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1 STATEMENT OF CONFIDENTIALITY

APEX Consulting acknowledges that the information contained in this document is confidential and proprietary to Galaxy Telecommunications. APEX Consulting agrees to use the same level of care to protect the confidentiality of this information as it uses to protect its own.
This document contains processes, techniques, and methodologies that are considered proprietary to APEX Consulting and are provided to the customer with the understanding that this information will be used for planning, executing, controlling, and closing out the project described in this document. 

Each recipient of this document is expected to treat this information in the strictest confidence and is responsible for ensuring that there is no unauthorized duplication, distribution, or application of this material, unless expressly allowed in this SOW.

2 INTRODUCTION

2.1 Purpose

The purpose of this Contract Statement of Work (CSOW) is to document the services to be delivered, the price of the requested services, and the rights and responsibilities of the various parties responsible for their delivery. These services have been requested by Galaxy Telecommunications to help it meet its objective of improving the cost and quality of the information technology (IT) services being provided to its employees. This document addresses the specific requirements of Galaxy Telecommunications as well as the specific requirements of APEX Consulting to properly deliver the requested services.

Upon acceptance by both Galaxy Telecommunications and APEX Consulting, any changes or modifications to the SOW must follow the Change Control Process defined in Section 5.1 of this SOW. All approved changes will become attachments to the original approved CSOW, which will then form the new baseline upon which future changes will be measured.

Lessons Learned: In some situations the client may request, or the SOW development team may decide, to title this section Problem Statement or Objective Statement. If this is the case, caution should be taken to ensure that the problem statement or objective statement is consistent with any similar statements documented in the RFP or other solicitation documents. In one case I’m familiar with, the client documented in an RFP that its objective was to double revenue and profits within three years. This objective was in turn documented in an SOW specifically for the outsourcing of a small portion of the client’s IT function. It is fine for the organization to have this type of strategic objective; however, it wasn’t appropriate to include it in this particular SOW. Although outsourcing some of the IT function would contribute to meeting the client’s strategic objective, it was not the only factor necessary to achieve the objective. This type of statement could be understood to imply that simply outsourcing the IT function would allow the client to achieve its strategic objective of doubling revenues and profits in three years. Care should be taken not to use statements in the SOW that define objectives or problems that cannot be fully resolved by the project that the document is supporting. 

2.2 Description of Work

APEX Consulting will provide an integrated IT solution to Galaxy Telecommunications, a leading global telecommunications company headquartered in Atlanta, GA, to assist Galaxy in improving the cost and quality of IT services currently being provided to its employees. This integrated solution consists of the following three (3) service offerings:

•
Help Desk Services

•
Hardware Support Services

•
Software Support Services.

The integrated solution will be provided to Galaxy’s headquarters location as well as to two remote locations in Jacksonville, Florida, and Washington, D.C. A total of 10,000 end users are currently entitled to the services noted. The distribution of these end users, by location, is as follows:

•
5,000 end users in Atlanta, GA (headquarters)

•
2,500 end users in Jacksonville, FL (remote location)

•
2,500 end users in Washington, D.C. (remote location).

Details on each of the services to be offered as part of the integrated solution are provided in Section 3.0 of this SOW.

Lessons Learned: When drafting the description of work, be sure to keep the discussion at a high level, and don’t include too many specifics about the various services being offered. A detailed discussion of the services should be reserved for the section titled Services Provided. Also, only quantitative and qualitative information that you know to be factual should be included in this section. For example, we know from the summary of the RFP that of the 10,000 end users in the organization, 5,000 are in the headquarters office, and the remaining 5,000 are evenly distributed between the two remote locations. If an assumption has been made for a specific data element, then it needs to be addressed as either a global assumption within the Introduction section (i.e., Section 2.3 of this SOW) or as a key assumption (e.g., Section 3.1.2 of this SOW) specific to one of the service offerings being provided to the client. 

2.3 Assumptions

 1.
Average one (1) computer per person (includes both desktops and laptops).

 2.
50% of the computers are desktops, and 50% are laptops.

 3.
All Service Level Agreement (SLA) measurements used to measure performance will be defined by APEX Consulting and approved by Galaxy Telecommunications.

 4.
All SLA measurements will be calculated based on monthly averages.

 5.
APEX Consulting will not be held liable for any information or data lost during delivery of the requested services.

 6.
APEX Consulting will not be held to SLAs when delays are attributed to a manufacturer, a third-party vendor, or Galaxy Telecommunications.

 7.
Galaxy Telecommunications will provide all information requested by APEX Consulting to deliver the requested services properly. 

 8.
Services can be provided to nonentitled locations on a time and materials basis; however, service to these locations will not be held to the standard SLA metrics.

 9.
Galaxy Telecommunications will provide a secure room in the headquarters location for storing parts and materials, which will be accessible only to APEX Consulting or Galaxy’s security personnel.

10.
Any hardware or software service calls received after the established hours of operation, as defined in Section 6.0, will be charged at one and a half times the standard hourly rate for calls received after hours on Monday through Friday, and twice the rate for calls received at any time on Saturday and Sunday.

11.
Galaxy will provide on-site parking for all APEX Consulting personnel responding to calls outside the standard hours of operation.

12.
English will be the only language used by the help desk and the hardware and software support technicians when responding to calls requesting assistance.

13.
APEX Consulting will adhere to the standards of conduct as defined in Galaxy’s Standard Code of Conduct.

14.
Galaxy will be responsible for all costs incurred by APEX Consulting in obtaining the necessary security clearances required by Galaxy, including the cost of background checks and drug screening.

15.
Non-standard hardware and software will be serviced on a time and materials basis and only after all entitled calls have been satisfactorily resolved and closed out.

16.
Galaxy Telecommunications will be responsible for providing training to APEX Consulting help desk personnel and technicians for proprietary software applications that APEX Consulting agrees to support.

Lessons Learned: In most cases, very little information will be available initially for the SOW development team to use in developing the document. Thus, assumptions will have to be made to fill in the gaps of missing or outdated information. Assumptions are extremely important in the pricing of the project. If an assumption is overlooked or incorrectly stated, it could cause the total price for delivering the requested services to be drastically overestimated or underestimated. This section should document only those assumptions that are applicable to more than one service offering or those that apply universally to the project. If this example was for a PSOW, these assumptions would need to be validated during a due diligence analysis. 

It is strongly recommended that this section not be completed until all sections of the SOW have been completed. The development team can then easily go back and identify gaps in the information and whether some of these gaps apply to more than one service being proposed to the client. This will also help avoid redundancy in the document by ensuring that an assumption is not included as both a global assumption and an assumption specific to a particular service.

2.4 Constraints

1.
Security access required at all Galaxy office locations could potentially delay the APEX Consulting personnel as well as the delivery of parts and equipment, negatively impacting APEX Consulting’s ability to meet the established SLAs.

2.
Pricing for the project is based on a one-year agreement, which will not allow for any reduced fee adjustments that may be gained through a long-term agreement.

3.
Galaxy’s internal IT group has retained control of performing all network services, including maintenance and repair of servers, hubs, and routers. Not having responsibility for all IT services could negatively impact APEX Consulting’s ability to meet the agreed-to SLAs.

Lessons Learned: Constraints are included in the SOW to identify potential risks that could inhibit the service provider from delivering the requested services. Constraints can impact the price of the project, depending on the potential impact perceived by the SOW development team. If the constraint has a high probability of occurring, then additional contingencies may be included in the price of the project. The constraints may also impact the way SLAs are structured. If a constraint is significant and it has a high probability of occurring, then the development team may take a more pessimistic view of what can realistically be achieved from an SLA standpoint. 

As with assumptions, this section should not be completed until all other sections of the SOW have been addressed. The development team can easily go back and identify potential constraints and determine whether they apply to more than one service being proposed to the client. This will also help to avoid redundancy in the document by ensuring that a constraint is not included as both a global constraint and a constraint specific to a particular service.

3 SERVICES PROVIDED

3.1 Help Desk Services

3.1.1 Description

APEX Consulting will provide an on-site Help Desk to support the personnel of Galaxy Telecommunications in both headquarters and remote locations. The Help Desk will be available twenty-four (24) hours a day, seven (7) days a week, except for the holidays noted in Section 6 of this SOW. It will act as the single point of contact for defining call types, tracking calls, and determining whether the incoming calls are entitled to receive the services being provided. All entitled calls will have the same level of priority and will be addressed on a first-in, first-out (FIFO) basis.

Help Desk support includes basic hardware and software troubleshooting, resolution, and dispatching of service technicians if the problem cannot be resolved by phone. APEX Consulting will only support the standard list of hardware and software approved by Galaxy Telecommunications, as defined in Sections 15.1 and 15.2 of this SOW. Any hardware or software not on these lists will not be entitled to service from APEX Consulting as part of the monthly base fee. However, upon written request from Galaxy, APEX Consulting will provide services to nonentitled hardware and software on a time and materials basis, after all entitled service calls have been satisfactorily resolved and closed out.

Based on historic call rates of 2 calls/user/month and the current number of employees entitled to services (10,000), it is estimated that 20,000 calls will be received in the Help Desk each month. Applying an abandonment rate of 5%, the total number of entitled calls/month requiring service is estimated to be 19,000. It is assumed that the number of hardware calls and software calls will be split equally. This call ratio and volume (after abandonment) will be used as the baseline factor for developing the price for delivering the Help Desk services. If the actual call volume deviates +/– 10% from this baseline factor, a change order request will be initiated in accordance with the change control process defined in Section 5.1 of this SOW. 

A Help Desk Report will be developed each month and presented during the monthly project status review meeting defined in Section 5.2 of this SOW. The baseline call volume factor will also be reviewed during this meeting to determine if any deviations have occurred from the original baseline estimate.

3.1.2 Key Assumptions

1.
2 calls/user/month, with an abandonment rate of 5%.

2.
Total number of entitled calls/month (after abandonment) requiring service from the Help Desk is 19,000 (baseline call volume).

3.
Total call volume received by the Help Desk will be split equally between hardware and software calls.

4.
APEX Consulting’s Help Desk will support only the standard list of hardware components and software applications defined in Sections 15.1 and 15.2, respectively.

5.
Galaxy Telecommunications will provide all required office space for the on-site Help Desk as defined in Section 7.1 of this SOW. 

Lessons Learned: This section should address only assumptions specific to the particular service offering. If the assumption is applicable to more than one service, then it should be captured in Section 2.3 as a global assumption. If a data element required to price the particular service accurately is not captured in the description of the service, then it should be captured as an assumption in this section.

3.1.3 Roles and Responsibilities

The roles and responsibilities of both Galaxy Telecommunications and APEX Consulting, specific to the delivery of the Help Desk service, are identified in the following matrix:

	
	Help Desk—Roles and Responsibilities
	APEX Consulting
	Galaxy

	1
	Design and staff the on-site Help Desk.
	X
	

	2
	Define the service level measurements.
	X
	

	3
	Approve the service level measurements.
	X
	X

	4
	Provide office space for the on-site Help Desk, as defined in Section 7.1.
	
	X

	5
	Provide a list of standard hardware components and software applications entitled to service from the Help Desk.
	
	X

	6
	Produce the monthly Help Desk Report.
	X
	

	7
	Provide training on all proprietary software requiring support.
	
	X


Lessons Learned: When defining the roles and responsibilities for the various services, make sure they correspond to the summary activities of the work breakdown structure (WBS) for each service. It is important not to get into the minutiae of who is responsible for every task or subtask on the project. Identifying roles and responsibilities at the summary level will provide sufficient detail.

3.1.4 Service Level Agreements (SLAs)

	Help Desk SLAs
	Description of SLAs
	Levels ofPerformance
	Baseline Measurement Factor

	Live response by the Help Desk within 60 seconds, unless the call volume exceeds more than 10% of the baseline after abandonment.
	The average time it takes a member of the Help Desk staff to answer the phone and talk live  with an end user.
	100% goal

≥ 90% acceptable

< 90% 
unacceptable

1/
	19,000 calls/month after 5% adandonment

	1st Call Resolution

–80% for the terms of the contract.
	Resolution of the end user’s problem on the first phone call.
	100% goal

≥ 90% acceptable

< 90% ​unacceptable

1/
	19,000 calls/month after 5% abandomnent

	Unresolved calls will be escalated to a service technician within 30 minutes on a monthly average.
	Assignment of calls that cannot be resolved by the Help Desk to an onsite service technician.
	100% goal

≥ 90% acceptable

< 90% ​unacceptable

1/
	19,000 calls/month after 5% abandonment


1/ The monthly average that a service level must meet to be acceptable to Galaxy Telecommunications.

These Help Desk service levels are applicable during the normal hours of operation, as defined in Section 6 of this SOW, except for the service level pertaining to the assignment of unresolved calls to a service technician. This service level will apply only during the normal hours of operation established for the hardware and software support as defined in Section 6 of this SOW. The actual service levels will be averaged on a monthly basis and reported during the regular, scheduled project review meeting.

Lessons Learned: Care should be used when defining service levels to ensure that they are specific, measurable, achievable, relevant, and time-measured. This is commonly referred to as the SMART method of defining SLAs. If the service levels cannot be measured easily, then it may be difficult to prove whether or not they are being met. From the perspective of the service provider, it is important to negotiate as long a measurement period as possible (e.g., quarterly instead of monthly). This builds in a contingency that allows the service provider two months to bring the quarterly average up to the acceptable range agreed to by both the client and the service provider. If financial penalties are tied to missed SLAs, a grace period should be allowed before the penalties take effect. Clients should also ensure that they do not require unrealistic service levels for the project, which could set the service provider up to fail. Service levels should be jointly developed and agreed to by the client and the service provider. This will ensure that both parties have had input into the measurements prior to the CSOW and the contract being finalized.

3.1.5 Deliverable(s)

The monthly Help Desk Report will address the status and performance of all services being provided to Galaxy. The report will be compiled on a monthly basis and presented to Galaxy Telecommunications during the monthly project status review meeting.

3.2 Hardware Support

3.2.1 Description

APEX Consulting will provide warranty repair services for all entitled hardware components, as defined in Section 15.2 of this SOW, at both the headquarters and remote locations of Galaxy Telecommunications. The hardware components entitled to service include printers and computers. The term computer is used broadly to refer to the central processing unit (CPU), monitor, keyboard, and mouse for both desktop and laptop computers. The CPU includes all internal and external components of the computer, including hard drives, floppy drives, CD players (i.e., ROM and RW), DVD ROMs, network cards, and modems. The hardware support services will be available during the normal hours of operation as defined in Section 6.0 of this SOW. 

One hundred percent (100%) of the entitled hardware components are assumed to be under the Original Equipment Manufacturer (OEM) warranty. Thus, APEX Consulting will defer to the manufacturer’s warranty guidelines for the process for acquiring warranty parts. It is anticipated, however, that the process will allow for a limited number of warranty parts to be stored in a secure room at the headquarters location. Repairs to printers and computers will be considered complete once the component has been restored to working order and the end user has signed off that it is working properly. If a hard drive is upgraded or replaced, APEX Consulting will be responsible only for restoring the software to the state of its last backup. Galaxy Telecommunications will be responsible for backing up any data from the hard drive prior to the upgrade or replacement. APEX Consulting will not held liable for any data lost during repairs to the hard drive.

APEX Consulting will support nonentitled hardware components on a time and materials basis, as requested by Galaxy.

3.2.2 Key Assumptions

1.
Number of computers within Galaxy Telecommunications is 5,000 desktops and 5,000 laptops, as defined in Section 2.3 of this SOW.

2.
Number of printers is 1,000.

3.
OEM’s warranty parts process will allow APEX Consulting to store a limited number of warranty parts.

4.
Galaxy Telecommunications will retain responsibility for servers, hubs, routers, and all other network services not noted in this document.

5.
One hundred percent (100%) of the entitled hardware components are under warranty for the life of the contract. Galaxy Telecommunications will provide proof of purchase and warranty if requested by APEX Consulting.

6.
All hardware support calls will be dispatched through the on-site Help Desk. No service calls will be dispatched without coming through the Help Desk.

3.2.3 Roles and Responsibilities

	
	Help Desk—Roles and Responsibilities
	APEX Consulting
	Galaxy

	1
	Repair or replace hardware components, as defined in Section 3.2.1, to the state of their last backup.
	X
	

	2
	Define the hardware support service-level measurements.
	X
	

	3
	Approve the hardware support service-level measurements.
	X
	X

	4
	Provide a secure room for warranty parts at the headquarters location.
	
	X

	5
	Provide a list of hardware components, including the asset tag number (if any), the name of the personnel they’re assigned to, type of component, and location.
	
	X

	6
	Provide proof of purchase and warranty for all hardware components.
	
	X

	7
	Maintain a limited inventory of warranty parts on-site at the headquarters location.
	X
	

	8
	Select and manage resources required to perform the hardware support services and meet the established service levels.
	X
	


3.2.4 Service Level Agreements (SLAs)

	Help Desk SLAs
	Description of SLAs
	Levels of Performance
	Baseline Measurement Factor

	Return call to requester within a monthly average of 2 hours after warranty call is placed.
	The average time it takes a member of the hardware support staff to follow up with an individual requesting service for an entitled hardware component.
	100% goal 
≥ 90% acceptable

< 90% 
  ​unacceptable

1/
	9,500 calls/month

	On-site arrival within a monthly average of 8 hours after the warranty call is placed.
	The average time it takes to arrive at the requester’s location to analyze the problem with the hardware component.
	100% goal 
≥ 90% acceptable

< 90% ​  unacceptable

1/
	9,500 calls/month



	On-site repair within a monthly average of 16 hours after the warranty call is placed.
	The average time it takes to satisfactorily repair a hardware component after the warranty call has been placed.
	100% goal 

≥ 90% acceptable

< 90% 
  unacceptable

1/
	9,500 calls/month




1/ The monthly average that a service level must meet to be acceptable to Galaxy Telecommunications.

Lessons Learned: Care must be taken in defining the service levels for hardware support because other issues outside of APEX Consulting’s control may be causing the problem. For example, the key assumptions noted that Galaxy Telecommunications was retaining responsibility for servicing all servers, routers, hubs, and other network-related components. If one of these components was contributing to the hardware problem, this could impact APEX Consulting’s ability to meet the established SLA. In this case, caveats should be defined in the SLAs that limit the liability of the service provider to only those things within its control. This guideline applies to any SLA that may be negatively impacted by another service provider or other third party.

3.2.5 Deliverables

Not applicable (N/A)

Lessons Learned: Some sections may not require any information. In this case, there is no deliverable identified for the hardware support services. Once all reviews have been completed and the document is ready for approval, the sections tagged N/A may be deleted.

3.3 Software Support

3.3.1 Description

APEX Consulting will provide software support for installations, configurations, and troubleshooting of all standard applications, operating systems, and proprietary applications installed on Galaxy Telecommunications’ computers. A list of Galaxy’s software applications entitled to support services is provided in Section 15.1 (Standard Software List) of this SOW.

The on-site Help Desk will attempt to resolve any software issues over the phone; however, if the problem cannot be resolved, then it will be dispatched to a software support technician within 30 minutes. APEX Consulting’s software support technicians will ensure that any software that has been installed or repaired is working and has basic functionality (defined as the ability to load the application, open and close files, make edits, and save changes). At the request of Galaxy Telecommunications, APEX Consulting will provide software support for nonstandard/nonentitled software on a time and materials basis after all entitled service calls have been satisfactorily resolved and closed out. 

Galaxy Telecommunications is responsible for ensuring that all software installed on its computers has been legally obtained and properly licensed. APEX Consulting will not be responsible for, or held to, any service levels for supporting nonlicensed software that has been illegally installed on either entitled or nonentitled equipment. APEX Consulting will only install software from manufacturers that currently have agreements with Galaxy Telecommunications. APEX Consulting, in turn, will comply with the manufacturer’s software licensing procedures and will not knowingly reload or restore any nonlicensed software.

APEX Consulting will use Galaxy Telecommunications’ virus protection software to detect, remove, and prevent computer virus infections to computers. The software support technicians will update the virus protection software on their computers on a monthly basis. Galaxy Telecommunications will ensure that virus software has been installed on all computers. If APEX Consulting discovers that a computer does not have the proper virus protection software, a service technician will create a service ticket through the Help Desk to install the current version of virus protection. APEX Consulting will not be responsible for any damage to computers or data that may have been lost due to a virus that was not identified and eliminated by the Galaxy Telecommunications virus protection software.

Lessons Learned: APEX Consulting is signing up to support Galaxy’s proprietary applications, which may be fine if APEX knows the applications and has the resources and skills required to support them. For this case study, we are assuming that APEX has this knowledge and can adequately support the software. However, if a service provider agrees to support software that it knows nothing about, this can be a huge risk to the firm’s ability to meet the established service levels. In a situation like this, the SOW would need to include language requiring the client to provide the service provider with training on the proprietary software applications being used in the organization.

The only other option is to draft the SOW in such a way that it reduces or eliminates the risk to your firm, such as the service levels for the service to be provided. Be careful what you sign up for!

3.3.2 Key Assumptions

1.
9,500 software calls/month

2.
All software currently existing on computers within Galaxy Telecommunications is free from viruses.

3.
All software has been legally obtained and properly licensed.

4.
Any software not on the standard software list in Section 15.1 of this SOW will be considered nonentitled and will not be supported by APEX Consulting.

5.
Galaxy Telecommunications’ virus protection software is capable of detecting and eliminating most known viruses and is updated on a monthly basis by the manufacturer.

3.3.3 Roles and Responsibilities

	
	Help Desk—Roles and Responsibilities
	APEX Consulting
	Galaxy

	1
	Provide a list of software applications, operating systems, and proprietary applications to be supported.
	
	X

	2
	Install, configure, and troubleshoot all standard applications, operating systems, and proprietary applications, as defined in Section 15.1 of this SOW.
	X
	

	3
	Ensure that all software that has been installed or repaired is working and has basic functionality.
	X
	

	4
	Ensure that all installed software has been legally obtained and properly licensed.
	
	X

	5
	Ensure that virus protection software has been installed on all computers.
	
	X

	6
	Define the software support service level measurements.
	X
	

	7
	Approve the service level measurements for software support.
	X
	X

	8
	Provide a list of the software applications that make up the standard desktop/laptop configuration and are entitled to software support.
	
	X

	9
	Select and manage resources required to perform the software support services and meet the established service levels.
	X
	


3.3.4  Service Level Agreements (SLAs)

	Software Support SLAs
	Description of SLA
	Levels of Performance
	Baseline Measurement Factor

	Return call to requester within a monthly average of 2 hours after call is placed.


	The average time it takes a member of the software support staff to follow up with an individual requesting service for an entitled software application.
	100% goal

≥ 90% acceptable

< 90% 
unacceptable

1/
	9,500 calls/month

	On-site arrival within a monthly average of 8 hours after the call is placed.
	The average time it takes to arrive at the requester’s location to analyze the problem or install a software application.
	100% goal

≥ 90% acceptable

< 90% ​unacceptable

1/

	9,500 calls/month



	On-site installation or repair within a monthly average of 16 hours after the call is placed.
	The average time it takes to install or repair a software application to where it is ​providing basic functionality.
	100% goal

≥ 90% acceptable

< 90% ​unacceptable

1/
	9,500 calls/month


1/ The monthly average that a service level must meet to be acceptable to Galaxy Telecommunications.

3.3.5 Deliverables

N/A

4 GENERAL ROLES AND RESPONSIBILITIES

4.1 Corporate Responsibilities
4.1.1 Galaxy Telecommunications

•
Galaxy will provide the necessary access to headquarters and remote locations, including security access, employee/visitor badges, network ID cards, secure room keys, and parking passes.

•
Galaxy will provide all information and access to knowledge holders required for APEX Consulting to fully define the scope of the work described in this SOW.

•
Galaxy’s employees will be responsible for performing all data backup activities prior to service being performed by APEX Consulting.

•
Galaxy will coordinate all services being provided within the organization, including those being performed by other vendors or internal groups, to ensure that there is no duplication of effort or negative impact to APEX Consulting’s ability to meet the established service levels.

•
Galaxy will approve the service levels defined by APEX Consulting.

4.1.2 APEX Consulting

•
APEX Consulting will provide Help Desk, hardware support, and software support services, including any deliverables defined in this document, within the mutually agreed-upon time frame defined in Section 11 of this SOW.

•
APEX Consulting will comply with the standards of conduct defined in both Galaxy’s and APEX Consulting’s Standard Code of Conduct.

•
APEX Consulting will be responsible for the selection and management of the personnel required to achieve the established service levels.

4.2 Executive Steering Committee

The Executive Steering Committee (ESC) will comprise senior executives from both Galaxy Telecommunications and APEX Consulting and will meet on a quarterly basis, as defined in Section 5.2 of this SOW. APEX Consulting’s project manager will be responsible for scheduling and coordinating the logistics for the quarterly meetings. The ESC’s responsibilities include:

•
Evaluating APEX Consulting’s performance in delivering the services

•
Resolving issues that require the ESC’s review, guidance, or approval

•
Establishing both strategic and tactical continuous improvement objectives.

The ESC will consist of the following representatives from Galaxy Telecommunications and APEX Consulting:

Galaxy Telecommunications

•
Chief Information Officer (CIO)

•
Director of Information Technology

•
Director of Procurement

APEX Consulting

•
Senior Vice President of Services

•
Regional Director of Services

•
Regional Sales Manager

Lessons Learned: At the discretion of the development team or the client, this section may include profiles or functional descriptions for each of the functional team members required to deliver the requested services. These profiles or descriptions generally do not add value or benefits to the SOW, other than providing a high-level list of the functional skill sets required for the services. One of the most common mistakes made when documenting the roles and responsibilities is to identify specific individuals for the various functional roles. In most cases, this is done at the request of the client. 

Even if a specific individual is identified in the SOW, it doesn’t guarantee that they will be with the project from initiation through completion. Defining the roles and responsibilities down to this level of detail should be avoided if at all possible. It is acceptable, however, to list the various functional roles and descriptions. Rather than focusing on who is delivering it, the emphasis should be on what is being delivered. Doing this places the responsibility on the service provider to ensure that it pulls together the most capable and qualified team available to meet the established service levels or product requirements. Again, the service levels are not measuring the performance of individuals, but rather that of the team as a whole. 

Another advantage of addressing only the functional roles or skill sets is that if there is a change to a member of the team, then a change order will not have to be processed to document the change in the SOW. If a specific individual is identified in the SOW and he or she is replaced midway through the project, this would be considered a change to the SOW and project, thus requiring a change order. This can be a very time-consuming process that can cause unnecessary delays to the overall project completion date.

The detailed level should be reserved for the project management documents, which do not carry a contractual obligation. Then if a change occurs, the service provider will not be contractually obligated to have a specific individual on the team; its only obligation will be to meet the established service levels with the resources available at that time. If it can’t meet the service levels, it will likely incur a financial penalty. Again, this puts the responsibility on the service provider to put the best team forward to deliver the services successfully and meet the established service levels.

5 MANAGEMENT PROCEDURES

5.1 Change Control Process

A Change Order Request Form must be completed for all changes, requested by either APEX Consulting or Galaxy Telecommunications, that impact or deviate from the approved SOW. The APEX Consulting Project Manager will be responsible for managing all change order requests submitted on the project in accordance with the following process:

1.
All change order requests must be submitted in writing to the APEX Project Manager, either by e-mail or hard copy, to be recognized as a formal request. Verbal requests or voice mails will not be considered formal change order requests. The Change Order Request Form, shown in Section 15.5 of this SOW, should be used to document in detail the change and justification for why it is needed. The initial submission must also document the estimated work effort and cost specifically for implementing the change if approved. If APEX Consulting conducts an investigation for any change requests submitted by Galaxy Telecommunications, then the cost to perform this investigation will be billed to Galaxy on a time and materials basis (unless otherwise noted or agreed to).

2.
Based on the estimated work effort and cost, representatives from both Galaxy and APEX will jointly determine whether to proceed with the investigation. The approval levels established for both Galaxy Telecommunications and APEX Consulting are as follows:

APEX Consulting—Approval Limits

	Title:
	Changes Up to:

	Project Manager
	$50,000

	Regional Director of Services
	$100,000

	Senior VP of Services
	Over $100,000


Galaxy Telecommunications—Approval Limits

	Title:
	Changes Up to:

	Program Manager
	$25,000

	Director of Information Technology
	$50,000

	Chief Information Officer (CIO)
	Over $50,000



  If the investigation is rejected, then the change order request is considered rejected and no further action is required. If it is accepted, then the requester (or the requester’s assignees) will determine the impact of implementing the change on the project. 

3.
In investigating the impact of the change on the project, the requester (or the requester’s assignees) will determine the impact on the cost, schedule, and manpower originally estimated for the project. They will also determine the impact on the SOW and any revisions to the language that may be required, as well as the estimated work effort and cost to implement the change. Once the investigation has been completed, the requester will complete the Change Order Request Form with the information gathered in this step and resubmit it to the project manager for coordinating the review and approval. 
4.
Based on the estimated work effort and cost, representatives from Galaxy and APEX will jointly determine whether to proceed with implementing the change. The approval levels required for both Galaxy Telecommunications and APEX Consulting are shown in step 2 above. If the implementation is rejected, then the change order request is considered rejected and no further action is required. If the implementation is accepted, the change order request is considered approved. Once all the appropriate signatures have been obtained, the approved change order will then be attached, as an amendment, to the SOW. The amended SOW will become the new baseline document.

5.2 Meetings

Galaxy Telecommunications and APEX Consulting will jointly participate in various meetings to review the progress of the project. The following table identifies the type of meeting, the frequency, and the proposed attendees.

	Type of Meeting
	Frequency
	Galaxy Attendees
	APEX Consulting Attendees

	Project Review Meeting
	Monthly (First Tuesday of every month)
	Program Manager/ Director of Information Technology
	Project Manager/ Regional Director of Services

	Weekly Status Meeting
	Every Tuesday from 9:00 a.m.– 11:00 a.m.
	Program Manager
	Project Manager/ Team Leads (as necessary)

	Executive Steering Committee Meeting
	Quarterly
	CIO/Director of Information Technology/ Director of Procurement
	Sr. VP of Services/ Regional Director of Services/ Regional Sales Manager


5.3 Billing Process

The billing process for this engagement is as follows:

•
APEX Consulting will invoice Galaxy Telecommunications monthly, in advance, for entitled fixed price services. Invoices will be submitted to Galaxy’s Accounts Payable in electronic or paper form on the last day of the prior month.

•
Time and materials based services provided by APEX Consulting will be invoiced to Galaxy Telecommunications as incurred in arrears.

•
Travel and other related expenses will be invoiced as defined in Section 12.5 of this SOW.

•
Galaxy’s accounts payable representative(s) will process the checks for the services rendered and will mail them to APEX Consulting’s headquarters office in Atlanta, GA.

•
Invoices will be paid on a net thirty (30) basis. Galaxy will pay a one (1) percent per month charge on all past due invoices.

Lessons Learned: Documenting the billing process may seem trivial, but it can make a big difference in the execution and delivery of services. In one case I’m familiar with, the service provider didn’t take the time to document properly how the services were going to be billed to the client. When it came time to issue the first bill, no one was sure where to send the bill or how long the client had to pay it. The confusion led to a significant delay in receiving payment from the client. It also delayed the delivery of some of the services being provided to the client, which in turn meant that the team was unable to meet the established service levels. 

5.4 Dispute Resolution

Any disputes that may arise between Galaxy Telecommunications and APEX Consulting during the delivery of the requested services will be addressed through the following process:

Step 1: All issues or disputes that cannot be resolved by those involved should be escalated to APEX Consulting’s project manager and Galaxy’s program manager.

Step 2: If the parties identified in step 1 cannot resolve the issue or dispute, then it should be escalated to APEX Consulting’s Regional Director of Services and Galaxy’s Director of Information Technology.

Step 3: If the parties identified in step 2 cannot resolve the issue or dispute, then it should be escalated to APEX Consulting’s Senior Vice President of Services and Galaxy’s Chief Information Officer (CIO).

Step 4: If the parties identified in step 3 cannot resolve the issue or dispute, then an independent party will be brought in to mediate and arbitrate the resolution of the issue or dispute.

Step 5: If the independent arbitrator fails to reach a resolution, then the parties may choose to proceed to litigation. This is the least desirable option, and it should be avoided if at all possible.

5.5 Reports

APEX Consulting will be responsible for producing reports as scheduled below. APEX Consulting will produce customized or ad hoc reports only upon written request from Galaxy Telecommunications. The time required to design and develop the customized or ad hoc reports will be charged to Galaxy Telecommunications on a time and materials basis. 

	Report Type
	Frequency

	Help Desk Report
	Monthly

	SLA Compliance Report
	Monthly


Lessons Learned: Service providers often make the mistake of agreeing to produce an entire portfolio of reports for the client without really knowing how much effort will be required—not only to design and develop the reports, but also to gather the data needed to complete them. Before agreeing to produce a report or deliverable in the SOW, care should be taken to ensure that it can actually be done. If it is determined that a certain report or deliverable cannot be produced after the SOW has been executed, then the service provider will be liable for the costs to design, develop, and produce the report. It could also negatively impact any SLAs that may be tied to the report, which in turn could lead to a financial loss for the service provider. 

If the client requests a customized report after the SOW has been executed, then the service provider should charge the client for the time to design, develop, and produce the report. Service providers will often do this as a courtesy and not charge the client for the effort. However, be aware that more is involved than just the design and development time. This report will have to be generated each reporting period, which means that resources will have to be dedicated to gathering data and producing the report. This can equate to a significant sum of money over time and can ultimately reduce overall gross profit for the project. 

6 HOURS OF OPERATION

The standard hours of operation for services being provided to Galaxy Telecommunications are from 8:00 a.m. to 5:00 p.m. Eastern Standard Time (EST), Monday through Friday, at both the headquarters and the remote locations. This also defines the standard business day for APEX Consulting. The hours of operation for each of the APEX Consulting services identified in this SOW are as follows:
	Service
	Standard Hours of Operation
	After Hours Support

	Help Desk
	24 hours/7days (except for the holidays noted below)
	N/A

	Hardware Support
	8:00 a.m.–5:00 p.m. EST, Monday thru Friday
	Support will be provided for standard hardware components entitled for service. (SLAs will not apply.)

	Software Support
	8:00 a.m.–5:00 p.m. EST, Monday thru Friday
	Support will be provided for standard software applications entitled for service. (SLAs will not apply.)


APEX Consulting will observe all Galaxy Telecommunications holidays listed below. Galaxy will be responsible for notifying APEX Consulting, in writing, 60 days prior to the start of each calendar year, of the dates on which each of these holidays will be observed.

•
New Year’s Day

•
Martin Luther King Day

•
Presidents Day 

•
Memorial Day

•
Independence Day

•
Labor Day

•
Veterans Day

•
Thanksgiving Day and the day after

•
Christmas Day.

If any of the Galaxy Telecommunications locations are closed for any reason, such as weather, health concerns, safety, or special events, then APEX Consulting will be relieved of its obligation to meet the affected SLAs. Galaxy Telecommunications will also be responsible for reimbursing APEX Consulting for any costs or expenses incurred due to an unscheduled closing.

7 FACILITIES/TOOLS/EQUIPMENT REQUIREMENTS

The following are the minimum facility requirements for APEX Consulting to deliver the services identified in this SOW properly. Galaxy Telecommunications will be responsible for ensuring that these facilities are provided to APEX Consulting prior to work being initiated and that the facilities will be at least equivalent to those provided to Galaxy’s own employees. Galaxy will also be responsible for all costs associated with the acquisition and use of the facilities, including all charges for the installation and use of phones and modem lines. All facilities provided to APEX Consulting must meet the minimum handicap requirements as defined by the Americans with Disabilities Act of 1990 and the Occupational Safety and Health Act of 1970. Failure to meet these minimum facility requirements will inhibit APEX Consulting’s ability to meet the established SLAs and will prohibit Galaxy Telecommunications from enforcing any financial penalties for missed SLAs.
Facilities provided to APEX Consulting will be accessible only to its employees and authorized Galaxy personnel. The facilities will be fitted with locks, card key entry, and/or electronic security pads. Galaxy Telecommunications will also provide APEX Consulting with access to conference rooms, cafeterias, parking, health club facilities, and other similar facilities at no charge or at a charge commensurate with that charged to Galaxy’s own employees. 

The following facilities and equipment are required by APEX Consulting to perform the requested services properly (no specific tools are required):

	Facility/Tool/Equipment
	Description
	Location

	Management Office Space
	One enclosed office for each manager or team lead. Minimum of 100 sq. ft. per office. Office to include, at a minimum, a desk, chair, trashcan, lights (desk and overhead), two visitor chairs, and two 3-drawer filing cabinets.
	•
Headquarters and remote location

	Help Desk Office Space


	A separate cubicle, minimum of 64 sq. ft. per cubicle, for each Help Desk staff member and hardware and software service technician. Cubicle to include, at a minimum, a desk, chair, trashcan, desk light, and 3-drawer filing cabinet.
	•
Headquarters

	Hardware and Software Support Services Office Space
	10 cubicles, with a minimum work area of 64 sq. ft., to be shared by hardware and software support technicians. 10 cubicles will be required at each Galaxy location, for a total of 30 cubicles. Cubicle to include, at a minimum, a desk, chair, trashcan, desk light, and one mobile 3-drawer filing cabinet for each support technician using the space.
	•
Headquarters and remote locations

	Analog Data Lines
	Minimum of one modem line for each enclosed office and cubicle provided.
	•
Headquarters and remote locations

	Telephone Lines w/ Phones
	Minimum of one phone line with phone for each enclosed office and cubicle provided.
	•
Headquarters and remote locations

	Secure Storage Room
	Secure room, with a minimum working area of 300 sq. ft. (20’x15’) for storing parts and materials. Only APEX Consulting staff and Galaxy security personnel will have access.
	•
Headquarters

	Fax Machines
	Minimum of one fax machine for each location.
	•
Headquarters and remote locations

	Printers
	Minimum of one laser jet printer (or equivalent) for every 10 employees.
	•
Headquarters and remote locations

	Copy Machines
	Minimum of one copy machine for each location.
	•
Headquarters and remote locations

	Work Benches (w/power strips)
	One 4’x 10’ workbench, with power strips, for each location’s service support office space.
	•
Headquarters and remote locations

	HVAC
	Heating and air conditioning available and working in all work areas being provided.
	•
Headquarters and remote locations

	Lights and Temperature Control
	Lights and temperature control available and working in all work areas being provided.
	•
Headquarters and remote locations


Lessons Learned: Documenting the facilities, equipment, and tools required to deliver services properly to a client is commonly overlooked by service providers. However, it can play a critical role in determining the success of the project. When identifying the facility requirements, it is important to be very specific and detailed. In fact, in some situations it may even be necessary to identify the need for trashcans and coat racks. This may seem trivial, but I’ve talked with service delivery teams that became so frustrated at the lack of a coat rack for the team that morale declined to the point where they were trying to get transferred to a new project. The poor morale was also contributing to a decline in their performance and failure to meet the established service levels. In this particular situation, it was wintertime and the team was working in very close quarters with very little free space. They were forced to lay their coats on the floor, which was not only inconvenient, but it was also a safety hazard for anyone trying to walk around the room. After several weeks of escalating this issue, they were finally provided a coat rack. This one simple item made a tremendous difference in their attitude and their performance.

One of the requirements is that all facilities being provided to APEX Consulting must, at a minimum, meet the handicap requirements as defined by the Americans with Disabilities Act of 1990 and the Occupational Safety and Health Act of 1970. In some cases this particular statement may be captured in the legal terms and conditions; if it isn’t, then it must be captured in this section. In another real-life example that illustrates the importance of this statement, a service provider providing hardware support services for a very large organization had properly documented in the SOW the need for a large work area for servicing the hardware components. What they didn’t do was to document that the area needed to be easily accessible for those team members who were handicapped. As it turned out, the client provided them with a workspace in the basement of its main office, which was only accessible by a dumb waiter and a staircase several stories high. Since the handicapped team members were unable to get to the workspace, they were forced to work in a separate area, which ended up being a converted storage closet. The space was so limited that only one or two people could work in the area at one time. The limited space also did not allow them to store the necessary tools to perform their work; thus, they started missing the established service levels. This, in turn, led to financial penalties against the service provider simply because the workspace provided was not accessible by all of the service technicians. Attention to the little details like this can make the difference between a successful project and a failed project.

8 SERVICE RESPONSIBILITY TRANSFER

Galaxy Telecommunications will be responsible for closing out all hardware and software service calls received up to the start date of services being delivered by APEX Consulting. After this date, APEX Consulting will be responsible for all hardware and software calls coming into the on-site Help Desk. APEX Consulting will address any outstanding hardware or software calls only after written request by Galaxy Telecommunications. The cost for addressing these outstanding calls will be billed to Galaxy on a time and materials basis.
Lessons Learned: If an incumbent third-party vendor or internal client group is being replaced, it must be clear when and where its responsibility ends and where the new service provider’s responsibility starts up. One service provider I know was awarded a project to implement an on-site help desk for a client, which was replacing a help desk being run by another outside vendor. The SOW did not include any language specifically delineating when the incumbent vendor’s responsibility ended and when the new service provider’s responsibility started. The new service provider ended up inheriting a significant number of backlogged calls from the old provider, which caused the new provider to fall behind immediately in meeting the established service levels; as a result, it faced financial penalties after the first month of service. Fortunately, the client understood the situation and allowed the service provider to negotiate a separate arrangement for handling the backlogged calls. If the client had not been as understanding, the service provider could have incurred significant financial losses .

9 SECURITY REQUIREMENTS

9.1 Facilities

Galaxy Telecommunications will provide APEX Consulting a list of all facilities and areas within those facilities that require security access for their employees to perform the services. The list will also address the type of security access required for each area identified.

9.2 Personnel

Galaxy Telecommunications will provide security access to APEX Consulting personnel for all appropriate areas within five (5) business days of the assigned start date. If security clearance is not provided within the five (5) business days, Galaxy Telecommunications will provide an escort to the service technicians providing service in the secure areas. If APEX Consulting is unable to meet the established service levels due to the lack of security access or an escort, no financial penalties will be imposed. APEX Consulting will not be held to any SLAs until all security access requirements have been met by Galaxy Telecommunications. Galaxy will cover all costs associated with obtaining the security clearances, including background checks, drug screening, and any other checks or tests required.

Lessons Learned: The failure to document properly the facilities or areas within a client’s organization that require security access, and the type of access required, can contribute to a service provider not meeting the established service levels. 

In one case, the service provider was awarded a contract to provide desktop support services to a large energy company, which also included nuclear power facilities. In negotiating the SOW and associated service levels, no one took into consideration the need for the service technicians to have security access. Thus, when the first service call came in that required a technician to be dispatched to the nuclear facility, the technician was unable to get in because of lack of appropriate security access. The service provider immediately started incurring financial penalties for not meeting the service levels. It also had to pay for all background checks and drug screening required by the client to obtain the security clearance for all of its employees. These costs and penalties could easily have been avoided if time had been taken initially to document these requirements properly during initial development of the SOW. 

10 MARKETING REQUIREMENTS

10.1 Marketing Plan

APEX Consulting and Galaxy Telecommunications will jointly develop an internal marketing plan to inform Galaxy’s employees of the IT services being made available. The plan will address various methods of communicating with Galaxy’s employees to make them aware of what services are available and how to go about requesting assistance from APEX Consulting. The methods of communication may include mouse pads, firmwide e-mail announcements, company newsletters, lunch and learn sessions, and individual flyers. This plan will be completed within five (5) business days after the start of services. 

Galaxy Telecommunications will be responsible for all costs associated with the design, development, and deployment of the marketing materials in all Galaxy locations.

Lessons Learned: Marketing requirements may not be applicable for every type of project; however, in situations where a group of people need to be informed of a service or product being provided, consider including a marketing section in the SOW. Otherwise both the client and the service provider will likely incur unexpected costs.

As noted in Chapter 6, a sales manager on one project I’m familiar with promised the client that the service provider would provide all employees with a mouse pad announcing a new service being offered. However, neither the sales manager nor the client budgeted for this expense. Although the promise might have seemed trivial at the time, the expense was significant—to the tune of $90,000. Since the sales manager for the service provider had made the commitment, the service provider ended up absorbing the cost. 

11 SCHEDULE

The following table identifies the completion dates of the major milestones that were identified in the initial schedule for delivering IT outsourcing services to Galaxy Telecommunications. Upon approval of the CSOW and the contract, these dates will become the baseline schedule upon which future changes will be measured.
	Major Milestone
	Completion Date

	Contract and CSOW approved
	1 June 20XX

	Planning Completed
	1 July 20XX

	Implementation of Services Completed
	1 August 20XX

	Steady-State Operations Achieved1
	1 October 20XX

	Project Complete2
	1 June 20XX (one year later)


1. Since this is an outsourcing project, once steady-state operations are achieved, the project will move into a maintenance phase for the remainder of the contract.

2. The IT outsourcing project with Galaxy Telecommunications is a one-year agreement, with the start date being the execution date of the contract and the CSOW.

Lessons Learned: When documenting schedule dates in this section of the SOW, keep the discussion at a high level and don’t get into the details of the full schedule. Only the major milestones and their associated completion dates should be included. (The full schedule may be included as an attachment to the SOW.) It is also important to note that the scheduled dates do not become the baseline dates until both the client and the service provider have approved the contract and the supporting CSOW.

12 PRICING

12.1 Service Pricing Assumptions

Pricing for the services being provided to Galaxy Telecommunications is based on the following data and assumptions documented throughout this SOW:

 1.
One-year agreement.

 2.
10,000 end users entitled to services.

 3.
One (1) computer per person.

 4.
5,000 desktops and 5,000 laptops.

 5.
Total 1,000 printers split proportionately among the three Galaxy locations.

 6.
Two (2) calls/user/month with a 5% abandonment rate for a total 19,000 calls/month into the Help Desk. If the call volume exceeds +/– 10% of the baseline, a change request will be initiated.

 7.
Total call volume per month will be equally split between hardware (9,500) and software (9,500) calls.

 8.
Services can be provided to nonentitled locations on a time and materials basis; however, service to these locations will not be held to the standard SLA metrics.

 9.
Any service calls, regardless of type, received after the established hours of operation, as defined in Section 6.0 of this SOW, will be charged at one and a half times the standard hourly rate for calls received after hours on Monday through Friday, and twice the rate for calls received at any time on Saturday and Sunday.

10.
Nonstandard hardware and software will be serviced on a time and materials basis and only after all entitled calls have been satisfactorily resolved and closed out.

11.
One hundred percent (100%) of entitled hardware components are under warranty for the life of the project.

Pricing for the delivery of the requested services is structured into the following categories: ramp-up or one-time fees, base monthly fees, time and material rates, travel and expenses, shipping fees, and termination fees.

Lessons Learned: The pricing section can be addressed in many different ways, from stating a single price for the delivery of a product to an à la carte pricing structure for every type of service being provided. Using an à la carte pricing structure adds a great deal complexity to drafting the SOW. The more factors that are introduced into the billing process, the greater the chance of inconsistencies or redundancies occurring, possibly leading to errors and confusion in the accounting process. Keeping the pricing structure simple will help the client understand the price it is being charged for the product or service it is receiving. This will decrease the likelihood of the fees being challenged. It will also help the service provider in its billing process by ensuring that all products or services being provided to a client are billed properly and that no money is being left on the table.

12.2 Ramp-up Fees

A one-time ramp fee of $250,000 will be charged to cover the costs associated with the following items:

•
Development of processes and procedures

•
Training manuals and courses

•
Recruiting and staffing

•
Relocation of resources

•
Travel.

12.3 Base Monthly Fees

A base fee of $200/computer/month will be billed for the services identified in Section 3 of this SOW (Services Provided). 

If the number of entitled computers changes by +/– 10% from the baseline number of 10,000, then a change order request will be initiated to revise the price of the services being delivered. Similarly, a change order request to adjust the price will be initiated if the call volume changes by +/– 10%. 

12.4 Time and Materials

All time and materials services identified in this SOW will be billed at the rates shown in the table below. This includes hardware and software support services provided after standard business hours, as well as services provided for nonentitled hardware components and software applications as identified in the SOW. APEX Consulting will also assist Galaxy Telecommunications with special projects on a time and materials basis, provided that sufficient resources are available to meet the request.

	APEX Consulting Functional Role
	Hourly Rate

	Software Support Technician
	 $90.00

	Hardware Support Technician
	 $90.00

	Project Manager
	$150.00


12.5 Travel and Expenses

APEX Consulting will bill Galaxy Telecommunications for all travel-related expenses when an APEX employee is required to travel to provide services. Travel expenses will be reimbursed by Galaxy Telecommunications as follows:

•
$0.36 per mile when using personal auto

•
$150/day per diem (covers lodging and meals)

•
Actual cost of other travel-related expenses, plus a 9% service charge. This includes expenses for phone calls, taxis, rental cars, dry cleaning, and airfares.

12.6 Shipping Fees

If APEX Consulting is required to use an overnight or express delivery service to meet the established service levels, the cost for such services will be billed to Galaxy Telecommunications as incurred. APEX Consulting will use Galaxy’s preferred delivery vendor for the shipping services.

12.7 Termination Fees

If Galaxy Telecommunications terminates the contract without cause or for convenience, the termination fees will be equivalent to a total of three (3) months’ worth of billing for base services of 10,000 computers or the total number of computers entitled to services at the time of termination.

12.8 Penalties and Bonuses

For all services identified in this SOW, APEX Consulting must meet the established service level at least 90% of the time during the measurement period for Galaxy Telecommunications to consider the services to be acceptable. If APEX Consulting does not meet this 90% compliance level, then a financial penalty will be imposed. The penalty may be deducted from the total monthly base fees billed to Galaxy. The lower the percentage of compliance, the greater the financial penalty. The maximum penalty imposed will not exceed 1.5%. If the service level compliance is 95% or greater, Galaxy will pay a 1.0% bonus to APEX Consulting. The percentages used to determine the penalties and bonuses will be computed as a percentage of the total monthly base fees billed to Galaxy. The percentages to be applied are shown in the table below:

	Percentage of SLA Compliance
	Percentage of Penalty and Bonus

	79.9% or less
	–1.50%

	80%–84.9%
	–1.25%

	85%–89.9%
	–1.0%

	90%–94.9%
	0%

	95% or greater
	1.0%


13 SIGNATURE BLOCK

APEX Consulting
Galaxy Telecommunications
_______________________________
_______________________________

Date:__________________________
Date:__________________________

Senior VP of Services
Chief Information Officer

_______________________________
_______________________________

Date:__________________________
Date:__________________________

Regional Director of Services
Director of Information Technology

_______________________________
_______________________________

Date:__________________________
Date:__________________________

Regional Director of Sales
Director of Procurement

_______________________________
_______________________________

Date:__________________________
Date:__________________________

Project Manager
Program Manager

Lessons Learned: The purpose of this section is to ensure that both the service provider and the client agree to the scope of the services being provided and that the requirements of both parties have been adequately addressed. Since the SOW is a supporting document to the legal terms and conditions, some organizations may choose to delete this section and simply use the signature section of the contract to confirm acceptance of the SOW. However, if an umbrella agreement or master services agreement is in place between a client and a service provider, then it is strongly recommended that this approval section be included in the SOW. When an umbrella or master services agreement is in place, multiple SOWs will often be developed under one agreement. In this situation, the SOWs may have various project sponsors and executives responsible for their success; thus, it is important that there be a signature section showing their concurrence and acceptance of the scope of the project to be delivered.

14 GLOSSARY OF TERMS

	Term
	Definition

	Application
	A business productivity software tool, which can be an off-the-shelf “shrink wrapped” product, a customized off-the-shelf product, or a proprietary software tool developed internally.

	Average Call-Back Time
	Average amount of time it takes the Help Desk or support technician to return a call from an entitled end user requesting assistance.

	Backup
	The function of copying or archiving data files from a computer to a floppy disk, compact disc (CD), or tape drive to ensure the recovery of information that may be lost during the delivery of services. 

	Basic Functionality
	The ability to load an application, open and close files, make edits, and save changes.

	Central Processing Unit
	All internal and external components of the computer, including hard drives, floppy drives, CD players (i.e., ROM and RW), DVD ROMs, network cards, and modems.

	Desktop
	A personal computer consisting of a central processing unit (CPU), monitor, keyboard, and mouse.

	Entitled
	Computers or end users that may receive the services being provided.

	Escalation Process
	A management process in which the priority of a service request is revised based on the difficulty of achieving resolution or the impact of the request on meeting the established service levels. 

	In Scope
	Services defined in Section 3 of this SOW.

	Laptop
	A personal computer that contains a CPU, monitor, keyboard, and mouse within a single unit, and is small enough to be used as a mobile unit in multiple locations.

	Out of Scope
	Products or services not specifically defined in this SOW.

	Personal Computer (PC)
	See Desktop or Laptop.

	Project
	The delivery of services with a clearly defined start and end date and supported by a single SOW.

	Resolution Time
	The total amount of time involved in resolving a caller’s problem.

	Service Level
	A quantifiable benchmark established to measure performance of a service being provided to the client.

	Service Level Agreement (SLA)
	Legally binding service level objectives for each service, mutually agreed to by the client and the service provider, that establish specific and measurable levels of performance that the client considers to be acceptable and that the service provider can realistically deliver.

	Shrink-wrap
	Commercially available software applications that may be considered part of the standard software image on the client’s computers.

	SOW
	Statement of work.

	Standard
	A mutually agreed-upon list of hardware components and software applications that the service provider will be responsible for servicing under the contract.

	Statement of Work
	A narrative description of the products and services to be supplied to the client and the needs and requirements of the contractor to deliver such products and services properly under the contract.


15 ATTACHMENTS

15.1 Standard Software Application List
	Application
	Versions Supported

	Microsoft® (MS) Windows
	95 and 2000

	Microsoft® XP
	

	MS® Word
	95 and 2000

	MS® Excel
	95 and 2000

	MS® Access
	95 and 2000

	MS® PowerPoint
	95 and 2000

	Microsoft® Outlook
	2000

	Microsoft® Project
	98 and 2000

	Galaxy Accounting Software
	Proprietary software

	AMCE Resource Management Software
	Proprietary software

	Norton Antivirus®
	Latest release


15.2 Standard Hardware Component List

Hardware components entitled to service from APEX Consulting include all desktops, laptops, and printers that have a Galaxy Telecommunications asset tag. APEX Consulting will support nonentitled hardware components (i.e., hardware components not having a Galaxy Telecommunications asset tag) on a time and materials basis, as requested by Galaxy.

15.3 Customer Site Listing

	Galaxy Telecommunications Office
	Location

	Headquarters
	Xxxx Peachtree Street, N.E.

Atlanta, Georgia xxxxx

	Northeast Regional Office
	Xxxx Wisconsin Ave.

Washington, D.C. xxxxx

	Southeast Regional Office
	Xxxx Baymeadows Road

Jacksonville, Florida xxxxx


15.4 Change Order Request Form

	Change Order Request Form


	Change Order No.

	
	

	Section 1 - Project Information

	Client Name:
	
	Project Name:
	

	Project Manager:
	
	Project Number:
	

	PM’s Phone Number:
	
	
	

	Section 2 - Change Request Information

	Initiated by:
	
	Date Submitted:
	

	Initiator’s Phone Number:
	
	Date Completed:
	

	Description of Change Request:
	

	Justification for Change Request:
	

	Section 3 - Change Request Investigation Decision

	Estimated Work Effort to Investigate:
	
	Actual Work Effort to Investigate:
	

	Estimated Cost to Investigate:
	
	Actual Cost to Investigate:
	

	 FORMCHECKBOX 

 FORMCHECKBOX 


	Investigation Accepted

Investigation Rejected


	Client 

Representative(s):
	
	Date:


	

	
	
	Service Provider 

Representative(s):
	
	Date:
	

	Reason for Rejection:
	

	Section 4 - Change Request Implementation Decision

	Impact of Change Request on SOW

	SOW Section
	Impact/Change

	
	

	
	

	

	Category of Change
	From
	To

	Cost
	
	

	Schedule
	
	

	Manpower
	
	

	Estimated Work Effort to Implement:
	
	Actual Work Effort to Implement:
	

	Estimated Cost to Implement:
	
	Actual Cost to Implement:
	

	 FORMCHECKBOX 

 FORMCHECKBOX 


	Implementation Accepted

Implementation Rejected


	Client 

Representative(s):
	
	Date:


	

	
	
	Service Provider 

Representative(s):
	
	Date:
	


15.5 Sample Reports

15.5.1 Help Desk Report

[The customized Help Desk Report for this IT outsourcing project should be inserted here, along with any additional reports that are required as part of this project.]

15.5.2 SLA Compliance Report

[The customized SLA Compliance Report for this IT outsourcing project should be inserted here.]
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