ReaderTT.config = {"pagecount":19,"title":"","author":"","subject":"","keywords":"","creator":"Acrobat PDFMaker 18 for Word","producer":"Adobe PDF Library 15.0","creationdate":"D:20180131104341-05'00'","moddate":"D:20180131104346-05'00'","trapped":"","fileName":"document.pdf","bounds":[[935,1210],[935,1210],[935,1210],[935,1210],[935,1210],[935,1210],[935,1210],[935,1210],[935,1210],[935,1210],[935,1210],[935,1210],[935,1210],[935,1210],[935,1210],[935,1210],[935,1210],[935,1210],[935,1210]],"bookmarks":[{"title":"Definition of Service Level Agreement","page":4,"zoom":"XYZ 79 1127 0"},{"title":"Goal","page":4,"zoom":"XYZ 79 977 0"},{"title":"Provider of Services","page":4,"zoom":"XYZ 79 850 0","children":[{"title":"Customer Support","page":4,"zoom":"XYZ 79 722 0"},{"title":"Client Computing","page":4,"zoom":"XYZ 79 606 0"},{"title":"Server Computing","page":4,"zoom":"XYZ 79 472 0"},{"title":"Application Development","page":4,"zoom":"XYZ 79 336 0"}]},{"title":"Users of Services","page":5,"zoom":"XYZ 79 1127 0"},{"title":"Hours and Contact Methods","page":5,"zoom":"XYZ 79 757 0","children":[{"title":"Standard Support Hours","page":5,"zoom":"XYZ 79 718 0"}]},{"title":"FIS Technical Services Contact Methods","page":5,"zoom":"XYZ 79 582 0","children":[{"title":"FIS Support Portal","page":5,"zoom":"XYZ 79 417 0"},{"title":"FIS Support Chat","page":5,"zoom":"XYZ 79 210 0"},{"title":"FIS Emergency Support Hotline","page":6,"zoom":"XYZ 79 1127 0"},{"title":"FIS After Hours Critical Support Hotline","page":6,"zoom":"XYZ 79 999 0"}]},{"title":"Ticket Prioritization","page":6,"zoom":"XYZ 79 533 0","children":[{"title":"Urgency","page":7,"zoom":"XYZ 79 1127 0"},{"title":"Impact","page":7,"zoom":"XYZ 79 776 0"},{"title":"Priority","page":7,"zoom":"XYZ 79 598 0"}]},{"title":"Service Catalog","page":8,"zoom":"XYZ 79 892 0"},{"title":"System Reliability and Changes","page":8,"zoom":"XYZ 79 452 0","children":[{"title":"Maintenance and Changes","page":8,"zoom":"XYZ 79 406 0"},{"title":"Commitments for Service","page":9,"zoom":"XYZ 79 791 0"}]},{"title":"Service Goals","page":9,"zoom":"XYZ 79 583 0","children":[{"title":"Request Submission Response Rate","page":9,"zoom":"XYZ 79 453 0"},{"title":"Ticket Resolution Time","page":9,"zoom":"XYZ 79 371 0"},{"title":"Overall Satisfaction","page":10,"zoom":"XYZ 79 1127 0"},{"title":"Server Reliability","page":10,"zoom":"XYZ 79 1040 0"},{"title":"Client Computer Upgrades","page":10,"zoom":"XYZ 79 933 0"}]},{"title":"Disaster Recovery","page":10,"zoom":"XYZ 79 849 0","children":[{"title":"Disaster Events and Disaster Recovery","page":10,"zoom":"XYZ 79 803 0","children":[{"title":"Business Continuity and Disaster Recovery","page":10,"zoom":"XYZ 79 601 0"},{"title":"Media Storage","page":10,"zoom":"XYZ 79 326 0"}]}]},{"title":"User Access","page":11,"zoom":"XYZ 79 1127 0","children":[{"title":"Network Account","page":11,"zoom":"XYZ 79 1054 0"},{"title":"Email Account","page":11,"zoom":"XYZ 79 847 0"},{"title":"Account Modifications","page":11,"zoom":"XYZ 79 656 0"},{"title":"Account Maintenance and Deletion","page":11,"zoom":"XYZ 79 527 0"}]},{"title":"Standard Hardware and Software","page":12,"zoom":"XYZ 79 1127 0","children":[{"title":"Standard Hardware","page":12,"zoom":"XYZ 79 1020 0","children":[{"title":"Hardware Life Cycle","page":12,"zoom":"XYZ 79 757 0"},{"title":"Energy Savings","page":12,"zoom":"XYZ 79 559 0"}]},{"title":"Standard Software","page":12,"zoom":"XYZ 79 375 0"}]},{"title":"Non-Standard Hardware and Software","page":13,"zoom":"XYZ 79 1127 0"},{"title":"Major Application Solutions","page":13,"zoom":"XYZ 79 699 0","children":[{"title":"FIS Custom Solutions","page":13,"zoom":"XYZ 79 647 0"},{"title":"Registered Copyrights","page":14,"zoom":"XYZ 79 1127 0"},{"title":"Third Party Solutions","page":14,"zoom":"XYZ 79 855 0"}]},{"title":"Reporting and Surveying","page":15,"zoom":"XYZ 79 1127 0","children":[{"title":"Reporting","page":15,"zoom":"XYZ 79 1095 0"},{"title":"Surveying","page":15,"zoom":"XYZ 79 954 0"}]},{"title":"Appendix A","page":16,"zoom":"XYZ 79 1127 0","children":[{"title":"Vendor Support and Underpinning Contracts","page":16,"zoom":"XYZ 79 1095 0","children":[{"title":"Microsoft Premier Support","page":16,"zoom":"XYZ 79 1046 0"},{"title":"Microsoft Premier Support for Developers","page":16,"zoom":"XYZ 79 777 0"},{"title":"Dell Limited Warranty","page":16,"zoom":"XYZ 79 572 0"},{"title":"Dell Accidental Damage Service","page":17,"zoom":"XYZ 79 1063 0"},{"title":"VMware Business Critical Support","page":17,"zoom":"XYZ 79 540 0"}]}]},{"title":"Appendix B","page":18,"zoom":"XYZ 79 1127 0","children":[{"title":"Professional Certifications","page":18,"zoom":"XYZ 79 1095 0"},{"title":"Awards and Recognition","page":19,"zoom":"XYZ 106 1100 0"}]}],"thumbnailType":"jpg","pageType":"html","pageLabels":[]};
