SERVICE PACKAGE: SLO016 Q

NON-SOE SOFTWARE Q}Q



[T SERVICE PRODUCT OVERVIEWV ...ttt et e e e e ettt et e e e et e et e e e e e et e e et e e e e e e e e e e e e eeeeeeeee st eeeeeesnnnnaneeeeeees
R EY (=] (=] 10 2T PR OTTTR

D= Tol £ 11 [ ] o I T TP T TSP PP UPTPPPOPRPRPPY
o 10 T SRR OTSY

(o LU (o] TP
SUPPORTED BUSINESS OUTCOMES. . .....eeeieeee ettt ettt e e e e e ettt e s e et e e e e ee e et ees s e e e e e ess e e eeeeeees

BuSINESS IMPOrtANCE LEVET (BIL) .....cuvieiieiiieiiiiie e et
CUSTOMET QUECOIMIES. .....ceuteietteesitee ettt e sttt e sttt ettt e se e e bt e e et e e e e e ss e e e Ee e e nb e e anne e e asneeenneennreeanrenend
Vital BUSINESS FUNCEIONS (VBF).....eiiiiiiiieiieitie it e

BUSINESS ATIVEBIS ...ttt ettt ettt e e ettt ettt e e e e e e e e e e eeee et ee e e reeeeeee e aeeeeeeeeeeensnrnns
AV AL LA B I L TY e,

SEIVICE NOUIS ...t ettt e b e et e s e e e et eneenneenree S
EXCEPTIONS ...ttt ettt
USAQE PEEK PEIIOUS. ...ttt ettt ettt ettt ettt

Critical DUSINESS CYCIES ... .coiieiieiie e e N

OtNET CIITICAI BSSETS ...ttt e e s
ATCRIVING .. e

AVaIlaDIlILY TArGETS ... .o
UNAVAILABILITY ¢t

Unavailability @XCIUSIONS ...........cooiiiiiiiiiee e
Business impact of unavailability
Change & Release WiNdOWS ...........ccccveiieiiiiieiiiiiics

Change & Release restrictions
SERVICE CONTINUITY .vtiiiiiiiisieeie e

DiSASTEr FECOVEIY .....cvveiieiiiiiiie et
SUPPORT REQUIREMENTS ......cviiiiiiiiiieiesieeene

Supportdetails ..........coevvveveeiiee
PRICING.....cvviieeieciee e

Price description
Price driVersS......coceeveieeeeiiieee e



CONSULTING

CLOUD

(g Y= 1 £ L0] £ TP PPTTR
INCLUDED COMPONENT SERVICES ... eeieeeee ettt ettt ettt et e e e e et e e e e e e e e et e e et e et e e e ee e e e e eeeeeeeeeee et reeeeeee e neeeeeeeees
RESP ONSIBILITIES ..ottt et e e ettt oottt e e et e e et e e e e e e e e e e e e e e e e e eeee e s sae e e s e e e eeeeeeeeeeeeee e s se e eeseeesesnaneeeeeeeeeennnrnnnnneenes

TNE OUTSOUICING VENTOT ...ttt ettt b bt b et bt a e e ekt e bt e b et e bt e e st e b e et e e s e e anneanee s
CUSTOMER ...ttt ettt ke ke ke h A4 bt e ke ekt e e h e e st et e Rt ekt ee Rt e e h e e ekt e ke e e bt e e be e e sb e e b e enbeenns

=T = OSSPSR
SERVICE MANAGEMENT DETAILS [Refer: Customer Services Handbook]

The Outsourcing Vendor Service Owner(s)
CUSTOMER BUSINESS SEIVICE ... .eetvieitiiesitieesiiee st teeateeesteeessteeesteeessteean ssaeesnteeaseeessbeesnneneasseeaessaeeanseeanes
(01 o] g ) TSP P PP PPTPPRTPPRRPRPPPON:
CRANGE CONTIOL ...ttt ettt e he et e bt et et e e neend

AVAIBDIIIEY ... ettt
REIADIITY ... e
MaINTAINADITITY ... e a e

{0 o] oo o P U P TR PURT

PEITOIMANCE ...t e

CAPACITY et et et

Management INfOrmation.............ocoveiieieenie i

SEIVICE REQUESTS ... .ottt

CONTINUITY ..ot



¢ CLOUD

Note: The audience for this IT Service Product is the CUSTOMER executive who hold the budget and makes purchasi cisions (the IT Service Product
buyer).
1.1 | Reference # SL0016
1.2 | Name Non-SOE software
1.3 | Description New software requests that do not exist in the approved SOE ca r: Standard Desktop Operating Environment — for approved
categories.

Assess the threat of non-SOE software
Approve or reject non-SOE software f@r installation

Package non-SOE software that hasiee ved
Install non-SOE software t ‘ @ approved

Communication: Refer to Customer S ok (CSH) for establishment communication protocol between CUSTOMER and The
Outsourcing Vendor.

1.4 | Inclusions
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1.5 | Exclusions SOE Software

Ref: SL0016
4



