SITA

Our Ref: 0140-06564
Enquiries: Z Orrie
Tel: 021 442 8509
Date: 2013-03-20

The Accounting Officer

City of Cape Town Metropolitan Municipality

Private Bag X9181

CAPE TOWN

8000 Attention: Mrs L Mtwazi

Dear Mrs Mtwazi

ADDENDUM TO SERVICE LEVEL AGREEMENTS BETWEEN SITA AND CITY OF
CAPE TOWN METROPOLITAN MUNICIPALITY

It is hereby recorded between City of Cape Town Metropolitan Municipality and SITA
that the current services were mapped to the new standardised service packaging with
defined service level metrics to allow for service differentiation through Service
Tiering.

The attached Annexes to this addendum letter mapped vyour current service
components and service metrics of the SLAs between the Department and SITA.

It should be noted that the pricing of the current Service Level Agreements is not
impacted and it will remain unchanged for the remainder of the current SLA period as
mapped to the current service category. The option to choose a different grade will
only be considered with the new SLA renewal cycle.

This addendum will be effective from 1 December 2012 until the expiry date(s) as
defined and agreed to in the current Service Level Agreement(s).

Attached Annex A is the latest Call Logging and Escalation procedures based on the
agreed upon services rendered by SITA.

The table below summarises the current services mapped to the new services, as
defined in the replacement Annexes attached to this addendum.

Current SLA detail Annex Map to
0140-03873 Rev. 1: B.1 CAP

City of Cape Town Perimeter Network

eWCCS-300 Rev. 1: Gl | Application

City of Cape Town SITA Library Information Maintenance
Management System (SLIMS ) Hosting and €2 Application Support
Functional Support C.3 Hosting

State Information Technology Agency (Pty) Ltd

459 Tsitsa Street, Erasmuskloof, Pretoria, South Africa « PO Box 26100, Monument Park, 0105, South Africa

Tel: +27 12 482 3000 » Fax +27 12 482 2100 » www.sita.co.za « Reg no 1999/001899/07

Directors: Mr ] Vilakazi (Chairperson), Ms F Potgieter-Gqubule (Deputy Chairperson), Mr B Mosley-Lefatola (Managing),
Ms SV Bvuma, Mr PR Kgame, Mr WS Mabena, Ms K Mdlulwa, Ms NM Mhlakaza, Mr S Mngomezulu,

Ms T Moloko, Prof MI Mphahlele, Ms KR Mthimunye, Ms N Ntsinde, and Mr G Pillay

Alternates: Mr K Dlamini, Ms BM Malongete, Adv MB Matlejoane, Dr A Mokgokong, Mr DC Niddrie, Mr Z Nomvete,
Company Secretary: Ms T Zide
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Annex A :Service Request Logging Procedure

A.1 Service Request logging supporting this SLA

A.1.1 Service Desk

Operational hours: 07:30 - 16:00

A.1.2 Incident and request logging via telephone

During normal business hours all incidents and requests should be reported to the SITA IT
Service Desk on the toll-free number 0800 11 55 75. A unique reference number shall be
provided to the caller to be used during an enquiry.

A.1.3 Incident and request logging via e-mail

Incident and requests should be e-mailed to the IT Service Desk at sitasc@sita.co.za. A unique
reference number shall be e-mailed to the originator, which shall be used during an enquiry.

A.1.4 Incident and Request logging via Fax
Incident and requests should be logged by means of a fax to 012 367 5000.

A.1.5 Information required when logging an Incident or Request

When reporting an incident or a request (by telephone, e-mail or fax), the following information
must be provided:

a) department;

b) caller surname;

c) caller name;

d) caller telephone number;

e) cell number [if available];

f) contact surname;

g) contact name;

h) contact telephone number (if out of office cell number is requested);
i) employee number (e.g. PERSAL number);
1) building name;

k) physical address;

1) floor and room number;

m) type of call (incident or request);

n) description of the incident/request; and
o) e-mail address [if available].

This information shall be recorded and verified by the Service Desk agent.

A.2 Pending, resolved and closed Incidents and Requests

A.2.1 Pending (suspending) an Incident and Requests

SITA may suspend an incident or request which is a status that indicates that SITA is dependent
on the client’s intervention. Time in this status is excluded from service level performance
calculations. The following suspending categories refer:

a) Client Hold
Client not available/client requesting technician to attend to call at a later time
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b) Client Action Required
Client has to test/ the client has to approve a quotation
c) Local Site Action Required

Technician on site has to give assistance (this would specifically be used on Wide Area
Networks for e.g. resetting of a router)

d) Purchase Order Approval

Client has to provide a purchase order number
e) Registration Approval

Client has to provide approved registration form
f) Supplier Delivery

Awaiting delivery of equipment from a supplier
g) Third Party Vendor Action Required

Hardware support required

h) Infrastructure Change
Awaiting planned/unplanned change implementation
i) Request

Call is a request and has to follow quotation procedure
i) Monitoring Incident

Work-around has been implemented and/or waiting for the incident to re-occur
k) Future Enhancement

Feature requested not available at the moment, requires upgrade and/or patch

A.2.2 Resolving an Incident or Request
An incident shall be resolved when the service is restored.

A.2.3 Closed Incident or Request

An incident or request will be closed 14 days after resolution provided that the client has not
indicated dissatisfaction with the resolution.

A.3 Escalations

A.3.1 First Line Support Feedback to Clients
When a client contacts the SITA IT Service Desk to report a service request, feedback will be
provided confirming the request with supporting details and reference number via e-mail.

A.3.2 Resolution Feedback to Clients

When the client’s service request for support is resolved a feedback notification will be sent via
e-mail.

A.3.3 Client Dissatisfaction
Upon receipt of resolution feedback, if the client is not satisfied with the service after resolution
and contacts the IT Service Desk within 14 days from resolution the service request shall be re-

opened and referred back to the support group to follow up and address the concerns of the
client.

A.3.4 Client Follow Up

After the service request for support has been logged and the Client requires feedback and/or
wants to provides additional information the client can contact the SITA IT Service Desk on the
toll-free number 0800 11 55 75 and select the option to follow up on a previously logged service
request.
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A.4 Service Request logging for New Services / Changes to
Existing Services

A.4.1 Customer Contact Centre

Operational hours: 07:30 - 16:30

A.4.2 Service Request logging via telephone

During normal business hours all service request should be reported to the Customer Contact
Centre on the toll-free number 0800 748 222. A unique reference number shall be provided to
the caller to be used during an enquiry.

A.4.3 Service Request logging via e-mail

Service Requests should be e-mailed to the Customer Contact Centre at
contact.centre@sita.co.za. A unique reference number shall be e-mailed to the originator, which
shall be used during an enquiry.

A.5 Client Complaints / Compliments / Suggestions /
Enquiries

A.5.1 Customer Contact Centre

Operational hours: 07:30 - 16:30

A.5.2 Complaints/Compliments/Suggestions/Enquiries logging via
telephone
During normal business hours all communication should be reported to the Customer Contact

Centre on the toll-free number 0800 748 222. A unique reference number shall be provided to
the caller to be used during a follow up.

A.5.3 Complaints/Compliments/Suggestions/Enquiries logging via e-
mail
Communication should be e-mailed to the Customer Contact Centre at

contact.centre@sita.co.za. A unique reference number shall be e-mailed to the originator, which
shall be used during a follow up.
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