OIT Office Assistants Resource Management  

Service Level Expectations

Effective:  August  2008
Normal Business Hours:
· Monday-Friday       8:30 AM - 5 PM
Point of Contacts
Viola Sellman (x73000) and Annalee Antalan (x73017), Office Assistants 
Leslie Clark, OITB Building and Events Coordinator

Front-line Customer Service 
	Priority
	Description
	Business Hours Response Time
	After Hours Response Time

	High
	· Receive and greet all guests, vendors, and internal/external department staff.
· Process all walk-in information requests received from faculty, staff, students, and general public.
	Within 1 minute

Within 10 minutes
	NA



	Medium
	· Handle all internal and external telephone inquiries for information.
· Process all email and U.S. mail information requests.


	Within 5 minutes for “in-house” information, within 
10 minutes for “out-side department information.
Within 24 business hours of the received request.  
	Next business day



Note:

· Response time commitments do not promise a completed answer/project within the stated time frames. 
· Response times shown represent maximum response expectations.

· Response times can be expected 80% of the time that the service is requested.
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Meeting and Event Services

	Priority
	Description
	Business Hours Response Time
	After Hours Response Time

	High
	Schedule OITB conference rooms:  

· Phone request

· Email request

· Voicemail request
	Within 5 minutes 

Within 1 hour

Within 1 hour


	Next business day

Next business day



	Medium
	Process catering requests:

· Acknowledge request

· Have budget approved, finalize menu and forward request to appropriate department

· Follow-up for changes/delivery times and set-up location


	Within 4 hours

1 business day

1st follow-up 7 business days before event, 2nd follow-up, 48 hrs before event, 3rd follow-up 24 hrs before event
	Next business day, if request is received via email/voicemail after normal business hours




Note:

· Response time commitments do not promise a completed answer/project within the stated time frames. 
· Response times shown represent maximum response expectations.

· Response times can be expected 80% of the time that the service is requested
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Building and Facility Services

	Priority
	Description
	Business Hours Response Time
	After Hours Response Time

	High
	· Disseminate resident building work orders to property management.
· Place service calls for OITB equipment.
· Security/Keycard requests

· Badge Requests
	Within 5 minutes of request
Within 30 minutes of notification
Within 1 hour of notification
Within 24 hours of notification

	Next business day
Next business day

Next business day
2 business days

	Medium
	· Vendor and contracted service requests
· Reorder, restock supplies

	Within 2 hours of email receipt
Within 24 hours of “out-of-stock” notification


	Next business day
Next business day


	Low
	· Schedule Campus canteen and galley vendors.
· Conduct OITB supply storage room audits.
	Within 24 business hours of “out-of-stock” notification 

Weekly basis 
	Next business day




Note:

· Response time commitments do not promise a completed answer/project within the stated time frames. 
· Response times shown represent maximum response expectations.

· Response times can be expected 80% of the time that the service is requested.
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Administrative Services
	Priority
	Description
	Business Hours Response Time
	After Hours Response Time

	High
	· Maintain front desk calendar-Enter updates, daily agenda postings, and changes.
· Provide back-up admin support to Office of the CIO, IT-HR and  Building Coordinator 

	Within 5 minutes

As designated by project leader


	

	Medium
	· Reprographic and binding services

· Filing and purging of information 


	As designated by project leader

Within 24 hours
	

	Low
	· Send OITB broadcast emails/updates

	Within 4  hours of information receipt

	Next business day



Note:

· Response time commitments do not promise a completed answer/project within the stated time frames. 
· Response times shown represent maximum response expectations.

· Response times can be expected 80% of the time that the service is requested.
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Emergency Services/Security

	Priority
	Description
	Business Hours Response Time
	After Hours Response Time/College Holidays

	High
	Emergency Response Information Technology 3rd floor conference area
· Mail/Workroom  3rd floor       

· Supply Room, 3rd floor 

· (304) Conference Room 

· (308) Conference Room
· (309) Conference Room
· Kitchen 3rd floor

	Within 1 minute of alarm/evacuation notice 
	Within 2 hours of emergency notice (based on level of alert- weather, road, and safety conditions)




Note:

· Response time commitments do not promise a completed answer/project within the stated time frames. 
· Response times shown represent maximum response expectations.

· Response times can be expected 80% of the time that the service is requested.

