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Introduction
The resolution of technical problems is a collaborative process between the user and technical support personnel. This document outlines what the user can expect when calling the Help Desk for assistance, and how the user can assist in the resolution of the problem.

This SLA will run for the duration of your ReACT Support Contract, which is renewed annually.

Helpdesk Contact Details
The EBS Helpdesk provides a Service Desk for logging and managing all Incidents and Requests from the customer, the Service Desk is open between 9:00 and 17:00 Monday to Fridays, Local UK Time, excluding Bank and Public Holidays.

Telephone: 0121 384 2513 

Fax: 0121 377 6014

Email: reactsupport@e-b-s.co.uk 
Out-of-Hours Service

Out-of-Hours support is available in addition to the standard Support Agreement, the terms of such support would be agreed between the customer and supplier.
What do we support?
Members of the technical support staff at EBS, will provide the following services:

· Support and troubleshoot the operation of ReACT software in accordance with an EBS agreed support contract. 

· Support and troubleshoot bespoke software and other applications as agreed in an EBS support contract.

· Provide general consultation 

Responsibilities of Those Making a Request
Callers should contact the Help Desk while in front of the affected equipment. When calling please be prepared to supply the following information:

· Site / Location details

· Your full name and contact details

· Description of your problem, including Software and Product involved, Software Version, details of the problem including any error messages, business areas and users affected.

· Problem Severity assigned to the problem.

· Any additional information that will assist the Helpdesk resolving the problem.

Customers may be asked to check software settings, power on/off devices and gather additional information. Detailed information provided by the customer will expedite the problem resolution. 

Remote Support Requirements / Capability
Remote support is included as standard, EBS use a tool called GoToAssist (www.gotoassist.com), otherwise VPN connections are supported. EBS will also work with the customer should they wish to use other connection tools.

Call Procedures and Service Level Monitoring 
The Help Desk treats all calls as important and will make its best effort to resolve all reported problems in a timely fashion. 

When the Help Desk Support Consultant and customer initially determine the customer’s need, the Help Desk Support Consultant will enter the call into the tracking database, giving the caller the Help Desk ticket number, and attempt to resolve the problem over the phone. All calls are logged in a dedicated call logging database, assigned a unique ID available to the caller. Regular monitoring in the form of reports and audits are carried out against the database with a summary of call performance against SLA targets. A copy of this information is provided to the customer on renewal of the contract.
If first level resolution is not possible then the Help Desk Support Consultant will either assign the request to a second level technician, who will review the call and contact the customer to schedule an appointment; or request more time to investigate the issue in greater detail. 

The customer may call the Help Desk at any time to request an update on the status of his or her unresolved calls, and to request more immediate assistance if necessary. 

From the technician customers can expect: 
· to resolve calls assigned to them in a timely manner 

· to log updates into the database 

· to verify resolution satisfaction 

Responding to the Customer 
If all technicians are unavailable, the initial response will generally take the form of a call-back or email to the customer. This response will be used to confirm the existence of the problem and gather additional information. Technicians will use this response as an opportunity to establish an estimated time when work on a resolution will begin. 

If the customer is not available, a voicemail, email or physical message will be left. If the user does not respond within five business days, the call ticket will be closed. 

A problem will be considered resolved when a solution or a workaround that is acceptable to the client has been implemented.

We will prioritise your call into one of four levels

	Severity
	Definition
	Response Time

	Resolution Time


	Critical
	Inability to use functionality that is core to the clients business. This would include system outages.
	Within 1 working hour a plan to fix the issue can be provided

	A workaround will be provided within 8 hours


	Major
	System performance is so poor that it prevents normal operation by the client. E.g. slow operation, or need for client to workaround some form of impairment.
	Within 4 working hours a plan to fix the issue can be provided

	A workaround will aim to be provided within 8 hours

	Minor

	System is functioning and can be used, but is suffering from one or more faults that are an irritation.
	Within 4 working hours
	EBS will endeavour to aim for resolution within 3 working days, any deviation will be communicated and agreed with the customer.

	Unclassified


	Non Support Issue

(E.g. Request for upgrade, Cosmetic issue, Change Request).
	Response within 5 days.

	As agreed – This will form part of the next upgrade. Upgrades are issued twice annually.



1 EBS will use reasonable endeavours to resolve the problem within the timescales defined.

2 After target time elapses support call will be forwarded to 2nd line support/Software Manager.

3 After a further period of escalation time 2nd line support/Software Manager will forward to the Operations Director.

Examples of when EBS will provide feedback to the customer are as follows:

· When an incident is likely to transgress the Support Service Level Agreement targets.

· An incident needs to be escalated within EBS. 
· The customer is notified that an EBS support engineer will be onsite.

· The problem is resolved.

· Estimated fix time will not be met.

We will then…

Confirm your details, allocate a unique call log number and confirm the Severity Level assigned to the call. Please note this, as you will need to quote it when contacting the EBS Helpdesk.

The status of your logged call will be monitored by EBS and advised to you accordingly. 

The following call status is managed:

A call has the status of either ‘IN PROGRESS’ or ‘CLOSED’. If a call is ‘IN PROGRESS’ then it will be at one of the following stages;

	Stage
	Meaning

	Logged
	Call has been logged

	Queued
	Call is awaiting assignment to a support representative

	Investigating
	Call is under investigation

	Waiting Confirmed
	Call is waiting for customer 

	Solved
	Call is solved but not closed


In the event where a call cannot be resolved or becomes overdue, the incident will be brought to the attention of the Software Manager and escalated internally within EBS.

Escalation – Should you not be satisfied with progress…

Contact the Software Services Manager quoting your call reference and ask for the call to be escalated. Alternatively contact EBS Helpdesk direct via react@e-b-s.co.uk, which will be received by both the Helpdesk and the EBS Operations Director. In order to speedily resolve issues, it is advised that customers have remote desktop support enabled to the problem server or PC. Support calls received where no remote access is available, the call will be managed outside the SLA target resolution times.

Escalation will involve 3 levels of management/technical escalation beyond the helpdesk, typically this may consist of:

· 2nd Line Support
Tel: 0121 384 2513 (switch)

Email: chris@e-b-s.co.uk
· Management – Steve Macartney (Operations Director)

Tel: 0121 384 2513 (switch)

Email: stevenm@e-b-s.co.uk 

Call Closure Notification

Should it be a requirement of the customer, we can configure automated emails within our call logging software keeping you informed of all progress within the call.

EBS are currently enhancing this functionality to allow for remote access for the user to manage and maintain their own calls online.

Monitoring

EBS can provide performance reports detailing faults and support calls logged, response times for each call, resolution times for each call and reasons, if applicable, for failure.

EBS can attend regular service review – conference calls would be the preferred medium. Conference calls fall under the terms of the support contract and will not therefore incur additional costs.

