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PURPOSE OF POLICY

The aim of this policy is to provide a set of principles, practices and functions for
service level management between ICT and the Municipality that is aligned to the
Municipal ICT Governance Policy.

OBJECTIVE OF POLICY

The objective of the policy is to align the ICT strategic goals and objectives with
the Municipality’s strategic goals and objectives. Additionally the policy creates
visibility of ICT services being provided to the Municipality, thereby allowing for
better and improved management of services.

SCOPE

This [CT Service Level Agreement Policy has been developed to guide and assist
municipalities to be aligned with internationally recognised best practice
standards. This policy applies to the Municipal Manager and the ICT Manager
involved in setiing and managing service levels between ICT and the Municipality.

This policy is regarded as being crucial to the operation and security of ICT
systems of the Municipality. Municipalities must develop their own Service Level
Agreement Management controls and procedures by adopting the principles and
practices put forward in this policy.
The policy covers the following elements of service level agreement management
between ICT and the Municipality:

o Agreement between ICT and the Municipality; and

e Service management.

POLICY DEFINITION

ICT = Information Communication Technology

SLA - Service Level Agreement

IBP — Integrated Development Plan

SDBIP — Service Delivery and Budget Implementation Plan
VPN — Virtual Private Network

WiFi — Wireless Fidelity

LAN — Local Area Network

[SP — Internet Service Provider

WAN — Wild Area Network

E-mail — Electronic




5. LEGISLATIVE FRAMEWORK

The policy was developed with the legislative environment in mind, as well as to leverage
internationally recognised [CT standards.

The following legislation, among others, were considered in the drafting of this policy:

5.1 Constitution of the Republic of South Africa Act, Act No. 108 of 1986

5.2 Copyright Act, Act No. 98 of 1978.

5.3 Electronic Communications and Transactions Act, Act No. 25 of 2002.

5.4 Minimum Information Security Standards, as approved by Cabinet in 1996.
5.6 Municipal Finance Management Act, Act No. 56 of 2003.

5.7 Municipal Structures Act, Act No. 117 of 1898.

5.8 Municipal Systems Act, Act No. 32, of 2000.

5.9 National Archives and Record Service of South Africa Act, Act No. 43 of 1996.
540 Promotion of Access fo Information Act, Act No. 2 of 2000.

5.11 Protection of Personal Information Act, Act No. 4 of 2013.

512 Regulation of Interception of Communications Act, Act No. 70 of 2002.

6 POLICY PROCEDURE

Mbhashe Local Municipality uses ICT services, applications, tools and / or ICT
Infrastructure on a daily basis to achieve its strategic goals and objectives. It is
therefore important for the ICT function to understand the Municipality’s requirements
in respect of ICT services in order to manage ICT services within the environment.
This is referred to as Service Level Management between ICT and Mbhashe Local
Municipality.

7 GENERAL POLICY PROVISIONS

7.1 ADMINISTRATION OF POLICY

The ICT Manager or service provider/vendor is responsible for maintaining
this policy. The policy must be reviewed by the ICT Steering Committee on
an annual basis and any changes approved by the Councit.

7.2 AGREEMENT BETWEEN ICT AND MBHASHE LOCAL
MUNICIPALITY

The ICT Manager must create a catalogue of all ICT services and
standardised applications and technologies required to deliver such ICT
services. The register must include a description of the service, how it is
delivered, the cost, the frequency, response time and minimum service levels.

The ICT Manager must review the [CT services with all directorates on an
annual basis to ensure that the service still meets their requirements.

The ICT Manager must review the IDP and SDBIP with the all directorates on
an annual basis to highlight opportunities to exploit ICT technology. During

pg. 4




pg. 5

which, the ICT Manager must update the catalogue of ICT services with the
decisions made during these sessions.

The ICT Manager must establish baselines to measure performance of each
ICT service.

7.3 SERVICE MANAGEMENT

e The catalogue of ICT services must be transiated into staff performance
agreements.

o The ICT Manager must collect data to determine if the [CT services are
delivered successfully.

o The ICT Manager must deliver a report on the ICT service levels to the
ICT Steering Committee at every committee meeting.

e Actions plans must be identified by the ICT Manager for performance
issues and agreed with the ICT Steering Committee.

e The ICT Steering Committee must monitor the resolution of the agreed
actions.

s The [CT Steering Committee may grant a reduction in response time and
minimum service levels for ICT services if they are not feasible or cost
effective.




8 PROCEDURES FOR IMPLEMENTING POLICY

8.11CT SERVICE CATALOGUE
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9 POLICY GOVERNANCE

Policy Governance

INFORMATION COMMUNICATION TECHNOLOGY
SERVICE LEVEL AGREEMENT MANAGEMENT
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Policy Version
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