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Maintenance of this catalog

Ownership 0
This Services Catalog is published by (insert details of author/s) 0
Administration of this catalog is owned by (insert details of who z%he Catalog).

The content of the catalog is formally reviewed annually, b on customer feedback from the technology account planning process, business
needs, and pricing reviews.

®

Who to contact
For any further information regarding this do

,Xo suggest any changes to its format, please contact (insert contact name).

To discuss any service additions or alteratiogs,

Customer Services Group. %

ase contact your relevant IDS Customer Services Account Manager, or Manager, IDS




Purpose of the document

The Service Catalog describes the services provided
by ICT Delivery Services (IDS) to the Customer. The
aim of the catalog is to give greater visibility to the
services provided by IDS. The catalog includes
base services, as well as optional services which
can be acquired through additional business
funding.

This catalog contains two main sections:

The first section provides general information
about IDS and the services that it offers. It
provides contact details for general information
and for discussing services not represented in this
catalog.

The second section provides a description of each
of the services provided by IDS, including contact
details for procuring these services.

A key function of the catalog is to provide a basis
for discussion of IDS’s services, and to provide a
basis for ongoing assessment and improvement of
the service offering. As new services are
developed, or when current services are modified,
they will be published in this catalog.

within IDS for service acquisition. Your ac
manager can discuss service requirements@and

service levels, help plan for the fulfil 0
service, and help to agree do ent ns

with an account plan.

Contact Details

Account Team

The IDS account team is made up of a team of
account managers, with a dedicated account
manager per portfolio. There are also two

business services managers, representing a focal

point into each of the two major IDS deliv its:

The Account Managers will assist in engagi

Account Managers

There is an accountana
division and regi
manager, refer
Delivery Services,Customer Services Group.

Busin e
®
ation

N & Communication  Technology
rastructure (ICTI) group’s interface with business
e requiring business solutions.

IDS have introduced account managers, whose
responsibilities include being the prime contac%




INTRODUCTION

IDS have management responsibility for the
department’s corporate information services
environment and provide a range of services to
internal stakeholders. This information services
environment includes the infrastructure essential
for the delivery of many services, day-to-day
management and longer term planning, as well as
network, major corporate applications,
departmental Web sites, Intranet and the Common
Desktop Environment.

IDS also play an important role in supporting the
effective management and use of information. IDS
manage the information services environment in
line with the Corporate directions, internal
demand and trends in the information services
industry.

The branch also works with divisions and regions to
identify and implement high priority information
services projects and initiatives that will deliver
value to its customers. The branch aims to bring
people, information and technology together to
support the customer in achieving its policy
objectives and strategic goals.

The IDS branch is organized into (Insert structure

of IDS branch and include functions of each uni(.

GENERAL SERVICES INFORMATION
Professional Services 0

IDS delivers professional services relating to
consulting, project management, procurement,
contracts management, resourcing, research and
information services.

SERVICE PRICING

Base Level Services

IDS deliver a set of services which are incl
part of base corporate funding. Base fundi
provides for a core Information Tec
Telecommunications infrastructure, apélifor variotis
base services. The infrastructure is ]
supported by a dedicated team.
are minimized through the econemieSef scale
provided by using a ghare t re.

Standard Hours@f Supp

The standard hous of su t offered by IDS are

ay to tween 8:00am and

e exception of public holidays.
philst some services are available

¢

ort out of those hours is an option that

4
iCeS,i v
iﬁ&
vice'or application owners can request, and is
f

d for a fee to be negotiated based on
réquirements.

Service Options

Service Options pricing provides for some services
to be provided by IDS on a “fee-for-service” basis.
These services are over and above the base level

&

services, DS to provide an extended
level o ItS customers.
®

r ere discrete unit costs cannot be
apphed, IDS will charge a daily rate (7.6 hours) for

bor component of services and pass any
hardware, software or other supplier charges on at
st. IDS's approach is to provide an indicative
fixed price quote prior to delivering services.
Business units should expect consistency in this
process. Variations will normally not apply unless
the resources required or the scope of work is
significantly different to that originally estimated.

The daily rates charged by IDS will reflect the cost
of providing the required resources.

Three rates are nominated, and are reviewed
annually. For the financial year 20xx /xx these are
set at:
e $xxx per day; or
e At cost for external consultants/technical
specialists

Preliminary discussions defining outcomes
required or the kind of services available will not
normally attract a service option charge. These
discussions would normally not exceed half a day.
Travel time will be included in any time charged.
The minimum amount of time charged will be one
hour, unless otherwise stated.

¢ CLOUD



What Is This Service?

This service provides a “single point of contact” for
initiating new business/technology projects into
IDS, or for escalation of IDS related issues. A
dedicated account manager will coordinate IDS
services on behalf of divisions, regions and
business units.

What Does It Include?

+ Account management across all divisions and
regions

An account plan for agreement

Assistance in project planning

Work and project initiation

Programme management of work-in-progress
Single point of contact into IDS

Regular status reporting

* & & 6 o o

And What Does It Exclude?
¢ Project Management of individual requests

What Should You Expect?

Account Management

This service is provided as part as base corporate
funding.

Major Cost Drivers

Group.

How Can You Help?

Areas where you may be able tQye some of

the cost include:
1. Preparin @ es for scheduling
2. Prepari a irements in as

3. Ensuring

(su€las communication, organizational
o anning) are removed from the
° Q ifal Broject Management work load

Business Hours assistance, advice and consulation L
regarding the navigation of various IDS units to h ed More Information

achieve your business units operational objecties.
How Do We Charge?

O

Unit of Charge

0 obtain this service contact your allocated
Account Manager, or the Manager, DS Business
Services unit.

This service cost is fixed to the number of i %
equivalents working in the Customer Servi




Technical Project Management

What Is This Service?

Technical Project Management provides a single
point of contact between IDS and a Business Unit.
The Project Manager leads the technical
deliverables required for projects initiated by
business units outside of IDS. A dedicated
Technical Project Manager will coordinate IDS
resources on behalf of divisions, regions and
business units. They will also coordinate all
requirements within IDS.

What Does It Include?

¢ Technical Project Management of
business led IT projects
Project planning
ICT Work and project initiation
Coordinate technical resources
Coordinate technical change management
Risk and issue management within IDS
Regular status reporting

* & & & o o

And What Does It Exclude?
¢ Project Management of non-ICT

component of projects Q%

How Do We Charge?

Unit of Charge
Fixed price of $xxx/day or $xxx/hour

Major Cost Drivers
The following have the greatest imp
of the service:
+ Typically Technical Projec rsare
third party contractorsSWecruited for a
the project

the co!

buoyant market for many
ilyFate has been increasingly

Can You Help?

Areas where you may be able to reduce some of
e cost include:
1. Preparing milestone dates for scheduling,
requiring less TPM time
2.

Preparing technical requirements in as
detailed format as possible

3. Ensuring as much non-technical work (such as
communication, organizational change
planning) are removed from the Technical
Project Management work load

Need More Information?

To obtain this service contact your allocated
Account Manager, or the Manager, IDS Business
Services unit.




Blackberry and Smartphone Synchronization Q

What Is This Service?

This service purchases Blackberry Bold devices and
enables synchronisation of customer’s email and
calendar entries. This service is currently only
available for this specific Blackberry model, which
has been approved and purchased as part of the
service provisioning.

What Does It Include?
Synchronisation of customer email and calendar to
authorised Blackberry Bold devices

And What Does It Exclude?

Unauthorized Blackberry models, and any
Blackberry’s which have not been authorized for
connection.

What Should You Expect?

) o Designed to operate 24
Service Availability *7

Business Hours 07:
18:00
Up to four (4

Support Hours

Provisioning Lead
Time

How Do We Charge?

Unit of Charge

Current cost — Blackberry Bold 3G SmartP
$xxxx

Establishment cost - $xxx

Service rental & support $xx per mo

Major Cost Drivers

The following have the greatestimpagton the

service option char
¢ Thecost

hapdsetis a fixed amount
ommunications
supplie cost is set
t charge is a pass
h cost payable to IDS, who provide
iy infrastructure for the service
y service rental and support
re‘payable to the telecommunications
\ ovider, and as such IDS simply work to
administer the provisioning and
maintenance of the service for use by the
Customer

&1 You Help?

Need More Information?
This service can only be requested using the
Intranet on line ordering service.

Any incidents related to this service should be
reported to the Information Technology Service
Centre (ITSC)

Phone: xxx xxx (no area code is needed),
Email: IT.ServiceCentre




