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Terms for this Services Listing 
This Services Listing is subject to the Channel Terms for Infrastructure Services, Telecommunications Services, and Managed Security Services (I/T/MS Channel Terms) under the Collaborative Marketplace Agreement.  

Service Definition 
{{service_description}}

Security Assurance and Certification Tier 
This Services Listing should be read in conjunction with the latest versions of:
· Schedule 1 to Channel Terms – Information Security
· Marketplace Information Security Tiering Standard


This Services Listing 
	Service Name:
	{{service_title}}

	Provider:
	{{supplier_name}}

	Provider Address:
	{{supplier_address}}



Service Contact Details 
	Contact Name & Title:
	<Provider to insert contact details of primary contact>

	Contact Phone Number:
	<Provider to insert contact details of primary contact>

	Contact Email:
	<Provider to insert contact details of primary contact>

	Generic Email:
	<Provider to insert generic contact email address in case primary contact is no longer available and the above contact details of the primary contact are not current (not updated)>



Structure of this Services Listing 
Where applicable, for example when reselling a cloud service, use can be made of external web links (URLs) to current content published on the applicable public website(s) or significant components that make up the Service. 
 
Additional detailed information with respect to this Service is provided in Appendices or as separate documents as follows:
· Appendix A - Detailed Service Description & Architecture.
· Appendix B - Service Levels & Support
· Case Studies (separate document)
· Pricebook (separate Excel document)
· A Channel-specific Professional Services Services Listing (separate Word document) and Rate Card (separate Excel document) is required for each of the Infrastructure Services, Telecommunications Services and Managed Security Services Channels.  The PS Rate Card forms part of the following Services Listings:
· Infrastructure Professional Services
· Telecommunications Professional Services
· Managed Security Professional Services
· Consolidated Schedule of Provider Information Common Across I/T/MS Services Listings (separate MS Word document): a single document common for all Services Listings across the Infrastructure Services, Telecommunications Services and Managed Security Services Channels.  Note that Providers must complete this Consolidated Schedule if they are using approved Subcontractors, are reselling Services provided by Third Party Service Providers, are using Local Fibre Company services as part of their own Telecommunications Services, or are Offshoring Services or parts of Services (capitalised terms in this paragraph are defined in the Channel Terms). The document should state “None” for any sections that are not relevant to the Provider.

  
Provider Instructions 
When a Provider populates the Services Listing Template with their details and the details of the Service, then the following mandatory instructions apply: 
· No rows in any table in any section may be deleted by the Provider.  State “N/A to this Service” if the content does not apply to or is not relevant to the Service.
· The colour of the text font used in this Services Listing is relevant:

	Text in black font
	Template content including instructions - may not be edited or deleted by Provider.

	Text in blue font
	Additional Explanations - may not be edited or deleted by Provider.

	Text in grey font
	Guidance to Provider - to be replaced with Provider-specific content.
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[bookmark: _Toc213877958]Service Description
[bookmark: _Toc213877959]Business Context
	Services Listing Introduction
	Provide a brief introduction to your services listing (like an Executive Overview) to provide context to the Purchasing Agency.



	Target Agency Scale
	Tick the relevant size(s) of the business and enterprise environment that the Service can support out of the box, without the need for significant infrastructure augmentation or platform redesign (tick all that apply):
☐ Small scale (up to 50 users)
☐ Medium scale (51 to 200 users)
☐ Large scale (200 to 1000 users)
☐ Enterprise scale (over 1,000 users)
☐ Alternative scale metric that better suits this service (described below)
Provide further details (if relevant and if it will support a Purchasing Agency to better understand your services).  Details can include other metrics or target size measures that indicate scale such as consumption (TB of storage or number of workloads as examples).


	Case Studies and Use Cases
	Provide at least two Case Studies as supporting evidence of the Service and advise how the case studies are presented.  Case Studies are not limited to the public sector; you can also use deployments to private sector organisations. 
Additional Case Studies can be provided if this Services Listing includes multiple different capabilities or services not all consumed by the same Purchasing Agency.
Case Studies may be anonymised where the organisations to which they relate prefer not to be named as service recipients.  Note that Case Studies are treated with the same level of confidentiality as the Services Listing and will not be viewable outside of the NZ government market. 
Provide two or more Use Cases if you are a new entrant, if you have not yet deployed your service or you are unable to provide two Case Studies.  It is mandatory to provide at least two Case Studies or Use Cases. 
The relevant documents must be provided as PDF versions and either contain the Case Study (or Use Case) details or provided a web link or links (URLs) to the Case Studies (and/or Use Cases) and/or upload PDF versions.
Clearly indicate where your collateral is a Use Case and not a Case Study.



[bookmark: _Toc213877960]Service Summary & Architecture
	Service Description
	Comprehensive detail of the Service is to be provided in Appendix A - Detailed Service Description & Architecture.
Any billable component of the Service can only be offered if it is represented with a SKU (Stock Keeping Unit) in the Pricebook.  
Details of individual SKUs or groupings of SKUs can be provided in Appendix A if the description in the Pricebook does not provide sufficient clarity or supporting information. 
Describe the service and its capabilities at a high level here.
You may provide web links (URLs) to the relevant online pages that describe the current status of key components of your service.
Provide comprehensive detail of the Service in Appendix A, including:
1. The underlying compute platform(s) and data centre(s) that your service is built on and the specific geographical region(s) that the Service is delivered from.
If relevant, you must refer to information on offshore jurisdictions of Services or parts of Services in your Consolidated Schedule of Provider Information Common Across I/T/MS Services Listings and note that fact in this section of the Services Listing.
· The Provider must detail all the countries where the platforms and data centres are in, including fail-over and back-up locations.
· The Provider must detail if support for the platforms and data centres is not delivered from the same countries stated above. 
2. Architecture, material parts of the solution (including any that are resold) of the Service and how it interoperates with the Purchasing Agency environment.
3. Detail if the service can be shared between business groups within the Purchasing Agency and the level of separation that can be applied between business groups through role-based permissions or other mechanism.
4. Capabilities that are available as Mobile Applications on IOS and/or Android mobile devices.
5. Web portals and user interfaces that are used for use, administration, configuration and support of the Service
6. Desktop Client Applications relevant to the service and how they interoperate with your service.



	Third Party Service Providers, Subcontractors, Local Fibre Companies
	☐ Tick if the Provider is a reseller of the Service or any discrete part of the overall Service that is provided by a Third Party Service Provider.
☐ Tick if the Provider is using a Subcontractor to provide part or all of the Service.
☐ Tick if the Provider is using a Local Fibre Company to provide part or all of the Service.
If any of the above are ticked, ensure that details of each are provided in the Consolidated Schedule of Provider Information Common Across I/T/MS Services Listings document.


	Third Party Service Provider App Store
	Detail if your service provides access to a digital platform for downloading, browsing, and buying third party applications and services.  This platform is generally known as an app store, app marketplace or app catalogue.
If an app store is being made available, state if it offers services which Purchasing Agencies can procure through this Services Listing and provide a web link to the digital platform.


	Non-Production Environments
	Describe if your service supports the provision of non-production environments (such as for Development, Quality Assessment and Testing) that offer the same capabilities as your Service.
You may provide further details in Appendix A to describe:
1. Your approach to non-production environments
2. How non-production environments are procured
3. What limitations apply to non-production environments
4. What your role is in the sourcing and implementation of non-production environments
5. What the Purchasing Agency role is in the sourcing and implementation of non-production environments



	AI & Gen-AI Capability
	This section must be read in conjunction with paragraph 18 (AI Tools) of Schedule 1 to the Channel Terms – Information Security.
For the purposes of this Services Listing, AI Tools are split into two categories:
· Service AI Tools– Where the product or solution offered in the Services Listings contains AI capability that can be configured for the benefit of the Purchasing Agency AND may be used to store, process or transport Purchasing Agency Originating Data.   
· Provider Organisational AI Tools – Where AI is used by the Provider organisationally to support the Purchasing Agency and the services offered in the Services Listings AND may be used to store, process or transport Purchasing Agency Originating Data.   

☐ A. Tick if the Service includes Service AI Tools (AI capability for any of its components or functionality).
☐ B. Tick if any of the Service AI Tools capability will be or may be configured and offered for use by the Purchasing Agency.

By default, Purchasing Agency Originating Data cannot be used for the training of AI models.  Use of Purchasing Agency Originating Data, including customer and agency internal data, can only be used with the Purchasing Agency consent for training of AI capabilities outside of the Purchasing Agency.  
If you have ticked (A), or (A) and (B) above, please describe at a high level the role of the Service AI Tools in the capabilities of this service and/or how the Purchasing Agency can make use of them.  You may provide further detail regarding the business capabilities provided by Service AI Tools and associated solution components in this section and/or in Appendix A.  Details of Provider Organisational AI Tools are not required here or in Appendix A.





[bookmark: _Toc213877961]Ongoing Support Services
[bookmark: _Toc213877962]Support Access & Hours
	Support Provider & Location of Support
	This section must be read in conjunction with paragraphs 9 (Subcontractors and Third Party Service Providers and 10 (Offshoring of Services or Purchasing Agency Data) of Schedule 1 to Channel Terms – Information Security. 
List and describe the parties that provide ongoing support for the Service and where the support is geographically provided from.
Specify the name(s) of the country/region for all support that is provided outside of New Zealand on a permanent or temporary basis.

	Hours of Service
	Provide information on standard and after hours support applicable to the service.  Be specific for support provided from different regions and which hours are supported in local New Zealand time.



	Subcontractors support 
	☐ Tick if you make use of Subcontractors for the support and/or implementation of your Service.
Details of Subcontractors, including details of services provided outside of New Zealand, must be provided in the Consolidated Schedule of Provider Information Common Across I/T/MS Services Listings document. 
If ticked, provide detailed information regarding your Subcontractors in your Consolidated Schedule of Provider Information Common Across I/T/MS Services Listings document.



	Third Party Service Providers support
	☐ Tick if the Provider is a reseller of the Service or any components of the Service.
Details of Third Party Service Providers whose Services you resell, including details of services provided from outside of New Zealand, must be provided in the Consolidated Schedule of Provider Information Common Across I/T/MS Services Listings document. 
If ticked, provide detailed information regarding the Third Party Service Providers whose Services you resell in your Consolidated Schedule of Provider Information Common Across I/T/MS Services Listings document.  




	Local Fibre Companies
(Telecommunications Channel only)
	☐ Tick if you make use of Local Fibre Companies for the support and/or implementation of your Service.
Details of Local Fibre Companies, including details of services provided outside of New Zealand, must be provided in the Consolidated Schedule of Provider Information Common Across I/T/MS Services Listings document. 
If ticked, provide detailed information regarding your Local Fibre Company in your Consolidated Schedule of Provider Information Common Across I/T/MS Services Listings document.




[bookmark: _Toc213877963]Service Support
	Common service management framework
	☐ Tick if you offer a service management and support framework that applies to multiple Services Listings, including this Services Listing.
If you have ticked the above:
· Insert a web link to an online document or portal that details the framework, or
· Include details in your Consolidated Schedule of Provider Information Common Across I/T/MS Services Listings document and note that in this section of the Services Listing, or
· Provide the title and version of the framework details and advise here how a Purchasing Agency can obtain a copy of the document.



	Default Support Description
	Service Levels offered to agencies are to be specified in Appendix B. Service Levels and Support for both incident management and request fulfilment are mandatory.  This applies to all SKUs or groupings of SKUs offered in the Pricebook.
This section must be read in conjunction with clause 8 of CMA-Part 2 (Channel Terms).
Note that the Purchasing Agency can negotiate and agree in its Subscription Agreement to different service levels than those provided in Appendix B.
Provide the high-level details of the default level of support for the Service here.  
Provide comprehensive detail in Appendix B Service Levels & Support, including:
1. A clear description of what monthly resource support is provided as standard and provided within the SKU pricing with respect to service delivery, governance, technical delivery, architecture, change and administration.
2. A clear description of what monthly resource support is not provided as standard within the SKU pricing.
Services Listing must list the Incident Management Service Levels set out in paragraph 9 of Schedule 2 (which are Base Service Levels), either verbatim or by cross-referring to them, or Superior Service Levels. If the Provider seeks to vary or disapply them for particular Services or in particular circumstances, this should be described here or in Appendix B. Service Levels must be clearly stated for every SKU or grouping of SKUs offered in the Pricebook.
3. Default Service Levels for request fulfilment.  It includes types of Moves, Add and Changes (MACs) and applicable lead time.
· Definition of the priorities
· Response time to capture requirements
· Response time to provide a cost estimate, proposal or variation.
Service Levels must be clearly stated for every SKU or grouping of SKUs offered in the Pricebook.
4. Service Aggregation. Describe which party is responsible for service aggregation in an environment where solution components are supported and provided by several parties that need to work together to ensure service continuity.



	Response to security incidents
	Provide high-level details of your Security Information and Event Management (SIEM) platform and your Security Operations Centre (SOC) here.  
Provide comprehensive detail in Appendix B Service Levels & Support to describe how you use your SIEM platform to identify potential threats, and how you use your SOC to respond to both physical and cyber security incidents.


	Monitoring, management and operational Reporting
	Appendix B Service Levels & Support describes monitoring, management and operational reporting that you provide monthly to the Purchasing Agency.
Provide the details of your monitoring, management and operational reporting in Appendix B.

	Roadmaps
	Appendix B Service Levels & Support describes how you provide the Purchasing Agency with regular visibility of new capabilities, functionality and enhancements scheduled on your service roadmap.
Provide the details of how you provide this information in Appendix B.

	Superior Support Uplifts and Additional Service Levels
	Provide the high-level details of any/all the support uplifts offered over the Default Support for the Service here.  Provide comprehensive detail in Appendix B Service Levels & Support, including description of the Superior Service Levels (if any) and Additional Service Levels that you offer.
Service Levels must be clearly stated for every SKU or group of SKUs offered in the Pricebook.



	Dedicated / partially dedicated support resources
	Describe the approach to the provision of ongoing dedicated/partially dedicated resources (an example is a dedicated Service Delivery Manager) that may be funded by means of a separate SKU.  
Include your approach to providing these resources at a discount or zero costs based on spending thresholds (for a Channel or collectively across several channels) in the Pricebook.
Provide comprehensive detail in Appendix B Service Levels & Support.




	Self-management of the Service

	Describe here, if applicable, at a high-level what level of self-management of the Service can be performed by the Purchasing Agency without the need for professional services support by the Provider.  This applies to your own Services and any Third Party Services you resell. 
Clearly specify any areas of configuration or management of the Service that the Purchasing Agency will not be permitted to perform. 
Provide further details in Appendix B (if relevant and if it will support the Purchasing Agency to better understand your services).

If you are reselling Third Party Services, this section must be read in conjunction with clause 5.4 of CMA-Part 2 (Channel Terms) which addresses the situation where the Purchasing Agency can select Third Party Services via a digital mechanism.


	Service management platform
	Provide high-level detail of your service management platform here and where it is hosted (platform and geographic region).
If relevant, you may refer to information on jurisdictions of Services or parts of Services in your Consolidated Schedule of Provider Information Common Across I/T/MS Services Listings document and note that in this section of the Services Listing.
Describe in Appendix B how it is used to support your Service and if it can be integrated or interoperate with the service management platform and/or security operations of the Purchasing Agency.



	Third Party Service Provider App Store support
	If you support applications subscribed to via a Third Party Service Provider App Store (described in section 1.2), describe in Appendix B:
· How access is managed to the App Store.
· Which party downloads or installs the software for implementation.
· Which party supports the software once implemented.
· Your approach to service management and service levels of the software and implementation.


	Service Limitations, Demarcation, Dependencies and Purchasing Agency Responsibilities
	Appendix B provides information on any relevant and key service limitations, service dependencies and service demarcations.
Provide details in Appendix B (if relevant and if it will support the Purchasing Agency to better understand your services).  Details must include on-premises, application and cloud requirements the Purchasing Agency must provide.




[bookmark: _Toc213877964]Industry Certifications
	Organisational Quality Management Systems Certification
	Provide information on any industry standard or vendor-specific certifications relevant to this Service held by your organisation (e.g. CMMI - Capability Maturity Model Integration).

Note: There is no need to list individual personnel qualifications.

	Managed Services Provider (MSP) Certifications
	Provide information on any industry standard or vendor-specific Managed Server Provider (MSP) certifications or partner tiers relevant to this Service held by your organisation.

Note: There is no need to list individual personnel qualifications.

	Other Relevant Accreditations and Certifications
	Provide high level details on any other Accreditations and Certifications relevant to this Service.
Provide any further detailed information in Appendix B Service Levels & Support.



[bookmark: _Toc213877965]Commercials & Pricing
All ongoing subscription, consumption and support costs are provided in the separate Pricebook (Excel).  No costs shall be included in this Services Listing document. 
	Approach to discounting
	Purchasing Agencies expend public funds and expect Service pricing to take that into account and offer value for money.  
Tick which of the following concessions are supported and can be negotiated with Purchasing Agency (tick all that apply):
☐ Discounting of monthly costs through term commitments (committed periods of time for which a Service will be procured).
☐ Discounting of monthly costs through minimum volume commitments (committed volumes and/or usage per month, year or for the contract term).
☐ Discounting of monthly costs through pre-pay of consumption and support costs (payment of annual costs in advance prior to the commencement of the 12 months or other agreed periods of time).
☐ Discounting of transition or establishment fees (waiving or reduction in fees in exchange for a term or other commitment)
☐ Discounting through price breaks (lower unit rates when monthly consumption exceeds pre-set consumption volumes).
☐ Whole of business discounting (discounting based on total spend of Purchasing Agency with Provider, including services subscribed to outside of Marketplace).
☐ Consideration of Ramp Period (limiting or waiving subscription fees for an agreed period while the Purchasing Agency is migrating to the new Service whilst still incurring costs for the legacy service).
☐ Innovation fund (making available an agreed pool of free or highly discounted professional services that allows the Purchasing Agency to implement and subscribe to new capabilities and services).
Describe the approach to each of the above concessions that you ticked in the relevant sections in the Pricebook (not in this Services Listing document).  
For items not ticked, clearly state “Not offered” in the relevant sections in the Pricebook.
Note that the Provider has the option to only describe their approach to discounting and not list exact values or percentages.
The Purchasing Agency and Provider will agree any actual discounting in their Subscription Agreement based on the unique requirements of the Purchasing Agency.


	SKUs
	All pricing elements in the Pricebook and Professional Rate Card must be referenceable with a unique SKU.  The SKU reference number is unique to all SKUs offered by the Provider across all Marketplace channels.

	Consumption Model and Pricing
	This section must be read in conjunction with clause 12 of CMA-Part 2 (Channel Terms).
Comprehensive detail of the consumption model and pricing of the Service is described in an Excel file named “Pricebook” that is uploaded as a separate document with the Services Listing.
SKU pricing provided in the Pricebook is not fixed all-of-government pricing and can be discounted based on the particular needs and solution design of a particular Purchasing Agency.  Additional SKUs for support of non-standard solutions or implementations can be in the agreement between the Purchasing Agency and Provider.

Describe the consumption models and pricing that applies to the service and its components.  Do not include actual pricing in this Services Listing document, enter pricing into the Pricebook only.
Use of POA will only be permitted on an exception basis and will be subject to approval by Lead Agency.
Provide comprehensive pricing detail of the Service in the Pricebook, including but not limited to:
· Pricing component name and description
· Unit rates
· Calculation of usage (i.e. per configured user, per concurrent user, per logged in user, etc.)
· Any commentary that will help the Purchasing Agency to understand how monthly consumption costs are calculated.


	Service Management & Operational Support Pricing
	Comprehensive detail of the consumption model and pricing of the Service is described in an Excel file named “Pricebook” that is uploaded as a separate document with the Services Listing.
Describe the consumption models and pricing that applies to the Service Management and its components, including the pricing for uplifts over the Default Support.
Provide comprehensive pricing detail of ongoing support of the service in the Pricebook.


	Provider Standard Terms and/or Third Party Service Provider Terms
	☐ Tick if you will be asking the Purchasing Agency to accept Provider Standard Terms (which can only be for access to and use of your own Cloud Service or for the licensing of your own Downloadable Software) and/or Third Party Service Provider Terms for Third Party Service(s) you resell, such as an end user licence agreement.
Provide link(s) to the relevant terms.



	Pricing Examples
	Pricing examples of how the monthly cost of the Service can be calculated are described in the Pricebook.
Complete at least two pricing examples in the Pricebook.  The pricing examples must contain sufficient detail for the Purchasing Agency to calculate the monthly costs for their environment, without support from the Provider. 


	Professional Services
	The content of this Services Listing document does not include pricing and rates for professional services.
A Professional Services Rate Card (separate Excel document) provides the roles and corresponding professional services rates that apply to this Services Listing for, as applicable:
· The transition, implementation and configuration of services
· The support of services during the contract term
· The changes made to services during the contract term - projects, non-standard or complex MACs (moves, add & changes)
· The disengagement of services
· The decommissioning of services

A dedicated Professional Services Rate Card is not required for this Services Listing.  The PS Rate Card (Excel) for each Channel is a common document that provides roles, rates and some commercial commentary that applies to all the Professional Services within each of the Infrastructure Services, Telecommunications Services and Managed Security Services Channels.

The relevant PS Rate Card forms part of each of the following Services Listings:
· Infrastructure Professional Services
· Telecommunications Professional Services
· Managed Security Professional Services

Provide information on your approach to Professional Services and the PS Rate Card as they relate to this service.



	Service Level Credits
	This section must be read in conjunction with clause 8 of CMA-Part 2 (Channel Terms).
☐ Tick to confirm that you offer Service Level Credits to the Purchasing Agency under certain conditions if service levels are not met.  
☐ Tick if the Purchasing Agency will be eligible for Service Level Credits from one or more Third Party Service Providers whose services you resell. 
Provide information on your approach to Service Level Credits in the Pricebook.


	“Try Before You Buy”
	☐ Tick if your Service supports the ability for the Purchasing Agency to assess your Service or components of your Service (such as a “try before you buy” or proof of concept approach) prior to the procurement of your production service.
Provide further details to describe:
· Your approach to “try before you buy” environments.
· How “try before you buy” environments are procured.
· If the Purchasing Agency is expected to pay the Provider for all or part of the Provider professional services, monthly consumption and monthly support costs.
· What limitations apply to “try before you buy” environments
· What your role is in the sourcing and implementation of “try before you buy” environments.
· What the Purchasing Agency role is in the sourcing and implementation of “try before you buy” environments.








[bookmark: _Toc213877966][bookmark: _Hlk193723258]Appendix A: Detailed Service Description & Architecture
	Appendix A is to be used by the Provider to provide details that will help the Purchasing Agency to understand what the Service provides and how it will integrate into the Purchasing Agency environment.
There is no prescribed format for the content provided by the Provider in Appendix A.
Any billable component of the Service can only be offered if it is represented with a SKU (Stock Keeping Unit) in the Pricebook.  Details of individual SKUs or groupings of SKUs can be provided in Appendix A if the description in the Pricebook does not provide sufficient clarity or supporting information. 



Provide the detail that allows the Purchasing Agency to understand the components and architecture of your Service here.
Provider guidance for completing this Appendix A.
Section 1.2 Service Summary & Architecture requires the detail provided in Appendix A to be comprehensive enough for business, technical and service stakeholders from the Purchasing Agency to understand the Service. 
Providers should use the checklist below to ensure that all the required content is provided.  Some of the items may not be relevant to this Services Listing and described as such (as an example – no mobile applications relevant to the Service):
☐ Detail the underlying compute platform(s) and data centre(s) that your service is built on and the specific geographical region(s) that the Service is delivered from.
☐ Detail all the countries where the platforms and data centres are in, including fail-over and back-up locations.
☐ Detail if support for the platforms and data centres is not delivered from the same countries stated above.
☐ Detail the architecture, material parts of the solution (including any that are resold) of the Service and how it interoperates with the Purchasing Agency environment.
☐ Detail of if the service can be shared between business groups within the Purchasing Agency and the level of separation that can be applied between business groups through role-based permissions or other mechanism.
☐ Detail capabilities that are available as Mobile Applications on IOS and/or Android mobile devices.
☐ Detail Desktop Client Applications relevant to the service and how they interoperate with your service.
☐ Detail web portals and user interfaces that are used for use, administration, configuration and support of the Service.
☐ Detail Service AI Tools and associated solution components in this section (if not detailed in the main document).


[bookmark: _Toc213877967]Appendix B: Service Levels & Support
	Appendix B is to be used by the Provider to help the Purchasing Agency to understand how the Service is supported and how it will integrate into the Purchasing Agency environment.
There is no prescribed format for the content provided by the Provider in Appendix B. 
The provision of Service Levels for both Service Impacts and Request Fulfilment is mandatory.
Each SKU or groupings of SKUs offered in the Pricebook must have Service Levels for Service Impacts tabled in this Appendix B.



Providers, please ensure that you provide all the mandatory information required in various sections of this Services Listing in this Appendix B.  The submission of this Services Listing will be rejected if all the required mandatory information is not provided.

Provide the detail that allows the Purchasing Agency to understand the service levels and support of your Service here. 
Provider guidance for completing this Appendix B.
Section 2.2 Service Support requires the detail provided in Appendix B to be comprehensive enough for business, technical and service stakeholders from the Purchasing Agency to understand the Service.  Some of the items may not be relevant to this Services Listing and if so, no detail is required.
[bookmark: _Hlk221199688]Default Support Description (providing this detail in Appendix B is mandatory)
☐ Detail what monthly resource support is provided as standard and provided within the SKU pricing with respect to service delivery, governance, technical delivery, architecture, change and administration.
☐ Detail what monthly resource support is not provided as standard within the SKU pricing. 
☐ Provide the Incident Management Service Levels set out in paragraph 9 of Schedule 2 (which are Base Service Levels) for each SKU or grouping of SKUs offered in the Pricebook.  
☐ Detail the Default Service Levels for request fulfilment for each SKU or grouping of SKUs offered in the Pricebook.  It includes types of Moves, Add and Changes (MACs) and applicable lead times.  Detail includes:
•	Definition of the priorities
•	Response time to capture requirements
•	Response time to provide a cost estimate, proposal or variation.
☐ Detail which party is responsible for service aggregation in an environment where solution components are supported and provided by several parties that need to work together to ensure service continuity. 
Response to security incidents
☐ Detail how you use your SIEM platform to identify potential threats, and how you use your SOC to respond to both physical and cyber security incidents.
Monitoring, management and operational Reporting
☐ Detail your monitoring, management and operational reporting provided monthly to the Purchasing Agency.
Roadmaps
☐ Detail how you provide the Purchasing Agency with regular visibility of new capabilities, functionality and enhancements scheduled on your service roadmap.
Superior Support Uplifts and Additional Service Levels
☐ Detail any/all the support uplifts offered over the Default Support for the Service here, including description of the Superior Service Levels (if any) and Additional Service Levels that you offer.  Service Levels must be clearly stated for every SKU or group of SKUs offered in the Pricebook.
Dedicated / partially dedicated support resources 
☐ Detail the approach to the provision of ongoing dedicated/partially dedicated resources (an example is a dedicated Service Delivery Manager) that may be funded by means of a separate SKU.  
☐ Detail your approach to providing these resources at a discount or zero costs based on spending thresholds (for a Channel or collectively across several channels) in the Pricebook.
Self-management of the Service
☐ Detail what level of self-management of the Service can be performed by the Purchasing Agency without the need for professional services support by the Provider.  This applies to your own Services and any Third Party Services you resell.
☐ Detail any areas of configuration or management of the Service that the Purchasing Agency will not be permitted to perform. 
Service management platform
☐ Detail your service management platform here and where it is hosted (platform and geographic region).
☐ Detail how it is used to support your Service and if it can be integrated or interoperate with the service management platform and/or security operations of the Purchasing Agency.
Third Party Service Provider App Store support
☐ Detail the following:
•	How access is managed to the App Store.
•	Which party downloads or installs the software for implementation.
•	Which party supports the software once implemented.
Service Limitations, Demarcation, Dependencies and Purchasing Agency Responsibilities
☐ Detail any relevant and key service limitations, service dependencies and service demarcations.  Details must include on-premises, application and cloud requirements the Purchasing Agency must provide.
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