CITY AND COUNTY OF SWANSEA
       DINAS A SIR ABERTAWE
  SERVICE LEVEL AGREEMENT
ICT AND LEARNING TECHNOLOGY SUPPORT

SECONDARY PHASE
1.
Name of Service

Swansea ICT and Learning Technology Support

2.
Name of Service Manager/Contact Number

Kieran Costello, ILT Manager (01792) 637141


E-mail: kieran.costello@swansea.gov.uk
3.
Summary of Services Provided



To provide schools with a support service for Broadband learning.

4.
Allocation and Charging Methods
The funding is delegated on the basis of equal amounts to each school. The cost of the package, therefore, is a standard flat rate charge which is the same for each school. The service is available at different subscription levels (see page 4).

5.
General Principles, Services Provided and Service Hours

The parties to this Agreement are Schools (the Service Users) and  Education Effectiveness ICT Curriculum Team/Corporate IT’s Swansea Learning Technology Support -SLTS - (the Service Providers). The main point of contact on the Agreement as a whole will be Mr Kieran Costello, Education Directorate Information and Learning Technology Manager. The SLA deliverables are scoped in the full document - Swansea ICT and Learning Technology - Service Level Agreement for the provision of Support to Secondary Schools (2005 - 2008) Full Document - to which Headteachers and Governors should refer in conjunction with this shortened version.  
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 Education Directorate’s 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. Each school gets a fixed and equal service. This means resources available within the budget are applied equally to each school.

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

xiii. 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. 

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

Service Hours 

As a general principle the service provides support (in term time)

08:30 – 17:00 Monday – Thursday

08:30 – 16:30 Friday

excepting Local Authority statutory holidays.

However, some aspects of support are available outside these hours and in vacation periods. Also, Internet Access and Broadband Connection are available in a school 24/7 although the suppport for users is restricted to the core support hours above. 

Service Areas

Given that the structure of services for secondary schools allows for opting in to different service levels, the table shows the Service Levels, who is responsible for delivering them and to which Service Area they belong:

Service Level
Service Name
Area Number
Supplier

Supplied to all schools

Education Directorate Broadband connection
1
SLTS

Entitlement for all schools
ICT Curriculum Monitoring & Advice


3
ED/EE

Service Level
Cost

2005
Service Name
Area Number
Supplier

1
£18k
Default Internet Service (web access with minimum filtering & e-mail relay). 
2a
SLTS



ICT Office Software Training
5
SLTS



Service Desk
7
SLTS



School SIMS Support
8
SLTS



Admin Server Support
8
SLTS

2
£3.2k
Full Internet Service with advanced filtering & technical support
2b
SLTS



School Technician Support
9
SLTS

3
£1.5k
Procurement Service 
6
SLTS

4
£3.3k
ICT Curriculum Support and Training
4
ED/EE

Note. Level 4 is independent. Level 3 can only be bought if in Level 2. Level 2 can only be bought in addition to Level 1, and contains all the features in Level 1, or improves on them.
Service Areas 

The main services include:

1. Education Directorate Broadband Network Connection

Supplied to all schools

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).

2a. Default Internet Service 

(web access with minimum filtering & e-mail relay)

Available under Level 1

Web filtering licences will be provided for all school users.

SLTS will provide a minimum level of filtering and make best endeavours to prevent inappropriate Internet access by school users. This software will be updated directly from the supplier via the Internet.  

SLTS will provide a relay service for e-mails onto the Internet and from the internet to the appropriate school. SLTS will not perform any processing on 
the e-mail.

A suitable anti-virus licence will be provided for all school PCs. 

SLTS will supply anti-virus software in a format that can be easily installed by the school. Updates to virus protection software (virus signature data) will be available from a central server at County Hall which will be kept up to date directly from the supplier via the Internet.

2b. Full Internet Service with advanced filtering & Technical Support

Available under Level 2

Provide the school with access to the education domain and all services available on the domain. Also provide the school with a suitable Active Directory management tool to enable the school to configure and manage user accounts, create groups and assign services to these groups and users. Also instruction in the use of this tool and the services provided.

Provide the school with a Domain Controller and Network Attached Storage (NAS) server. The NAS will be used for storing pupil and teaching data and will be backed up over the network from County Hall. It will provide a storage capacity of 500 gigabytes. 

SLTS will provide a DNS hosting service for the school’s 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.

The e-mail address and domain name will be registered for the school and hosted on the SLTS DNS service, and will end with the suffix: swansea.sch.uk or abertawe.sch.uk. The school will have full ownership of this domain name. SLTS will act as an agent for the school to manage the domain name with NOMINET.

Web filtering licences will be provided for all school users.

SLTS will provide an advanced filtering system and make best endeavours to prevent inappropriate Internet access from school users. This software will be updated directly from the supplier via the Internet. 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 school. This historical record will be kept for 6 months.
SLTS will provide a web based e-mail service to schools, and enable the school to manage the accounts for staff and pupils. 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.
A suitable anti-virus licence will be provided for all school PCs, the supplied domain controller and NAS. 

SLTS will supply anti-virus software in a format that can be easily installed by the school. Updates to virus protection software (virus signature data) will be available from a central server at County Hall which will be kept up to date directly from the supplier via the Internet.

3. Curriculum Monitoring and Advice 
Paid for by BSF grant. Entitlement for all schools
In addition to common services, each secondary school will be entitled to a basic allowance of 4 days 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.  

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.

4. ICT Curriculum Support
Available under Level 4
Schools subscribing to the ICT curriculum support service level agreement will be entitled to an allowance of 10 days per annum and 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.
5. ICT Office Training
Available under Level 1

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.

6. IT Procurement Service

Available under Level 3

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.

7. Service Desk

Available under Level 1

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).
8. SIMS software support

Available under Level 1

SIMS support will include:

· Installation of SIMS software on the administrative server 

· Produce guidance on the use of the software and make available via the SLTS web site

· 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 Education Directorate and Welsh Assembly

· Support is provided for SLTS supported versions of SIMS software

· 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

· Support for RM Secure NET exams data transfer software

· Support SIMS client software on desktop PCs.

9. School Technician Support

Available under Level 2

SLTS can provide assistance to schools that employ their own technician(s). This service will consist of advice and information to the schools and the provision of documentation and technical assistance to the technician(s), mainly through second-line support (telephone and training courses principally), though with in-school dialogue, too. 
SLTS can provide advice to schools in the following areas:
· Technical support and training to implement products and services on the broadband network
· Assistance in defining the role and recruitment for a technician post:
· Defining a job description
· Guidelines on recruitment and selection
· Attendance at interviews
· Recommendation of appropriate training courses
· Assistance in defining technical system management and administration duties.
SLTS will also provide information and advice to the technicians including:
· Documentation and procedures for common tasks
· Basic user administration
· Routine backup tasks
· Standard installations (e.g. printer drivers, anti-virus software etc)
· Updates on SLTS policies and standards
· Advice and support with the schools admin LAN
· Training courses on industry standard software and systems
· Training courses on Corporate IT software and systems
· Periodic workshops
· Updates on Corporate or SLTS projects that may affect the schools.
SLTS may refuse requests for service on second-line support to school technicians on non-standard items of equipment and software.

Complaints

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