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Briefing Note  :   Introduction of performance monitoring for Requests for Change (RFCs)
You will be aware that the Policies and Procedures constructed for the service outlined how Requests for Change (RFCs) are to be managed, however, there were no set response and resolution times specified for them to be monitored against, unlike incidents which have these targets specified within the formal schools’ SLA.
To align this service with Corporate I.T., in terms of performance monitoring, we are introducing formal arrangements for collating the completion of RFCs against specified response/resolution times within specific categories, which have now been set up within Assyst (which mirror those utilised by Corporate I.T.)
Formal performance monitoring will be implemented as from 1st May 2006, with weekly, termly and annual reports being produced, as is currently the case with incidents. 
Details of the (informal) SLA, RFC categories and the response/resolution times applied are supplied on the attached sheet.
	Requests for Change - Performance Monitoring

	
	
	
	

	SLA applied
	RFC Category
	Respond Time
	Resolve Time

	
	
	
	

	Urgent
	Access Required*
	1 working hour
	1 working day

	
	Service Request**
	
	

	
	Web Work***
	
	

	Standard
	3rd Party Install
	1 working day
	up to 15 working days

	
	3rd Party Upgrade
	
	

	
	Access Required*
	
	

	
	Asset Move
	
	

	
	Config Change
	
	

	
	Consultancy
	
	

	
	Data Export
	
	

	
	Data Import
	
	

	
	Develop. Application
	
	

	
	Hardware Install
	
	

	
	Hardware Rebuild
	
	

	
	Hardware Upgrade
	
	

	
	Infrastructure Change
	
	

	
	Mailbox Move
	
	

	
	New User
	
	

	
	Classroom Move
	
	

	
	Report Request
	
	

	
	Software Install
	
	

	
	Software Uninstall
	
	

	
	Software Upgrade
	
	

	
	User Amend
	
	

	
	User Delete
	
	

	
	Web Work***
	
	

	Project
	LEA Project - Minor
	5 working days
	No set resolve time as projects will have individual timescales according to the objectives, etc.

	
	LEA Project - Significant
	
	

	
	LEA Project - Major
	
	

	
	User Project - Minor
	
	

	
	User Project - Significant
	
	

	
	User Project - Major
	
	


*  Access Required – this category will include access to files, e-mail, user account, etc.
**  Service Request – this category is a generic category applied where there is no other specific category 

     applicable
***  Web Work – this category will include blocking/unblocking of web sites, etc.
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