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Introduction
This document provides a high level outline of the key GPSoC Service Levels and gives a summary of the impacts and benefits of the Service Levels from a user and PCT perspective. 
Suppliers and NHS CFH will monitor performance to ensure that all services and support functions are provided to a sufficient extent that meets contractual service levels and user expectations, and will endeavour that any performance issues are addressed appropriately. Service Level targets may vary depending on the level of GPSoC Service received
Performance is monitored and measured for: (1) Helpdesk Support, (2) Availability of GPSoC Services, (3) Resolution and Management of Service Failures, (4) GPSoC Service Response Times. 
1. Helpdesk Support





Suppliers will provide users with a professional helpdesk facility to act as a single point of contact for any service issues users or PCTs may have. The Supplier Helpdesk will provide users with the option to contact them via telephone or email, and will be available during the following hours:


· 07:30 – 19:00 Monday – Friday (excluding public holidays) 
· 09:00 – 13:00 Saturday (excluding public holidays)

· Email service available 24x7 including public holidays

The Helpdesk is focused on providing a quality service to all users and will make every effort answer calls and respond to emails as quickly as possible; Suppliers are required to resolve 80% of all issues within 1 hour which ensures technical resource are focused to resolve issues on the Helpdesk without having to assign work elsewhere. This approach provides users with an enhanced experience and establishes the Helpdesk function as a key element in the Supplier’s seamless support for GPSoC services. 

The Helpdesk is responsible for the end-to-end management and resolution of all issues raised to it regardless of where actual technical ownership resides. This provides users and PCTs with a single support contact for all GPSoC service issues. An issue will only be accepted as resolved by the Supplier once the Helpdesk has confirmed resolution to the satisfaction of the user(s) that originally reported the issue.
Key Helpdesk Service Levels
GPSoC Services Hosted to NHS CFH Standards 
	Metric
	Detail
	Target

	Call Answer Time
	% of calls answered within ’X’ seconds. The % of calls answered is required to be achieved every day.
	90% <= 180 seconds and;
	99.5% <= 270 seconds

	Email Support
	% of emails Logged from time of Receipt. The % of emails Logged is required to be achieved every day.                                  
	90% <= 30 minutes

	All Severities Fix Time
	Monthly % of all Service Failures of all severities resolved.
	80%<= 1 Hour


GPSoC Services Not Hosted to NHS CFH Standards 

	Metric
	Target

	Call Answer Time
	90% <= 210 seconds and;
	99.5% <= 300 seconds

	Email Support
	90% <= 2 Hours

	All Severities Fix Time
	70%<= 1 Hour


Local Server Based GPSoC Services
	Metric
	Target

	Call Answer Time
	90% <= 210 seconds and;
	99.5% <= 300 seconds

	Email Support
	90% <= 2 Hours

	All Severities Fix Time
	65%<= 1 Hour


2. Availability of GPSoC Services
GPSoC Services must be available and performing suitably to allow Practices to function correctly. Suppliers will achieve this by limiting and managing the downtime on their services caused by service failures. 
The availability and performance of all service functionalities will be monitored during Core Hours (when the provision of service is deemed to be critical for GP services) and Non-Core Hours for all GP Practices.
Planned downtime (via CFH approved system changes) is managed and monitored separately, however it can affect a Supplier’s service availability. Suppliers are permitted some to allow them to manage and maintain their technical infrastructure. System Changes will be managed via an NHS CFH approved Change Management process that will engage relevant PCTs to ensure that any necessary service downtime is minimised and scheduled appropriately (during Non-Core hours.)
Availability is managed and monitored for all GP Practices receiving GPSoC Services. Suppliers providing GPSoC Services Hosted to NHS CFH Standards should monitor Service Performance automatically using bespoke Service Monitoring applications; Suppliers who provide Local Server Based Services and Services Not Hosted to NHS CFH Standards may monitor Service Performance by exception using data based on user notification of service failures.
Key Availability Service Levels
GPSoC Services Hosted to NHS CFH Standards 

	Core Hours Availability 
	99.9%

	Non-Core Hours Availability 
	98.9%


These targets equate to less than 20 minutes service downtime a month during core hours per GP Practice. (Approximate - Based on an average 30 day month) 

Local Server Based GPSoC Services and Services Not Hosted to NHS CFH Standards 

	Core Hours Availability 
	98%

	Non-Core Hours Availability 
	97%


3. Resolution and Management of Service Failures



Suppliers are responsible for the resolution of service failures that impact the GPSoC Services they provide. Service Failures are assigned a Severity Level depending on the impact and urgency of the failure, and the Severity Level determines the target resolution time; all Service Failures must be resolved within target without exception.
Critical Service Failures (Severity 1 and 2) will be managed during both core and non-core hours; Suppliers will ensure that appropriate resource is constantly available to manage critical failures. Severity 3, 4 and 5 Service Failures are managed during core hours only.

Management of a Service Failure can only start when the Supplier’s Helpdesk has been made aware of the failure (either by a user contacting the Helpdesk, or by automated Service Monitoring applications); users should inform the Supplier’s Helpdesk immediately of any potential Service Failures they are experiencing.

A Supplier can only record a Service Failure as being resolved once the appropriate user(s) have confirmed that service has been restored to the expected standards. Suppliers may implement temporary fixes to resolve Service Failures, but will always plan and implement subsequent permanent fixes to minimise further/future impact on users caused by the same or similar issues.
Key Service Failure Management Service Levels
GPSoC Services Hosted to NHS CFH Standards 

	Severity Level
	Target
	Example of Severity Level

	1
	<2 Hours
	Critical Failure of GPSoC Services affecting multiple Practices

	2
	<4 Hours
	Critical Failure of GPSoC Services affecting multiple users

	3
	<16 Hours
	Critical Failure of GPSoC Services affecting a single user

	4
	<48 Hours
	Failure of Non-Critical GPSoC Services for multiple/single users

	5
	<144 Hours
	Non-Failure related Service Issues and Requests


Applying these targets indicates that the loss of any critical GPSoC service functionality at any GP Practice must be resolved within 2 hours.

Local Server Based GPSoC Services and Services Not Hosted to NHS CFH Standards
	Severity Level
	Target

	1
	<= 3 Hours

	2
	<= 6 Hours

	3
	<= 48 Hours

	4
	<=72 Hours

	5
	<=216 Hours


4. GPSoC Service Response Times

Suppliers are required to monitor and manage GPSoC system transaction times to ensure that system performance meets contractual targets and user expectations.

For GPSoC Services Hosted to NHS CFH Standards all system transactions are automatically monitored against targets  (using a Service Monitoring application) and any performance degradation will initiate service improvement activity from the Supplier.
Transactions times for Local Server Based GPSoC Services and GPSoC Services Not Hosted to NHS CFH Standards may be monitored by exception only, using information taken from the Helpdesk and Service Failure Management. Users are not expected to actively evaluate system performance against targets, however any perceived degradation in system performance should be reported to the Supplier Helpdesk to ensure that the issue will be investigated and that any potential service failure will be resolved.

5. Reporting

PCTs will receive regular reporting detailing Service Performance; this includes monthly and quarterly Performance Monitoring Reports that detail performance against all service levels to a PCT and GP Practice level. PCTs will also receive invites to attend monthly Supplier Service Reviews with Supplier and NHS CFH representatives.
6. Further Information

Further information on GPSoC Services and can be found at:
http://www.connectingforhealth.nhs.uk/systemsandservices/gpsupport/gpsoc
Or in the contractual Service Level Specification document:
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