computer courses. The service will arrange suitable training for office applications etc. and utilises training facilities provided by Corporate IT for employees (chiefly admin). 

The range of courses on offer will be that provided by Corporate IT Training and include:

· Basic introduction to schools IT systems (comprising basic security, profiles, e-mail use, Internet, beginners Word and Excel)

· Advanced use of MS Office products

· Using ICT for management.

Costs will be based on a charge per employee.



5.1.2
The User’s Obligations

The training itself is an optional service and so paid for in addition by schools on a user only basis.



5.1.3
Service Hours 

09:30 – 16:00 Monday – Thursday

09:30 – 15:30 Friday

excepting Local Authority statutory holidays.



5.1.4
The Service Boundary

SLTS are responsible for arranging courses and the quality assurance of the courses only.

6.
Procurement Service



6.1
The Supplier’s Obligations

SLTS will act as agent for schools wishing to purchase or lease ICT equipment and services. 

SLTS will broker a contract / framework agreement with suitable third party suppliers to carry out repair and maintenance work for equipment that is out of warranty.

SLTS will seek to source supply of products that demonstrate best value from approved suppliers.

SLTS will purchase goods and services only through suppliers approved by the Local Authority or on the GCAT scheme.

On request, and providing that the school is able to identify the specific products or services it requires, SLTS will provide indicative prices for budgetary purposes, or firm quotations against which orders can be raised. 

Equipment ordered via SLTS will be delivered direct to schools unless alternative arrangements have been agreed as part of a project.

Desktop computer equipment procured via SLTS will be supplied ready loaded with the operating system currently adopted by SLTS. 

SLTS will provide acknowledgement of receipt of order within one working day, and confirm acceptance by supplier. On request, inform a school as to status of order.



6.1.1
The User’s Obligations 

Follow requirements demanded by the supplier to fulfil the 
procurement process.

Pay for the equipment and replacement of computer consumable items.



6.1.2
Service Hours 

08:30 – 17:00 Monday – Thursday

08:30 – 16:30 Friday

excepting Local Authority statutory holidays.



6.1.3
The Service Boundary

The service will abide by the procurement policies & procedures laid down by the Council. Additionally, procurement of systems will be confined to SLTS supported hardware and software.

7.
Service Desk



7.1
The Supplier’s Obligations

SLTS will provide schools with a single point of contact Service Desk for all SLTS technical services. The Service Desk number is (01792) 636900

E-mail: service.desk@swansea-edunet.gov.uk
The Service Desk will handle the following requests from schools:

· Service requests

· Incidents (faults)

· All Requests for Change. 

SLTS will provide facilities for schools to request services by the 
following methods:

· Telephone

· E-mail

· Online web form.

All system fault reports received by SLTS will be prioritised according to the following criteria:

· The impact of the fault in the context of the SLTS customer base (i.e. the larger the number of users affected by a fault the higher its priority)

· The urgency of the fault (i.e. complete loss of a service will be given higher priority than the partial loss or impaired use of a service).

The following can be expected to apply.

Priority Levels
Initial Response to User by SLTS
Target Fix

Critical: System down; majority of users affected or essential function lost; e.g. broadband network down
I working

hour
1 working day 

Severe: System degraded; significant impact on users 
2 working  hours
2 working days

Moderate: Single or few users are affected
I working day
5 working days

Low: Intermittent problem, request for work, advice, single piece equipment; legacy / out of warranty equipment
5 working days
10 working days


Schools should note that the target fix times are dependent upon (where appropriate) the involvement of third party suppliers to resolve the incident (fault).

The supplier will work towards improving these response times throughout the life of the SLA.



7.1.1


The User’s Obligations
Requests should come from an authorised source. 

Schools will provide SLTS with the names of people authorised to request SLTS services.

For each service request, the school should identify the point of contact with whom SLTS staff should liaise regarding that request.

Requests for system changes may only be made by using 
a Request For Change (RFC) form (see section 8.1.1 on Change Management).

In the school, provide any supplier with sufficient assistance and consultation to enable him or her to carry out the service.



7.1.2
Service Hours 

Term time

08:00 – 17:00 Monday – Thursday

08:00 – 16:30 Friday

excepting Local Authority statutory holidays.

Vacations 

10:00 – 16:00 Monday – Thursday

10:00 – 15:30 Friday

excepting Local Authority statutory holidays.



7.2
System Change Management



7.2.1
The Supplier’s Obligations
SLTS will establish processes and procedures to manage the introduction of changes to the school ICT infrastructure in order to:

· Ensure that the introduction of the changes are properly evaluated, approved, planned and implemented 

· Minimise disruption to operational services.

Any request a school has will be done through a formal Request for Change (RFC). The request will only be addressed if it is within scope of this SLA.

SLTS will confirm the target date with the person who requested the change, after it has been evaluated.

RFCs may be raised internally by anyone, however it is important for consistency of communication that the SLTS receives the RFC from a very defined set of personnel within the school.

SLTS will supply policies and procedures documentation to include guidance on these above issues.



7.2.2
The User’s Obligations

All RFCs should be made using the appropriate electronic form provided. RFC should provide sufficient detail to enable the request to be completed without the need for further clarification. The RFC should contain the target date for introduction of the change.

All completed changes must be formally accepted by the person who requested the change. 



7.2.3
Asset Register Maintenance

It is important to maintain asset records. It is the means by which the service provider can judge the stock of equipment in the system, its quality and location. Good knowledge of these factors allows for better planning of maintenance and refreshment of equipment.



7.2.4
The Supplier’s Obligations
All equipment supplied to the school under the aegis of this SLA will be held in the ASSYST asset register for the school and will have an appropriate asset tag attached to it.



7.2.5
The User’s Obligations 

All equipment procured and managed by the school should be kept within an appropriate electronic inventory and provided to the Education Directorate on request (for planning and monitoring purposes).



7.3
Service Level Management and Quality Assurance



7.3.1
The Supplier’s Obligations
SLTS will establish Service Management and Quality Assurance functions to ensure control over the quality of service it delivers under this SLA. 

Measuring Quality of Service - measures will include:
· Service activity delivered in a specified time period

· Effect on improvement of standards in schools

· Reduction in numbers of complaints

· Quality of advice

· Prioritising support

· Defining entitlement

· “Way job is done” – professional approach by staff

· Responsiveness of service desk.

7.3.2
Performance Monitoring and Reporting 
- collection of information through:

· Annual Report

· Annual Review

· Service Desk Reports

· Termly User Group meeting

· Survey of schools – at least every year.



7.3.3
Service Improvements 

The suppliers are always keen to hear from individuals and schools suggestions for improvements to the service. For service improvements on curriculum monitoring, advice and training contact:

Lindsay Harvey

Education Effectiveness ICT Adviser

lindsay.harvey@swansea-edunet.gov.uk
Tel (01792) 562660

For service improvements on technical support contact:

Robert Price

SLTS Technical Services Manager

robert.price@swansea.gov.uk
Tel (01792) 636358



7.3.4
Complaints Procedure

This section defines how schools can communicate complaints. A complaint is an issue that has not been cleared through normal use of the service desk procedures where the user feels the service has not delivered entitlement after the specified period, or has not been of the quality expected under this SLA. The procedure outlines to whom a complaint should be addressed, and what will then happen in the way of escalation. The escalation process has defined points of communication and targets for completion at each stage.



7.4
Complaints



7.4.1
The User’s Obligations

In the first instance a complaint should be made to the manager of the relevant service. Whilst phoning to seek a resolution is acceptable, the concern will only be registered as a complaint when the issue is communicated by e-mail. 

For complaints on curriculum monitoring, advice and training contact:

Lindsay Harvey

Education Effectiveness ICT Adviser

lindsay.harvey@swansea-edunet.gov.uk
Tel (01792) 562660

For complaints on technical support contact

Robert Price:

SLTS Technical Services Manager

robert.price@swansea.gov.uk
Tel (01792) 636358
If a school feels that the issue has not been dealt with satisfactorily they should e-mail stating the complaint and a suggested resolution to:

Kieran Costello

Education Directorate ILT Manager

kieran.costello@swansea.gov.uk
Tel. (01792) 637141

A user is also obliged to follow conditions of service as laid out in Policies and Procedures documents circulated to schools in addition to conditions outlined in this document. Wilful or repeated actions which breach these conditions (for example failure to follow the Acceptable Use Policy for using the broadband network) may result in the termination of services to 
the school. 



7.4.2
The Supplier’s Obligations
The appropriate manager will respond to a complaint within 5 working days with a reply, or resolution if appropriate.

The co-ordinator will reply to an escalated complaint within 10 working days with a reply, or resolution if appropriate.

Subsequent conflict resolution will be escalated to the Head of Service, Performance and Planning following the standard Education Directorate SLA complaints’ procedure.



7.4.3
Service Hours 

08:30 – 17:00 Monday – Thursday

08:30 – 16:30 Friday

excepting Local Authority statutory holidays.



7.4.4
The Service Boundary

The supplier is only responsible for activities under their direct control and management. Adherence to quality assurance, response times and fixes is not in scope where the service is dependent on third party suppliers. For example, it cannot guarantee to fix the broadband network within the specified time period if the problem is caused by the All Wales Network being down.


8.
School SIMS Support

The difference to note in this section is that SIMS includes software support only. Hardware and desktop support for admin PCs is now under Service Areas 9 (Server support) and 10 (Desktop and Network Hardware support). This is done to separate software and hardware issues for support purposes. The service offers a support service for SIMS software in schools.



8.1
The Supplier’s Obligations
· Installation of SIMS software on admin PC(s) 
· Produce guidance on the use of the software and systems on the Authority’s lntranet

· Respond to queries in the use of the software

· Maintain and upgrade the software to provide continuously improving support

· Support schools in the production and transfer of all data to the LEA and Welsh Assembly

· Support both existing versions of the product and new SQL versions

· Provide all licenses for SIMS core modules 

· Training for designated school administrative and teaching staff in all SIMS modules

· Training support for SIMS applications on curriculum networks

· Advice on best solution to school admin requirements.



8.1.1
The User’s Obligations

When logging a request for support via the helpdesk, an initial endeavour should be made to establish that the support call is as a result of the 
SIMS software and not the hardware on which it operates. This will help 
in ensuring that the correct people respond to the call within a 
reasonable time.

For requests for operational support on the SIMS software, the user should endeavour to ensure that they have first consulted the training notes provided for that module to answer their question before logging the call. This will allow the support team to concentrate on and target areas of need within the school to further develop a school’s knowledge and usage of the SIMS modules to support the educational process.



8.1.2
Service Hours 

08:30 – 17:00 Monday – Thursday

08:30 – 16:30 Friday

excepting Local Authority statutory holidays.



8.2
The Service Boundary



8.2.1
The Service Boundary

Support, training and advice is provided for all licensed SIMS modules, licensed through SLTS, running on the schools PCs. Support is also provided for the SIMS client software running on the local PCs. The service does not provide support for third-party party software that links to SIMS and those links for the transfer of data to third-party software. If resources permit, however, help will be given on a best endeavour basis.



9.
Server Support and Network



9.1
The Supplier’s Obligations
Server equipment will be provided by the Education Directorate and managed on its behalf by SLTS in County Hall as part of a centralised management service. 

SLTS will provide schools with access to these facilities via their broadband connection.

Each school will have a storage capacity of 200 gigabytes.



9.1.1
Services provided under the terms of this SLA

The following support services will be provided: 

· Operational monitoring

· Fault diagnosis and rectification

· Hardware repair

· Data backup and restore

· Installation and maintenance of system software

· Installation of application software

· Anti-virus.

SLTS will monitor the operational status and utilisation of these server systems in order to pre-empt and minimise service failures. 

SLTS will discuss and agree with school representatives the method to be used for backing up and restoring schools data held on these server systems. 

Wherever possible, SLTS will remedy server problems remotely without disrupting use of school networks. However, where temporary loss of 
service is necessary to remedy a fault, SLTS will notify authorised 
school representatives.

Wherever possible, SLTS will undertake essential work (any necessary configuration changes, upgrades or equipment moves etc.) of a major nature outside normal working hours in term time, in order to minimise disruption. 

SLTS will have sole responsibility for the installation of application software held on, or for distribution from, server equipment.

SLTS will respond to school requests for enabling and denying user access to such application software.



9.1.2
Users’ Obligations

The school will be responsible for ensuring the removal of redundant data from the system.



9.1.3
Service Boundary
Additional server equipment e.g. print server, CD server etc. falls out of scope of this SLA. The school can, at its own expense, add servers to the school network, but this should be carried out with the co-operation of SLTS. SLTS do not have responsibility for school-purchased servers for support, maintenance or backup.



9.1.4
Local Network Services

The scope of these services will include data cabling, hubs, switches and routers which make up the school LAN and distribute the external broadband services through the school.



9.1.5
Supplier’s Obligations
SLTS will provide the following local network services; this will not include costs for new installations or repair of existing installations which fail:

· Design of new installations

· Design of changes to existing installations

· Fault diagnosis and rectification advice

· Support in liaison with contractors

· Reconnection of repaired or renewed hardware.

Whilst advice and work on design of systems is within the scope of the SLA, the cost of any substantial work required by a school will need to be funded by the school. Any such funding requirement will be identified to the school by SLTS before any works commence.

SLTS will assist the school to identify and arrange rectification of faults on the local network. This will include the reconnection of equipment e.g. hubs and switches etc. after repair or replacement.

SLTS will help the school liaise with third party contractors who are providing network cabling services etc. to the school.  

SLTS will work towards implement new technologies in schools where they will improve cost effectiveness or performance for the school network e.g. secure wireless networking.



9.1.6
Users’ Obligations
Any general works in the school likely to interfere with local network equipment or the routing of the data cabling system should be identified to SLTS in the planning stage.

The cost of labour and parts in implementing networks is the responsibility of the school unless it is a project funded under LEA or WAG auspices.

Schools will be liable for any damage caused to the local network system by its staff, pupils, agents or its subcontractor organisations. 

The school will be responsible for the costs of these repairs.



9.1.7
Service Boundary
The school is responsible for the costs of its local network, including all the data cabling, hubs and switches to the point where it connects to SLTS’s Cisco 2950 switch. SLTS will help support the school on technical issues e.g. diagnostics, consultancy and reconnection where necessary.



10.
Desktop, Hardware and Software Support



10.1
Desktop Support Services

A ‘managed’ desktop is a computer which is configured to run a standard SLTS Windows 2000 or Windows XP desktop environment and which is connected to the schools Windows file server on the broadband network. 

The following support services will be provided: 

· Equipment installation

· Fault diagnosis and facilitating rectification

· Hardware repair

· Installation and maintenance of system software

· Installation of application software

· Anti-virus.

by developing the broadband network to deliver services remotely.

In order to provide a consistent and controllable level of service it is essential that the services of SLTS desktop support staff and third party warranty providers are closely integrated. 

SLTS are not obliged to support any new equipment not approved by SLTS. 

SLTS will not be responsible for the quality of warranty service provided by equipment suppliers unless the equipment has been procured via SLTS.

SLTS will not be obliged to support whatever equipment a school wishes to install and schools are advised to confirm support arrangements with SLTS prior to purchase or acquisition.
SLTS will be responsible for the installation of all networked desktop equipment. This equipment will only be connected to the schools broadband network if: 

· it satisfies the minimum technical standards for connection provided by SLTS

· SLTS is able to support the equipment.

Desktop services will be provided for all such items of ICT equipment that connect to the school broadband line via a point on the school data network. This includes any peripheral equipment that is connected to a networked computer and any laptop computer which has been configured for network connection but is not necessarily permanently connected. 

Where the cost of an extended warranty is disproportionately high to the purchase cost, peripheral equipment may be purchased with a standard one-year warranty. SLTS will provide guidance on the cost effectiveness of extended warranty terms.



10.1.1
The Users’ Obligations

All desktop computer and laser printer equipment must be purchased or leased with at least a three-year on-site warranty.

Managed service desktop equipment should be purchased or leased to a specification approved by SLTS.

Schools should notify SLTS, in the early planning stage, of any requirement for the connection or use of desktop equipment:

· that requires technical support staff to implement

· that is likely to exceed the network loading capacity of the school

· which requires the installation of additional network connection points.

Schools will be responsible for the unpacking of equipment for installation and the disposal of packing materials.

The school will be responsible for the safe and secure disposal of redundant desktop equipment. However, where SLTS has project responsibility for an equipment replenishment initiative it may include disposal of such equipment within the project scope.

Ensuring laptops which have been taken away from school are updated with the latest anti-virus signature before being used on the broadband network.


10.1.2
Legacy Equipment

Legacy equipment is equipment that is out of warranty and not covered by a maintenance agreement. 

SLTS will continue to support desktop equipment out of warranty on a best endeavours basis provided the operating system is Windows 98 or better.



10.1.3
The Users’ Obligations

School should plan for investment, in and refreshment of, equipment and 

pay for parts & labour by third party suppliers for out of warranty equipment.



10.1.4
Service Boundary
Desktops supported by SLTS.



10.2
Workshop Repairs



10.2.1
The Supplier’s Obligations
It will broker an external provider to undertake such activity. For the financial year 2005 – 2006, equipment will be transported to the third-party repairer and back to the school, with the costs of parts and labour paid. 

This facility will be reviewed for the financial year 2006 - 2007.



10.2.2
The Users’ Obligations

If and when in scope, pay for parts and labour by third party suppliers to repair equipment.



10.2.3
Service Boundary

Assessment for repair and transport to and from third party repairer.



10.3
Whiteboards and Projectors



10.3.1
The Supplier’s Obligations
Unless under warranty, whiteboards and projectors will not be covered by this SLA. However, SLTS will provide a brokered service. This support will be provided on the following terms:

· SLTS will tender for a third party supplier to carry out such work

· SLTS will provide rates identified in a Schedule of Charges.


10.3.2
The Users’ Obligations

Schools will pay the costs of such repair.



10.3.3
Service Boundary
Only whiteboards and projectors approved by SLTS.



10.4
Software (Curriculum)



10.4.1
The Supplier’s Obligations

The SLTS application software installation service will be limited to the software on the SLTS Definitive Software list (only the software on a list to be agreed with school representatives). 

The approved software list will be reviewed annually.



10.4.2
The Users’ Obligations

Schools should use software on supported list.

Schools may self-load and run other application software of their choice on ‘unmanaged’ desktop equipment only provided that:

· it does not adversely affect the operation of other services for which SLTS is responsible

· it does not compromise the security and integrity of the 
network infrastructure

· the school takes responsibility for the operation and support of 
that application

· where SLTS needs to re-build the operating environment for that desktop system it will be the responsibility of the school to re-install their own application software

· the school holds sufficient software licenses

· SLTS is not liable to rebuild the operating system for that desktop system when the fault has been cause by the loading of application software by the school.

Schools will agree a core set of application software that will be available to all users. SLTS will take responsibility for licensing that core software. Otherwise each school shall remain responsible for ensuring adequate software licenses have been purchased by the school.



10.4.3
Service Boundary

Procurement and support of core application software only.



10.4.4
Service Hours for All Desktop, Hardware and Software Services

08:30 – 17:00 Monday – Thursday

08:30 – 16:30 Friday

excepting Local Authority statutory holidays.



Glossary

A. SLTS 

Swansea Learning Technology Support, the technical unit in Corporate IT that supports schools, libraries and lifelong learning.

CL@SS - Computers and Learning at Swansea Schools
     The Curriculum Team’s initiative to promote ICT and learning in schools.
B. ICT and ILT

Information and Communications Technology/ Information and Learning Technology. Sometimes interchangeable in meaning, but the latter is becoming a more accepted term to describe the context in which the technology is used. ICT is also a recognised skills-based approach to technology in schools.

C. The Supplier’s Obligations

The User’s Obligations
The SLA recognises responsibilities of both providers (Education Directorate and Corporate IT through Swansea Learning Technology Support (SLTS)) and users of the service (schools) to create an effective service. 

Example: The supplier cannot resolve a SIMS issue within the specified target time (the supplier’s obligations) if someone in the school does not facilitate the technician to get access to the admin PC (the user’s obligations).

D. Service Hours

Here we distinguish between hours when support is available as opposed to when the service is available.

Example: Being able to send e-mail from a school PC is available 24 hours a day, but support to deal with a failure to deliver is only available in the specified support hours for that service area.

E. Service Boundary 

This distinguishes for support purposes where the responsibility of the supplier ends and that of the school or another party begins.

Example: a school has not received an e-mail sent by a school in another county. The SLTS service boundary begins at the point where the e-mail comes into County Hall. So, the service provider can only support issues to do with the transfer of the e-mail between County Hall and the school, not if it is delayed on the Internet or the sender’s ISP.

F. Optional Service

One which does not form part of this SLA, but can be bought as an extra service by schools. 

G. Best Endeavour

Means the activity does not form part of any measuring of service quality or forms part of performance monitoring and reporting, but is delivered as support time allows.

H. Third Party

For the purposes of this SLA, a supplier other than SLTS and Education Effectiveness. The third party supplier can be external (Capita for SIMS support) or Council (support under the Finance SLA, for example).

I. Service Area 

A set of products or services that make up a discrete service activity. 

The main Service Areas provided under this SLA are:


Service Area
Supplier

1
Broadband Connection
SLTS

2
Internet Services
SLTS

3
ICT Curriculum Monitoring & Advice
ED/EE

4
ICT Curriculum Support and Training
ED/EE

5
ICT Office Software Training
SLTS

6
Procurement Service
SLTS

7
Service Desk
SLTS

8
School SIMS Support
SLTS

9
Server Support
SLTS

10
Desktop and Network Hardware Support
SLTS
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