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CONFIDENTIAL

Motice

© 2009 SITA, All rights reserved.
No part of this document may be reproduced or transmitted in any form or by any means
without the express written permission of SITA,

Document enquiries can be directed to: Configuration Department Western Cape
SITA (Pty) Ltd, PO Box 13658, MOWBRAY, 7705

Attention: Runa Swanepoel

E-Mail: runa.swanepoel@sita.co.za
Telephone: (021) 442 8400

Facsimile: (021) 442 8616

Approval

The signatories hereof, being duly authorised thereto, by their signatures hereto authorise the execution of the
work detailed herein, or confirm their acceptance of the contents hereof and authorise the implementation/adoption
thereof, as the case may be, for and on behalf of the parties represented by them.

% ip ,/2‘%’ A Y

) elaar Datﬁ/
4 r Managér, Infrastructure Services
SITA WOC,j

Foreword

This Service Level Agreement forms part of the Business Agreement entered into between the City of Cape Town
and the State Information Technology Agency (Pty) Ltd, which the City is subject to as well. This Service Level
Agreement rescinds and replaces any previous or interim Service Level Agreement with the LIS for SLIMS
implementation, Hosting and support.
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2. Companies Act,1973 (Act No.61 of 1973)

3. Promotion of Access to Information Act 2000 (Act No. 2 of 2000)

4, State Information Technology Agency Act, (Act no. 88 of 1998), as amended, (Act no. 38 of 2002)

5. Business Agreement entered into between the City of Cape Town and the State Information Technology

Agency (Pty) Ltd on 26 November 2011

Municipal Finance Management Act 56, 2000 (Act No. 56 of 2000)

Local Government municipal structures Act 117, 1998

Public Service Act, 1994 (Proclamation No. 103 of 1994)

Electronic Communications Security (Pty) Ltd Act, 2002 (Act No 68 of 2002)

Treasury Regulations for LISs, Trading Entities, Constitutional Institutions and Public Entities
Public Services Regulations, 2001
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Parties to this SLA

The parties to this SLA are:

a)
b)

a)

b)

c)

d)

e)

3.

The City of Cape Town Municipality hereinafter referred to as the City; and

The State Information Technology Agency (Pty) Ltd, established in terms of the State
Information Technology Agency Act, (Act No. 88 of 1998), as amended, (Act No. 38
of 2002), registered under the Companies Act, 1973 (Act No. 61 of 1973), company
registration number 1999/001899/07, hereinafter referred to as SITA.

Statement of Purpose of the SLA

The contents of this document have been formally negotiated between the City and
SITA. Both these parties must approve this SLA. It details the service and associated
service levels to be rendered by SITA. The cost for these services is also included in
this SLA.

The purpose of this SLA, which is subsidiary to the BA, is to establish the relationship
between the City and SITA for the Hosting of SLIMS at the SITA Data Centre as well
as the functional support of SLIMS.

The scope of the SLIMS Hosting, Data Centre Services and Functional Support is
limited to the following service elements:

i) Data Centre Processing Services
i) SLIMS System Management Services
iii) SLIMS Functional Support Services

The service elements and measurements for the SITA Hosting and Data Centre
Services listed in clause 2(c) are detailed in Annex A.

The baseline service for the SITA Functional Support Services listed in clause 2(c) is
detailed in Annex B.

Definitions and abbreviations

For the purposes of this SLA, unless the context otherwise indicates, the definitions in the
BA shall govern this SLA. The definitions and abbreviations for the terms indicated in this
SLA are detailed in Annex H.

4,

a)

b)
c)

d)

e)
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Interpretation of SLA
In this SLA, unless the context otherwise indicates:

i) all words and expressions referring to the masculine gender shall be capable
of being construed as a reference to the feminine gender;

i) a word signifying the singular shall include the plural and vice versa;
i) a reference to a natural person shall be capable of being construed as a
reference to a juristic person and vice versa;

iv) words and phrases which are defined or used in any statute which applies to
the subject matter, professional person, goods or services provided for in this
SLA shall be construed in accordance with the applicable statute or
regulations; and

v) headings are for convenience only and shall not aid in the interpretation or
modification of clauses within the Business Agreement.
This SLA rescinds and replaces any previous or interim SLA with the City.

Prior drafts of this SLA or oral agreements shall not be taken into account in the
interpretation of the contents of this SLA.

All human resources for this service shall be supplied by SITA and fall under the
jurisdiction of SITA (note that the placement of human resources will be done in
consultation with the City).

SITA Provincial Representatives shall not accept, negotiate or perform any tasks or
duties from anyone outside of the scope of this service and shall only accept duties

o
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and tasks from the SITA Provincial Manager and/or the City’s LIS ICT Officer, or
duly assigned representative.

Duration of this SLA

This SLA shall commence on 01 July 2012 and shall terminate on 30 June 2015,

6.

a)
b)

c)

a)
b)

<)

d)

b)
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Review of this SLA

The duration of the agreement is for 3 (three) years and the SLA is subject to a
minimum of an annual renewal in terms of the BA.

The parties will discuss, if required, amendments of this SLA at the Quality of Service
(QOS) meetings held every three months.

In the event that there are any changes made to the State Information Technology
Act, (No 88 of 1998) as amended (Act no. 38 of 2002) or other directly applicable
legislation, which may materially affect the Service Level Agreement, the parties will
be entitled to request the renegotiation (review) globally thereof.

Amendments
This document is subject to the SITA Change Management process.

No alteration of, variation of or amendment to this SLA is of any force and effect
unless it is reduced to writing and signed by the Parties.

The City may vary the extent of the services listed in this SLA at any time during the
contract period through negotiation and agreement. Each extension/expansion will be
added to the baseline applications supported in Annex B. The associated service cost
will be reflected in Annex C.

Termination and disputes
This SLA may be terminated in terms of the BA.

If any term, condition or provision of this SLA is declared to be invalid, illegal,
unlawful or unenforceable,

i) that term, condition or provision shall be severed from the remaining terms,
conditions and provisions of this SLA without affecting the validity or
enforceability of the remaining terms, conditions and provisions;

i) where possible and appropriate, this SLA shall be amended in writing by the
Parties to remedy the defect in a manner consistent with the remainder of this
SLA and which best serves the objectives of this SLA; and

iii) where the term, condition or provision of this SLA cannot be severed without
affecting the overall validity and enforceability of this SLA, this SLA shall
terminate,

Where this SLA is terminated, any remaining obligations shall be submitted as a
dispute and resolved in terms of the BA.

If the City is dissatisfied with mandatory or optional services provided by SITA, the
City may refer the matter for dispute resolution.

Service reviews

Service Review meetings will be held every 3 (three) months. These meetings will be
convened by the City and will take place at a venue as indicated by the City. The LIS
ICT Officer or his designee will attend Service Review Meetings. The appointed Client
Interface Manager and the appointed SITA Quality and Service Managers will
represent SITA. Business Unit Managers could attend meetings upon request.

A service report will be produced by SITA on a monthly basis and will be distributed
to the City 12 (twelve) business days after the end of the reporting month. The
service reports will also be discussed at the Service Review Meetings. The format of
the Service Report is attached as Annex F.
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10.1
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10.2

d)

e)

10.3
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Minutes of the Service Review meetings are to be provided by the LIS and circulated
to all attendees and persons identified in the distribution list of the minutes within 8
(eight) business days after the meeting.

The Service Review Meetings will provide input for the Service Improvement Program
which will include:

i) action plans for the resolution of service level non-conformances;
ii) alterations, variations or amendments referred to in paragraph 7(b); and
ili) corrective action requests from the applicable business unit managers.

Responsibilities and obligations

Responsibilities
D details the responsibilities of the City and SITA in terms of this specific service.

SITA’s obligations to the City
SITA and its employees, agents and subcontractors shall comply with all
management systems and reporting procedures required by the City.
Upon signing of this SLA, SITA shall make an originally signed copy of this SLA
available to the City.

SITA shall ensure that the relevant SITA personnel involved in services to be
delivered under this SLA are informed of the contents of this SLA and receive updates
where necessary.

New version releases: SITA must notify the City at least 1 (one) month prior to the
release/roll-out of a new version. The notification must contain all changes made in
the new version.

SITA and the City will together ensure that all new releases are thoroughly tested to
ensure no negative impact on the client environment before roll-out.

The LIS’s obligations to SITA

The City shall be responsible for:

a)
b)
c)

d)
e)
f)
g)

11.
a)

b)
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providing SITA with written instructions for services in terms of this agreement and
with all information required to realise this SLA;

providing SITA with the City’s Strategic and Annual Performance Plans;

informing SITA management of any unacceptable situation, service levels or non-
conformance and specify the impact thereof, as soon as detected;

providing SITA with the City’s initiatives that would impact on the SLIMS system;
providing annual infrastructure and facility requirements;
declaring a functional disaster and notifying SITA of the occurrence; and

responding to hardware capacity requirements related to user data growth as
provided by SITA.

Service and support hours

Support hours refer to the Prime time listed in table 1 below. The service will be
available during the following hours

Table 1: Service hours

08:00 - 20:00 Monday to Friday
08:00 - 17:00 Saturdays

Application System

If services are required outside prime time it will be levied in terms of time and
materials based on approved quotation and subject to the pre-approval by the City.
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c) Service Downtime:
i) Scheduled downtime: SITA is to provide a formal notification at least 10
(ten) business days prior to any scheduled downtime.
i) Unscheduled/emergency downtime: The City will be contacted as soon as

possible by either the SITA Account Manager or the SITA Data Centre
Manager. The City will be kept informed of progress. Once resolved, SITA will
provide a Root Cause Analysis report.

12. Incident logging and escalation

a) All incidents will be logged by the City with the SITA Service Centre as per the call
logging procedures,

b) The Escalation and Corrective Action Requests procedures will be followed as per
SITA Call centre/service desk.

13.  Pricing
a) The costing of this service is detailed in Annex C.
b) Changes to the baseline services listed in Annex A and Annex B may result in

changes to the pricing and constitute a renegotiation of the fixed price and services
listed in Annex C.

c) Pricing as listed in Annex C will be subject to price variation as a result of:
i) annual change in the Consumer Price Index (CPI) of Statistics South Africa;
i National Treasury approved tariffs;

iii) current foreign exchange ratio; and
iv) variations in supplier contract prices.

d) Any price change will be reviewed and implemented in alignment with the City
Budget cycle of July to June and result in the replacement of Annex C.

14. Warranties and guarantees
SITA will guarantee the services provided in terms of this SLA.

15. Invoicing

a) SITA shall submit an invoice for the service rendered to the City which will be based
on the costing as detailed in Annex C or the relevant quotation/proposal and
associated City Order.

b) The invoice will include the following details:
)] the name, address, contact telephone and fax numbers for SITA;
i) description of services provided in terms of this SLA;
i) the date such services were completed;

iv) reference to the relevant service level agreement number and/or
Departmental order number; and

V) supplementary information where applicable, being:
1)  a sign-off certificate;
2) a delivery note; and/or
3) signed time sheets.

c) SITA shall provide an invoice for ad hoc services within 30 (thirty) days of sign-off of
the ad hoc service, failing which SITA shall provide the City with a written
explanation for the delay in producing the invoice.

d) In the event of a conflict or dispute regarding the accuracy of an invoice, SITA shall
be required to prove the accuracy thereof.
e) The City may not withhold payment for any services which is not related to a

disputed invoice.

eWCCS-300 Rev 1.0 CONFIDENTIAL Page 9 of 40




f)
g)
16.

d)
e)

f)

ag)

h)

18.

b)

<)
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The City undertakes to process payment of undisputed invoices within 30 (thirty)
days of receipt of such invoice.

A list of outstanding invoices will be included in the monthly service report.

Penalties and Incentives

Should SITA fail to achieve the service levels that are stipulated in terms of the
services indicated in Annex A and Annex B, and provided such a failure is not caused
by either a failure of the City to comply with its obligations and duties in terms of this
SLA or influence of a force majeure or any other act beyond the control of SITA, the
City reserves the right to enforce penalties as detailed in Annex C, depending on the
merit of each case.

Penalties and incentives for ad hoc projects may be negotiated per project.
Incentives for service deviations may be negotiated per service deviation request.

General

Each Party shall bear its own costs in the negotiation, preparation and finalisation of
this SLA.

The parties to this SLA may not assign, transfer or cede this SLA or part thereof, to
any other party without the prior written consent of other signatories to this SLA,
which consent shall not be unreasonably withheld.

Disclosure of information by either SITA or the City is governed by the BA finalised
on 26 November 2011,

This SLA shall be governed by and construed in accordance with South African law.

In the event of a conflict between this SLA and the BA or Incorporating Agreement or
an order in terms of a SLA, then:

)] the BA takes precedence over the SLA; and

i) the SLA takes precedence over an order, request for proposal/quotation.

No party may be bound by any express or implied term, representation or warranty,
promise or the like not recorded herein or otherwise created by operation of law.

No indulgence or leniency, which a Party may grant or show to another Party shall in
any way, prejudice the granting Party or preciude the granting Party from exercising
any of its rights in the future.

The Parties hereby consent to the jurisdiction of the Magistrate Court or High Court
located in Cape Town, as required in terms of relevant legislation.

Domicilium Citandi et Executandi

Any notice in terms of this SLA may be hand-delivered to the physical address of the
Parties, in which event proof of acknowledgment shall be endorsed upon a copy of
the notice, together with the name of the recipient and date of receipt, or may be
sent by registered post to the nominated postal addresses of the Parties, in which
event proof of postage issued by the relevant postal authority will serve as proof.

The City chooses for purposes of this SLA their domicilium citandi et executandi as
follows:

Street Address: Postal Address:
Director LIS Director LIS

City of Cape Town City of Cape Town
12 Hertzog Boulevard P O Box 2815
Cape Town Cape Town

8001 8000

SITA chooses for purposes of this SLA its domicilium citandi et executandi as follows:




Street Address:

SITA (Pty) Ltd
459 Tsitsa Street
Erasmuskloof
Pretoria

0048

eWCCS-300 Rev 1.0
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Postal Address:

SITA (Pty) Ltd
P O Box 26100
Monument Park
0105

CONFIDENTIAL
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19. Signatures and Execution

o ~ oo
Thus done and signed at C/«(OV’C- C(’."L&V?— on this 23U day
of Decenbel 2012

M adse )

Full ames; L@k\LQ)V Mk,b(}\mio /P\}}ﬂ\,\?}c t

Execitive Director of CoWity Services
City of Capg Town

Witnesses: 1. Signatu re‘J é@ik@d\dﬂbu\

Full Name _Evnmna_ezudairout
}

2. Signature
Full Name e,m\) L"'\’ud\/‘wm//

0%2’7(4//47?)//‘7 on this _C)_i day

Thus g{o e , and signed at
of NV 2012

M/ Dippries [RGe
rovincial Manager: SITA Western Cape

State Information Technology Agency (Pty) Ltd
Witnesses: 1. Signature CMW
Full Name _ A, CAGELEKRECHA

(b=
%
2. Signature )

Full Name /‘/l“%%nwé’ Q(;’Uf: (;0 <C)/IW;
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CONFIDENTIAL

Annex C: Financials

CA1 Consolidated hosting and functional support services

pricing

Hosting costs

_ Description -

‘Brocade and Cache

Comment

2012/20138

R570,466.16

 2013/2014 |

R597,509.03

- 2014/2015

R624,524.88

account management

Application maintenance Database License costs

System management ysiom management by R250,134.79 R260,482.16 R270,819.20

Server admin, support & Server support by CIPAL

connectivity and SITA R52,741.67 R83,970.44 R115,168.00

Housing Sootto centrally host R79,363.49 R55,797.97 R32,256.00
Costs related to server

HW maintenance maintenance and R106,111.63 R154,131.80 R202,104.00
operating systems

D Costs related to backup

isaster recovery and disaster recovery R85,120.60 R76,329.12 R67,546.42
Management operations Cost related to service and R4,281.10 R8,570.76 R12,856.14

Total hosting costs

R1,148,219.44

R1,236,791.28

R1,325,274.64

(excl VAT)
Functional support __ Comment 2012/2013 _ 2013/2014  2014/2015
Functional application Functional support
support (2" line) (dedicated resource) R519,475.72 R604,314.64 R689,068.80
. - Functional support (shared
Functional application .
support (3rd & 4th line) ::(Ieiztr)]lt)sr;:e with other SLIMS R28,410.02 R56,876.92 R85,315.38
Total Functional
Support (excl VAT) R547,885.74 R661,191.56 R774,384.18
Annual costs (excl. R
VAT) R1,696,105.17 R1,897,982.84 R2,009,658.82
\"f:}‘;h'y cost (excl R141,34210 | R158,165.24 |  R174,971.57
Previous monthly R124,552.57 |  R141,342.10 |  R158,165.24
Difference between
previous and revised -R16,789.8% <R16,823.14 -§16,808.53
costs
Percentage increase 12% 1% 10%
Notes:
The above comprises the following:
1) Brocade Application and Cache Database License costs
2) System management costs by SITA and CIPAL
3) Server support costs by SITA and CIPAL
4) Cost to centrally host SLIMS
5) Cost related to Server maintenance and operating systems
6) Cost related to backup and disaster recovery
7) Cost related to service and operations management
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8)
9)

10)

C.2
a)

b)

c)

CONFIDENTIAL

Shared cost related to (3rd & 4th line) functional application support service

Annual price increases shall be based on the CPI (Consumer Price Index) and
National Treasury Labour Tariff adjustments.

Travel and subsistence costs are not included. These costs will be billed to the
Client in according to the Treasury rates. These expenses would have to be
approved in writing in advance by the Client. These costs will be separate ad hoc
payments and will not have any effect on the SLA ceiling price.

Penalties

Should SITA: Hosting Services and Data Centre fail to achieve the service
availability figure as set in Paragraph A.1, and provided such a failure is not
caused by a failure, malfunction or non-availability of the Applications System or
caused by a failure of SITA to comply with its obligations and duties in terms of
this Service Level Agreement, SITA will compensate the Client by crediting the
Client’s account with an amount calculated as set out below.

If the agreed service level rendered by SITA Hosting Services and Data Centres
falls below an average of 98% up-time over a period of 3 (three) months, the
compensation amount will be limited to a maximum penalty which will be
calculated as per Critical Impact Incident, and applied to the monthly amount
payable to SITA by the Client.

Penalties for the specific applications negatively impacted are detailed below:

~ Response

_Time

' Tot‘al' féyiwlyure ofw - — — k
. . 5% of monthly
Critical Impact Hosting .Ser.\/lce Total S.LIMS * charges for
Incident resulting in service 1 hour 4 hours everv hour
unavailability of unavailable afteer hours
SLIMS service
. . 5% of monthly
. Failure of Failure of
High Impact ; . ) . % charges for
Incident Clrﬁéldaﬂgns Clrlsltcj)ldajnlgns 1 hour 6 hours every hour
after 6 hours
Partial service
Medium Failure of critical inoperability, 5% of monthly
oo critical * charges for
Impact Application e 1 hour 8 hours h
Incident Module application every hour
module after 8 hours
unavailable
2.5% of
. monthly
Low Impact . Transactional
" Minor fault 1 hour 16 hours* charges for
Incident Fault logged every hour
after 16 hours
ciéit:(::, As per agreed
Service = timeframes as 2.5% of service
Requests d:\?gllclacpargggt Enhancements 1 hour per quotation or request value
configuration project plan
1% of monthly
. Monthly reports th )
Service ’ . 5" working day charges for
Reports as desf&Ed n Monthly report n/a of every month every week
after MTTR
Monthly or ad- . Within 30 days S
. ) Receipt by CoCT p 1% of invoice
Invoices hqc services of SITA invoice n/a of services value
invoices rendered

*Hours = business hours

Non-performance on the agreed upon service levels as stipulated in the SLA, caused by
an act of God or any other cause beyond the reasonable control of either party, such as
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civil war and riots, will be excluded from this penalty clause. This penalty will also be
excluded upon the declaration of a disaster.

C.3 Time and material services pricing

The implementation of SLIMS at affiliated libraries will be coordinated by the City. All
affiliated libraries need to preferably request a quotation from the City subject to their
specific needs. SITA will provide the quotation to the City. The requested service will only
commence once the quotation has been formally accepted and a formal purchase order
has been received.

SLIMS implementation services will be managed and coordinated centrally from SITA
Western Cape offices in order to ensure adherence to applicable quality standards
regarding configuration, conversion and training. The following services can inter alia be
rendered:

a) Configuration and setup of SLIMS

A configuration work session may be required in order to determine the workflow in order
to prepare and facilitate the required parameters in order to setup SLIMS on the City’s
existing SLIMS environment.

If no configuration work session is required, the City needs to supply the required
parameters to configure the new library on SLIMS. Configuration and setup services will
include the configuration of either a main or branch library on SLIMS as well as the setup
of the applicable OPAC according to the parameters and page banner provided by the
City.

b) Conversion of existing data to SLIMS

The conversion of existing data in respect of patron, circulation and catalogue data is
subject to an analysis of a sample of the existing data and will be converted as per
mutual agreement. The conversion costs will be calculated and determined based on
quantity of records and estimated time duration of the conversion.

c) Training of SLIMS

Training is optional and will be quoted based on the applicable training needs. Training
services will be rendered separately per SLIMS functional module e.g. Acquisitions,
Cataloguing and Circulations.

d) Simulation, preparation and go-live support

Implementation support services regarding the simulation of training in a live
environment, the preparation of affiliated libraries and go-live support can be rendered
as an optional service

The abovementioned services as well as any other SLIMS-related services not specified
above will be rendered based on a formal request for quotation followed by an official
SITA quotation.
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Annex E: Service Requests

E.1 Technical maintenance (incident and problem management)

All calls for technical maintenance are to be logged only with SITA’s central call desk. Each
call is assigned a unique ARS reference number upon which all performance tracking is
based.

E.2 Request for service

All requests for service are to be submitted on the attached request forms. A request for
service would be required for the expansion of an existing service listed in this SLA or an
addition of a new service to those listed in this SLA.

The SLA for Procurement Services will be used as the tasking instrument for procurement of
IT/IS goods and services.

The attached forms are to be used in the process of submitting such a request to SITA.
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Annex F: Monthly Service Review Report

The Service review report shall reflect the following items:

a) Business Overview
b) Project Overview

)] Projects in Progress: SITA to provide a log sheet with all requests from the
City with expected delivery dates.

i) Projects proposed or guoted: SITA to provide a log sheet with all requests
from the City with detailed account why delayed/justification for
quote/development.

c) Services Rendered
i) Data Centre processing - (production server) Linux Red Hat Systems
i) Server availability (where available)

d) Statistics

i) Calls logged: Log number+ time logged+ institution assigned + person
assigned to at the institution

i) Calls resolved: Log number + time resolved + detail on what is required to
resolve the issue.

jii) Calls unresolved: Log number + time logged +time responded + institution
assigned to + person assigned to at the institution + reason why it is not
resolved.
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Annex G: Call logging, escalation and corrective
action procedure

G.A1 Call logging procedure

G.1.1 Business Hours
a) Call logging via telephone:

Calls may be reported directly to the SITA National Service Management Centre in Pretoria
on the Toll-Free number 0800 11 55 75. A unique reference number will be provided to the
call logger to be used during an enquiry.

b)  Call logging via electronic means:
i) Calls may be logged electronically via the SLIMS application, OR

i) Calls may be emailed to the Service Management Centre at sitasc@sita.co.za.
A unique reference number will be emailed to the call sender, which must be
used during an enquiry.
c) Call logging via Fax:
Calls may be logged by means of a fax to 012-6721777. This information will be recorded
and verified by the Call Desk operator.
d) Communicating with the SITA Service Desk procedure for the Client:

i) Logging calls via email: When logging calls via email, the following content
must be included in the communication:
1) To: sitasc@sita.co.za
2) Subiject: [Client Name]: SLIMS Request for assistance and add the library
name. (this will remain standard with the exception of the library name
with NO DEVIATIONS allowed)
3) Content:
> Provide an overview of the problem, give a detailed description of the
problem (how, when, where etc.)
» Request an incident number
» Signature: It is imperative that the signature conforms to the Client’s
standards. This will allow service desk staff to identify who and from
which library the call generated while providing the correct contact
details for the library concerned.
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Goud Day

Probleny: We are currently experienting connectivity problems at Camps Bay kbrary,

Deseription of Problens: all the computers are unable to connect to SLIMS/ Brocads library management
system 8s from 11.15am this morning. Cty of Cape Town network copredtivity is functioning as norma!,
Keeess ta the internet is Aot impaired with the exception of Brocads,

Request: Pleasa re-establish connsction with tha SUMS server.

Ploase provida an incident number,

Thank you

Najma Patel

Senior Lbrarian

Camps Bay Lbrary

Library and Information Services
Community Services

City of Cape Town

Tel Ho. +27 (021) 400 1234
Fax No, +27
Ernailts faios

A

eWCCS-300 Rev 1.0 CONFIDENTIAL Page 35 of 40




CONFIDENTIAL

i) Logging calls via telephone: You will need to clearly identify yourself, client
name, SLIMS request for assistance, library name, state the nature of the
problem and request an incident number.

G.2 Escalation procedures

Should it be required that an incident be escalated, the following escalation process will be
followed automatically via the SITA Service Desk:

SITA service . . Time period
responsibility Escalations email Telephone befor_e
escalation
SITA account Mr Zaid Orrie zaid.orrie@sita.co.za 021 442 8400 | 4 hours
manager
SITA Data Mrs Mary Felaar | Mary.felaar@sita.co.za 021 442 8400 | 6 hours
Centre Manager
SITA Mrs Mary Felaar | Mary.felaar@sita,co.za 021 442 8400 | 8 hours
Infrastructure
Manager
SITA Provincial Mr Charlie Page | Charlie.page@sita.co.za | 021 442 8400 | 16 hours
Manager
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Annex H: Definitions and abbreviations

H.1 Definitions

For the purpose of this SLA, unless the context otherwise indicates, the definitions in clause
3.0 of the BA shall govern this SLA, with the following definitions set out for the terms
indicated in this SLA:

“A4 paper” means 210 millimetres by 297 millimetre paper.

“Act” means the State Information Technology Agency Act, 1998 (Act No. 88 of 1998), as
amended, and “the Act” shall have a corresponding meaning.

“Business Agreement” means the most current Business Agreement, including all annex,
entered into by SITA and the City of Cape Town Metropolitan Municipality.

“Business hours” means 07:45 to 16:30 from Monday through Friday, excluding public
holidays.

“Consumable” means any fungible item, including but not limited to printer paper, printer
cartridges, cut-sheet paper, continuous paper, glue, stationery, shrink-wrap, perforation
wheels, glue-fold rollers and similar items, which are used in the realisation of this Service
Level Agreement.

“Cut-sheet paper” means loose sheets of paper, usually A4 size.

“Data Centre Processing” means all activities related to Data Centre operations, data
security, backup, recovery, hosting, database administration and database support, as
detailed in Annex A.

“Data Centre Printing Services” means all activities related to digital printing and post
processing, as detailed in Annex A.

“Font” means the size and appearance of the print in a printed text.
“Form” means the layout of information on printed media.

“Hosting and Data Centre Processing and Printing services” means data centre
processing services and functions and data centre printing functions, including but not
limited to:
e data centre operations;
data security, backup and recovery;
technology hosting services;
database administration and support;
printing; and
post processing.

e © e o o

“Incorporating Agreement” means the Incorporating Agreement, including all annex,
entered into by and between SITA and the LIS.

“Instruction” means a written instruction from authorised City staff detailing City hosting
service requirements.

“Logo” means a graphical image.

“Media” means any medium used for storing information, including but not restricted to
magnetic disk, data cartridges, compact disks and stiffy disks.
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“"New Libraries” means Libraries not affiliated, nor associated with the City Library and
Information Service.

“"Non-conformance” means SITA’s failure to fulfil requirements specified by the City.

“"Non-prime time” means the time during which SITA stand-by personnel will be available
from 16:30 through 08:00 Monday through Friday and weekends and holidays.

“"Non-production standby requirement” means the requirement by the City for SITA
personnel to be on standby during non-prime time to be available for call out in the event of
non-production.

“PALS Libraries” means libraries already profiled on PALS to reflect provincial library
material collections.

“Party” means the parties to this Service Level Agreement, that is SITA and the City, and
“Parties” shall have a corresponding meaning.

“Post processing” means any special finishing or packaging of the printed media to
conform to City requirements.

“Prime time” means normal business hours.
“Printed media” mearis laser or line printing on various types of paper.

“Reprint” means the printing of a completed task where the printing must be redone due to
non-conformance or non-performance.

“Schedule” means a list containing instructions and control information with respect to a
specific Provincial job.

“Server host” means Sun MicroSystems, mini-computers and personal based services
assigned by the City to SITA.

“Service Level Agreement” means this Agreement entered into by and between the City
and SITA.

“Services” means work performed by SITA in terms of this Service Level Agreement,
including compliance with this Service Level Agreement.

“Simplex printing” means printing done on one side of a page.

“"SLIMS” means SITA Library Information Management System powered by Brocade Library
Services®.

“Stock” means consumables used in the printing process.

“Timely” means delivery of work by the date set by the City and “timeous” shall have a
corresponding meaning.

“Up time” means the average availability of services provided to the City by SITA,
measured against prime time minus the time services are not available.

H.2 Abbreviations

AG Auditor General
BA business agreement
CPI consumer price index
DB database -
eWCCS-300 Rev 1.0 CONFIDENTIAL ] Page 38 of 40
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DBA database administration/database administrator
DBMS Database Management System

DC Data Centre

DRP disaster recovery plan

ELS emergency lending server

FDS functional design specification

HW hardware

ICT information communication technology

IS information systems

ISS information system security

ISO International Organization for Standardization
IT information technology

JIT just-in-time

LIMS Library Information Management System
MTT mean time to

OEM original equipment manufacturer

OPAC Online Public Access Catalogue

0S operating system

PALS Public Access Library System

PC personal computer

QOs guality of service

RFQ request for quotation

SE service element

SEG service element group

SITA State Information Technology Agency

SL service level

SLA service level agreement

SLIMS SITA Library Information Management System
SopP standard operating procedure

SW software

UPS uninterrupted power supply

URS user requirement specification

WAN wide area network

eWCCS-300 Rev 1.0 CONFIDENTIAL

Page 39 of 40




CONFIDENTIAL

Annex |: Distribution list

City of Cape Town:
Head of LIS

SITA:

Provincial Manager SITA Western Cape
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