An Garda Siochidna

Freedom of Information Office,
An Garda Siochana, Athlumney House,

Oifig Saorala Féisnéise,
An Garda Siochédna, Teach ath Luimnigh,

Larionad Gné Udaras Forbartha Tionscail, IDA Business Park,
Baile Shedin , An Uaimh, Johnstown, Navan,
Contae na Mi. Co Meath,
C15 DR90 C15 DR90
Teileafén/Tel: (046) 9036350 Léithrean Gréasain/Website:
www.garda.ie
Bi linn/Join us a Riomh-phoist:/Email: foi@garda.ie
Re: Freedom of Information Request FOI-000088-2018
Request Part-Granted
Dear

I refer to your request, dated 15™ February 2018 and received on 16" February 2018 which you
have made under the Freedom of Information Act 2014 (FOI Act) for records held by An Garda

Siochana.

Part 1(n) of Schedule 1 of the FOI Act states that An Garda Sfoch4na is listed as a partially
included agency “insofar as it relates to administrative records relating to human resources,
or finance or procurement matters”. Therefore, only administrative records that relate to human
resources, finance or procurement shall be considered.

Your request sought:

 The contract between An Garda Siochana and the company Accenture for the provision
of Skilled Resources, technical and support of ICT systems 1 January 2015 — 31
December 2015,

® The contract between An Garda Siochana and the company Accenture for the provision
of Skilled Resources, technical and support of ICT systems 1 January 2016 — 31
December 2016;

* The contract between An Garda Siochana and the company Accenture for the provision
of Skilled Resources, technical and support of ICT systems 1 January 2017 — 31
December 2017,
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® The contract between An Garda Siochana and the company Accenture for the Provision
of technical and migration resources to upgrade the Garda desktop estate to Windows
7 (Project Initiation Document — Windows 7 Migration Project)(2014),

o The contract between An Garda Siochana and the company Accenture for the provision
of technical resources to upgrade the Garda email environment to Exchange 2010
(Project Initiation Document — Exchange 2010 Upgrade Project)(2015);

e The contract between An Garda Siochana and the company Accenture for the provision
of a technical team to implement VMware Airwatch mobility management system
(Project Initiation Document — Enterprise Mobile Management)(2016).

[ wish to inform you that I have decided to part-grant your request on 16" April 2018.
The purpose of this letter is to explain my decision.
1. Findings, particulars and reasons for decision

Upon receipt, your request was forwarded to the IT Section within An Garda Siochéana where
a number of records have been identified and provided to this office. I am partially granting a
number of records which are contained within the contract with Accenture Limited.

A third party consultation was conducted with Accenture Limited due to the fact that content
of the contract referenced certain information that was considered commercially sensitive
and/or personal information. Prior to releasing the contract details, the views of Accenture
Limited were sought and their response considered in conjunction with the legislative
provisions of the FOI Act.

A number of redactions have been applied to the records enclosed herewith and the reasons for
these redactions are outlined in the attached Schedule of Records.

Part 1(n) of Schedule 1

Section 6(2)(a) of the FOI Act provides that an entity specified in Schedule 1, Part 1 of the
Act shall, subject to the provisions of that Part, be a public body for the purposes of the FOI
Act. Schedule 1, Part 1 contains details of bodies that are partially included for the purposes
of the FOI Act and also details of the certain specified records that are excluded. If the records
sought come within the description of the exclusions of Part 1, then the FOI Act does not
apply and no right of access exists.

Part 1(n) of Schedule 1 of the FOI Act provides that An Garda Siochéna is not a public body
for the purposes of the FOI Act other than in relation to administrative records relating to
human resources, or finance or procurement matters.

The term “administrative records” is understood to mean records relating to the processes of
running and managing a business or organisation. I am therefore refusing the records as
outlined in the attached schedule of records as the information falls outside the scope of the
FOI Act insofar as the records do not meet the criteria of administrative records as defined in
the Act.
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Commercially Sensitive Information — Section 36
Section 36 of the FOI Act is provided below.

Commercially sensitive information
36. (1) Subject to subsection (2), a head shall refuse to grant an FOI request if the
record concerned contains—

(a)  trade secrets of a person other than the requester concerned,

(b)  financial, commercial, scientific or technical or other information
whose disclosure could reasonably be expected to result in a
material financial loss or gain to the person to whom the
information relates, or could prejudice the competitive position of
that person in the conduct of his or her profession or business or
otherwise in his or her occupation, or

(c) information whose disclosure could prejudice the conduct or
outcome of contractual or other negotiations of the person to whom
the information relates.

I am also satisfied that the release of redacted information as set out in the attached schedule of
records of the enclosed contracts contains trade secrets that could prejudice the competitive
position of Accenture and is deemed commercially sensitive in accordance with the provisions
of Section 36 of the FOI Act. The business processes and methods, operational processes and
pricing structure of Accenture with regard to the services provided to An Garda Sioch4na is not
known to competitors or the public in general and if the record were made available to you, it
is reasonable to expect that it would prejudice the ability of Accenture to compete in other
contracts or negotiations in the future.

Accenture’s present customers may become aware of a difference in pricing structures being
offered to An Garda Siochéna, if applicable, which could in turn prejudice any current or future
negotiations with these customers.

Itis not unreasonable, in my opinion, to believe that the release of information regarding pricing
structures, methodology for delivering on the contract provisions, their process of analysis of
what the contract required and their proposal to meet those requirements could have negative
commercial consequences for Accenture, thereby prejudicing its competitive position. The
release of such information should be seen in the context of the very limited number of
companies who could respond to an RFT for the provisions of resources to augment the skilled
resources team to support the establishment and operation of the Strategic Transformation
Office within An Garda Siochdna. It is therefore a very limited market requiring expert
knowledge and the release of the redacted commercially sensitive information would be of
benefit to Accenture’s competitors.

I am conscious that the disclosure of information via an FOI request is a disclosure to the world
at large. The references to pricing structures and hourly rates are particularly sensitive and will
give an insight into the business affairs of Accenture that competitors would otherwise be
without. Again, I am of the opinion that it is not unreasonable and in fact more likely than not,
to believe that the result of releasing such harmful information will be twofold: (1) prejudicial
to the competitive position of Accenture in current and ongoing contractual obligations and (2)
obtaining business information which will be to the advantages of competitors.
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Therefore, I am partially refusing this document as outlined above under the provisions of
section 36(1)(a), 36(1)(b) & 36(1)(c) as they contain commercially sensitive information.

Public Interest Test
There is a Public Interest Test associated with section 36 of the FOI Act whereby my decision
must be made having fully considered the public interest relevant to this request.

I have considered the public interest issues which arise in this case and have taken account of
the following factors in favour of release:

e Ensuring openness and transparency of organisational functions to the greatest possible
extent.

e The public interest in members of the public exercising their rights under the FOI Act.
That there is more than just a transitory interest by the public in this information being
released.

e The right to commercial confidentiality is outweighed by the needs of the public
regarding the expenditure of public funds by a public body.

In considering the public interest factors which favour withholding the records I have taken
account of the following:

e Allowing a public body to hold commercial information without undue access by
members of the public.

e The best course of action which is in the public interest with regard to these records.

e That An Garda Siochana can conduct its business with external contractors in a
confidential manner.

e That there is a reasonable and implied expectation by contractors that financial
information pertaining to services provided will be held in a confidential manner.

e That there is no overriding public interest that outweighs the right to privacy by an
individual or in this case the financial activities of a service provider.

Having balanced the public interest factors both for and against the release, I decided that the
public interest in preserving the information and the reasonable expectation that information
can be maintained by An Garda Siochana without prejudicing future financial endeavors by
external service providers outweighs the public interest which would be served were the records
released to you.

I have considered the provisions of section 36(2) and decided that they do not have any bearing
on the decision as the overriding interest is to protect the sensitive commercial and financial
information in this case.

Personal Information, Section 37.

Furthermore, in relation to the redaction on page 20 under heading 6.1 Project Team on the
Schedule of Records, I am also satisfied that this information is of a personal nature in
accordance with the provisions of section 37 of the FOI Act.

I am conscious of my obligations to retain personal information in a confidential and secure
manner and prevent personal information from being released into the public domain
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unnecessarily. Personal information is defined at section 2 of the FOI Act and includes the
following.

Section 2 — Interpretation

2 (1) In this Act—
"personal information" means information about an identable individual that,
either--
(a) would, in the ordinary course of events, be known only to the individual or members
of the family, or friends, of the individual, or
(b) is held by an FOI body on the understanding that it would be treated by that body as
confidential,
and without prejudice to the generality of the foregoing, includes -

(iii) information relating to the employment or employment history of the individual.

I am refusing to provide the information contained within this specific record as redacted as I
believe that it would be considered a breach of the confidentially upon which the information
is being held by the Garda Organisation. The release of this information, which is specific to
an individual(s), will allow for a person to become more identifiable and possibly named in
the public domain. I wish to draw your attention to the decision of the Office of the Information
Commissioner in respect of the matter. In Mr X and the Health and Safety Authority Case No
020436 it was held that the name and position of an employee with a private company
constituted information relating to the employment of the individual. I am therefore applying
Section 37(1) Personal Information which states:

Section 37 - Personal Information

37 (1) Subject to this section, a head shall refuse to grant an FOI request if, in the
opinion of the head, access to the record concerned would involve the disclosure of
personal information (including personal information relating to a deceased
individual).

There is a Public Interest Test applicable to section 37 of the FOI Act.

Public Interest Test

As per section 37 of the FOI Act I have considered the public interest issues which arise in this
case and have taken account of the following factors in favour of release:

e Ensuring openness and transparency of organisational functions to the greatest possible
extent,

e The public interest in members of the public exercising their rights under the FOI Act,
That there is more than just a transitory interest by the public in this information,

e The right to privacy is outweighed by the needs of the public.

In considering the public interest factors which favour withholding the records I have taken
account of the following:

e Allowing a public body to hold personal information without undue access by members
of the public,
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e The public interest is not best served by releasing these records,
That the Organisation can conduct its business in a confidential manner,

e That there is a reasonable and implied expectation by service providers that personal
information will remain confidential,

o That there is no overriding public interest that outweighs the individual's right to privacy.

A public interest test was carried out when considering the release of the personal
information but having balanced the factors both for and against the release, I decided that
the public interest in preserving the personal information and the reasonable expectation
that information can be maintained in a confidential manner by An Garda Siochana
outweighs the public interest which would be served were the records released to you.

2. Right of Appeal

In the event that you are not happy with this decision you may seek an Internal Review of the
matter by writing to the address below and quoting reference number FOI-000088-2018.

Freedom of Information Office, An Garda Siochdna, Athlumney House, IDA Business
Park, Navan, Co. Meath, C15 DR90.

Please note that a fee applies. This fee has been set at €30 (€10 for a Medical Card holder).
Payment should be made by way of bank draft, money order, postal order or personal cheque,
and made payable to Accountant, Garda Finance Directorate, Garda Headquarters, Phoenix
Park, Dublin 8.

Payment can be made by electronic means, using the following details:

Account Name: Garda Siochana Finance Section Public Bank Account
Account Number: 10026896

Sort Code: 900017

IBAN: IE86BOFI90001710026896

BIC: BOFIIE2D

You must ensure that your FOI reference number FOI-000088-2018 is included in the
payment details.

You should submit your request for an Internal Review within 4 weeks from the date of this
notification. The review will involve a complete reconsideration of the matter by a more senior
member of An Garda Siochana and the decision will be communicated to you within 3 weeks.
The making of a late appeal may be permitted in appropriate circumstances.

Please be advised that An Garda Siochana replies under Freedom of Information may be
released in to the public domain via our website at www.garda.ie

Personal details in respect of your request have, where applicable, been removed to protect
confidentiality.

OLCINE and security services with the trust, cor




Should you have any questions or concerns regarding the above, please contact me by telephone
at (046) 9036350.

Yours sincerely,

S SUPERINTENDENT
HELEN DEELY
FREEDOM OF INFORMATION OFFICER

gl
/6" APRIL, 2018.
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J1/06/2014

supt. Denis Ferry

LT. Section,

An Garda Siochidnz Headquarters,
rioenix Park,

Duolin 8

Res Agreement for the provision of technical resources to augmant the Skilled Resources tears to
implernent and support the deployment of Windows 7 Sor An Garda Siochana,

1 Background

This Project Dacument is governed by the Services Agreement between the Commissioner of An Garda
Siochana and Accenture dated 247 August 2009 {"The Agreement”). The provisions of the Agreement shali
apply hereto, and all canitalised terms used herein shall have the meganing set out in the Agreement, unless
otherwise indicated herein.

This I'roject Docurment dutlines the scope of the sarvices and the roles and responsibilities of both Accentare
ard An Garda S'uchdna in refation to provision of Services to An Garda Siochana IT section in relation ta tha
migration of the Garda deshiop estale from the Windows XP to Windows 7 operating system (“The Project”)
‘Lalso provides further detail Lo that nrovided in Agreement.




2 Objectives

Support with Microsoft for the Windows XP desktop operating system ended on the 8 Apri 2014, To
reduce the visks associated with the retiement of support, An Garda Siochana has entered into a Custom
Support Agreement {CSA) with iicrosoft. This agreement wil! allow An Garda Siochéna to receive critical
secunity patching rom Micresoft until Agril 2015. However this does not fully mitigate the risks to the
organisation of being out of standard support. To address these risks An Garda Slochana is implemeanting a
plan t: migrate ait deskiops from the Windows XP to Windows 7 onerating system,

The provision of ihe services described in this Project Document aims to support An Garda Siochana’s [T
seclion with the provision of skilled technical resources to cz rry out certain activities, described more fully in
tie- folowing sectiors to complete the migration of the Garde desktop estate from Windows XP to Windows
7 oparating system,

Accenture will grovide on-site support to support the successful migration from Windows XP to Win:dows 7.
The resources to be provided will augment the existing An Garda Siochdna staff to provide additional
capacity and key skills not currently provided by internal rescurces within An Garda Slochdna's [T Section.




Accenture will provide The Clint with a total of 14 resources to work in the following areas within The Client
i section in refation to the completion of activities relating to The Project.

3.2  Project Coordinator

‘Description & Accentiire Respo

Accenture will provide one resource to work as the coordinator of The Project




- The hours of support will be between 09:00 to 17:30 Monday to friday with the exception of public
holidays and bank holidays.

3.3 Legacy Domain Migration Analysts

Description & Accenture

Accenture will provide three resaurces from the current legacy domain migration team to work as part of
the Windows 7 deployment.




and on site in Ications identifd -formiatio set out by the m

Suppart Hours

* The hours of support will be between 09:00 to 17:30 Monda
holidays and bank holidays.

These resources will have their normal place of work in the Garda IT Centre in the Phoenix Park, Dublin 8

i_gration_ schedule

y to Friday with the exception of public

3.4 Windows 7 Deployment Analyst

‘Description & Accenture Responsibilities

Accenture will provide six resources to work as part of the Windows 7 deployment team.

These resources will have their normal place of work in the Garda IT Centre in the Phoenix Park, Dublin 8
| and on site in Jocations identified formirtfn as set out by the migration schedul

_Support Hours |~




"« The hours of support will be between 08:00 to 17:30 Monday to Friday with the exception of public
helidays and bank holidays.,

3.5 T Cperations Analysts

Description & Accenture Responsibilities

Accenture wilt provide two resources to work as IT Operations Analyst as part of the Windows 7
deployment.

SSupportHours o 0

The haurs of support will be between 09:00 to 17:30 Monday to Friday with the exception of public |
holidays and bank holidays.




3.6 Service Desk Analysts

Description & Accenture Responsibiities

Accenture will provide 2 resources to augment the current Service Desk from 07:00 to 23:00 from Monday
tc Friday offering support to all users across all Client Systems.

‘Support Hours

* Resources will be provided across a 07:00 to 23:00shift pattern Monday to Friday to provide the
Service Desk furction.







4 Charges

The Charges shall be invoiced as set out in the Agreement. Based on the scope, services and resources
described in this Project Document the total charges which are expected to be charged in refation to the
Services are shown below. Table 4.1 gives the costs to complete the Project.







5 Implementation planning and project delivery

The Services described in section 3 will be provided for the pericd May 1™ to December 19™ 2014, The

planning for the tasks to be carried out by the resources listed in section 3 will be agreed on a

weekly basis
by the Windows 7 Project management team.

Figure 5.1 gives an initial high level overview of the timelines of the

project. Any changes to the assumptions
outlined below will have an impact on these timefines

Preparation Work
Cexmmumnication Plan
Fhose } Beploymaont
Phase 7 Ceptovment

Table 5.1: Indicative Timeline Windows 7 Migration
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6 Governance and Reporting Structure

Weekly status meetings will be held to review any issues raised and the overall performance of the
Accenture and The Client in the execution of their responsibilities in accordance with this Project Bocument,
The personne! who must attend this meeting are fisted in section 6.1.

Ifany of the key personnel are unable to attend the weekly status meetings, a substitute must be appointed
to attend unless agreed by the chairman. The substitute will have the authority to make decisions on the
behalf of the person that they are representing.

Any impact to the project plan and timelines outlined in section 5 arising from issues raised during the
course of the project will be will be discussed and agreed with the the appropriate member of the
management team and communicated accordingly. Any changes to the Project arising as a result will be

discussed and agreed with the the appropriate member of the Management Team and communicated
accordingly

6.1 Project Management Team

Supt. Denis Ferry Superintendent IT Operations {Chair)
Insp. Pat Ryan _ | Inspector '

6.2 Management Team Structure

Nire Supl, Des Fery
TAle: Supt IT Cperadac
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1 Nara Py Ryan ) i '
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9.3 Pripritisption of Worl:

The priorities of the Accenture teams describec in Section 3 will be agreed on a weekly basis by the
Windows 7 Project management team, If the full Windows 7 Project management team is not available then
the prioritisation of work and any impact on timefines may be agreed between the chair and the Accenture
account manager. Any change agreed wili be communicated to ail members of the Windows 7 Project
management team,

All work undertaken by Accenture resources must be agreed and communicated to the appropriate membear
of the Windows 7 Project management team.

£.4 Service Reports

Accenture will be expected to manage the delivery of services describad in this Project Document. Accenture
must provide a weekly Project status report for the previous week by 11:00 am on sach Tuesday {with the
exception of pu'iic holidays).

'3




7 Resources

The numbers and names of the resources proposed to provide the services described in section 2 are
contained in the table below. The resources named below and working hours may be changed by agreemant
between The Client and Accenture in order to cater for the changing needs of The Client.

Possible scenarios where individual resources may be replaced are in the event of illness or an employee
leaving the employment of Accenture or other supplier.

71 Resources to be provided

Telide 7.1: Narnes ond roles of resources to be provided during the implernentation of this Profect Document

14




& Dependencies on An Garda Siochdna

H.

jii.

vi.

Vii.

viii,

All Accenture resources will be provided with adequate accommodation including network
connectivity to aliow for the effective discharae of their duties.

Accenture iusouices witl be provided with tvo ~orrect b vel of sccess {inchuding administrator access
where appropriate} 1o hardware and software to allow for effective discharge of their duties

Any change in the responsibilities of the Accenture team will be agreed in advance o allow for the
impact on resource and cost requirements to be evalusted. In the event that additional resources
are required to complete the additional tasl =, Accenture may increase the number of resources 2nd
costs in egreement with the Client.

No information will be withheld from Accenture which will impact the ability of Accenture in the
discharge of responsibilities outlined in this Project Qocument (subject to Section 6 of the Servicos
Agreement).

Before commencement of Phase 2 of the migration to Windows 7 there is a tependency on the
procurement of compatible desktops and Windows 7 licences to support the migration of the non-
compatible desktops.

Security Cleamance for resources currently can take belween 4 and 6 weehs, Deadlines maybe
impacted if there are delays in the vetting of the required additicnal resources.

For each of the teams defined in section 3, corressending Gards resources should be identified
wiiere 4 sible,

The communications plan around the Windows 7 upgrade needs to be signed off and communicated
to the organisation. It will reiterate the accountability of cach user for the ownership and the secure
backup of alt data on their desktop befare the migration.

The Windows 7 Deployment team is not responsible for the hackup of data on desktops that are
being nrigrated.

Completion of the File and Print Server upgrades to Windows 2008 in 100 locations around Ireland,
The migration of non-GARDAIS desktops within the Security and Intelligence and ILO domains is not
in the scope of this Project.

5




9  External Dependencies

i Before Phase 2 can commence there is a requirement that the vendor identified in (v} above has
confirmed the timelines end build requirements for new Windows 7 desktops.

16




18 Assumptions

vi.
vil.

wiil.

=

xi.

Xil.

®iid.

Xiv.

XV,

On completion of compatible Windows 7 machines (Phase 1), Phase 2 which will involves the
replacement of all non-compatible machines will sizrt immediately. if this is not the case Accenture
will nat be able to confirm all resources availability.

All external tenders and procurement processes for reguired ficencing and infrastructure will be
completed and in place before project phase commencemant.

A Garda Siochana’s Test team has tested and signed off that all applications both Core and Niche run
as expected on Windows 7.

1 Project team will have no responsbility for the testing of any application cormnatibility with
Windows 7.

An Garda Siochana Telecoms section has confirmed that the netwark speed and capacity is sufficient
to allow for the rolout and use of Windows 7 deskions.

This Project will provide a team of resources to migrate GARDAIS Windows XP desktops to Windows 7
operating system only.

Desktops in non-GARDAIS domains including the Security and Intefligence and 1O domains {but not
limited %o these domains) are not in scope for this Praject.

The number of current Windows XU* desktops in GARDAIS is 6.527.

This Project team wili not be resp:iasibile for the backup or migration of any Client dara,

The Project team will not be responsible for the e ar corruption of any Client date.

Responsibiity for Client data resides with each individual user. This includes beth ownership zng
sacure backup.

In t event of major outages such as a telecommunications faiture, which is outside the controf of
Accenture, certain key verformance indicators will be susaanded,

All refevant information and access to resources wili ba given to Accenture to alow for the effective
discharge of responsibllities in refation to this Project Document.

All assumptions stated in our response to The Tender will be validated before the implementation of
any SLAs

The numbers of staff will not be decreased further than indicated in section 3. in the event that the
team is reduced further in size there will be conseguent impacts on timelines,




I'wou'd be gratefu! if you coutd confirm your agreement tc this addendum by signing the enclosed copy and
returning it to me.

Yours sincerely

Accenture

| agree with the above terms and conditicns

5 M_/Z_ - ,..31_9'. 30/4_

For and on behalf of Date
An Garda Siochana

=ik
(e3]
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01/12/2014

Supt. Denis Ferry

LT. Section,

An Garda Siochana Headquarters,
Phoenix Park,

Publin 8

Re: Agreement for the provision of technical Fesources 1o augment the Skilled Resources team to depioy
an Exchange 20190 solution including the migration of alf mailboxes for An Garda Siochana

1 Background

This Project Document is governed by the Services Agreement between the Commissioner of An Garda
Siochdéna and Accenture dated 24™ August 2008 (“The Agreement”), The provisions of the Agreement shall
apply hereto, and all capitalised terms used herein shall have the meaning set out in tha Agreement, unless
otherwise indicated herein,

This Project Document outlines the scope of the services and the rofes 2nd responsibilities of both Accenture
and An Garda Sfochana in relation to provision of Services to An Garda Siochana IT section in refation to the




2  Objectives

Support with Microsoft for the Exchange Server 2003 ended on the 8% April 2014, To reduce the risks
associated with the retirement of support, An Garda Siochéna has entered into a Custom Support
Agreement (CSA) with Microsoft. This agreement will allow An Garda Siochdna to receive critical security
patching from klicrose® until Apri 015, However this does not fully mitigate the risks to the organisation of
being out of standard support. To address these risks An Garda Siochéna is deploying an email sofution
based en Microsoft Exchange Server 2010 and migration from Exchange Server 2003.

The provision of the services described in this Project Document aims to suppart An Garda Siochana’s 1T
section with the provision of skilled technical resources to carry out certain activities, deseribed more fully in
the following sections ta complete deployment of Microsoft Exchange Server 2010 and migration from
Microsoft Lxchange Server 2003.

Accenture will provide on-site support to su pport the successful migration from Exchange 2003 ta Exchange
2010. The resources to be provided will augrment the existing An Garda Siechéna staff to provide additional
capacity and key skills not currengly provided by internal resources within An Garda Sfochana’s IT Section.







Accenture will provide The Client with a total of 4 resources to complete the migration from Exchange 2003
to Exchange 2010. The role description and responsibilities of these resources are outlined in the tables
below. in addition to these resources, the rermaining 560 hours of Microsoft Consultancy time as allocated
under the C5A will also be managed within The Project. A fuil description of the roles and responsibiiities of
Microsoft as well as deliverable they will be required to provide are outlined in section 8.

3.2  Project Coordinator

‘Déscription & Accenture Responsibilities

Accenture will provide one resource to work as the coerdinator of The Praject.

This resource will have its normal place of work In the Garda IT Centre in the Phoenix Park, Dublin 8.

» The hours of support will be between 09:00 to 17:30 Monday to Friday with the exception of public
holidays and bank holidays.




3.3 Technical Architect ~Solution & integration QA

‘Description & Accenture Responsibilities

Accenture will provide ane Technical Architecture resource to provide overview and review of the overall
technical design,




This resource will have their normal place of work in the Garda IT Centra in the Phoenix Park, Dublin & and
on site in locations identified for migration as set out by the migration schedule

» The hours of support will be between 09:00 to 17:30 Monday to friday with the exception of public
holidays and bank holidays.




3.4 Exchange Engineer

Description & Accenture Responsibilit

Accenture will provide one resource to work as an Exchange Engineer. This person will be responsible for |
tasks related to the build, deployment and configuration of Exchange 2010. \

These resources will have their normal place of work in the Garda IT Centre in the Phoenix Park, Dublin 8

and on site in locations identified for migration as set out by the migration schedue,
Support Hours

*  The hours of support will be batween 09:

00 to 17:30 Monday to Friday with the exception of public
hotidays and bank holidays.




35 Migration Analyst

Accenture will provide ane resource to migrate alt majlboxes from Excha nge 2003 to Exchange 2010.

SupportHours . o L
The migrations will happen outside of core business hours, from 19:00 to 06:00 Maonday to Friday and
during Saturdays and Sundays.




4 Charges

The Charges shall be invoiced as set cut in the Agreement. Based on the scope, services and resources
described in this Project Document the totaf cha rges which are expected to be charged in relation to the
Services are shown below. Table 4.1 gives the costs to com plete the Project,




5 Deployment Planning and Project Delivery

The Services described in section 3 will be provided for the period December 1™ 2014 to end of May 2015.
The planning for the tasks to be carried out by the resources listed in section 3 will be agreed on a weekly
basis by the Exchange 2010 Project management team.

Figure 5.1 gives an initial high level overview of the timelines of the project. Any changes to the assumptions
outlined below will have an impact on these timelines

Month December i January i February | March
Week Wl Wika | Wkd | wiks | Wk | w7 ] w-.s.ms]mmimnlmu]m:s}w‘m]

Low Level Desgn

LPI’!-I’JYOC.J:UDH Buiia/Stabil sation —

ﬁPrv-:-acmmn Testing

#Pre-prosuction ntegratan =
\Production Bul d/Stakisatinn -

iProdaction # lat User Testing _
| Brogiction Mal'box Migration -

{Produstion Integrat on

Exzhange 2003 Decomizs oning

Manth | April ] May i
m:k]mslimulmmlmui wes | wiks | wez | wes |

‘
i wow Leva: Dasign

{ Pre-production Ba ofStabilisation
: Pre-production Test ng
?Pre-pmdum or lnlpgnu_un
Prozuct or Build/Stabil sation
Prezuction Pl ot Usar Testiag
Preduction Ma'lbax Migration _
G

, Exchange 3003 Dezom ssicning

Table 5.1: indicative Timefine Exchange 2010 Depioyment & Migration
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6 Gavernance and Reporting Structure

Weekly status meetings will be held to review any issues raised and the overall performance of the
Accenture and The Client in the execution of their respansibilities in accordance with this Project Document.
The personnel who must attend this meeting are listed in saction 6.1.

If any of the key personnel are unable to attend the weekly status meetings, a substitute must be appointed
to attend unless agreed by the chairman. The substitute will have the authority to make decisions on the
behalf of the person that they are representing.

Any impact to the project plan and timelines outlined in section 5 arising from issues raised during the
course of the project will be will be discussed and agreed with the the appropriate member of the
management team and communicated accordingly. Any changes to the Project arising as a result will be
discussed and agreed with the the appropriate member of the Management Team and communicated
accordingly.

6.1 Project Management Team

Name e ) .
Supt. Denis Ferry superintendent [T Operations {Chair)
Insp. Pat Ryan Inspector IT Operations

6.2 Management Team Structure

kame Supt Derws Ferry
Tt SuptT Qperahons

- e o - . I

1
: Name Irsg Pat Ryan
¢ Thie insp 1 Operations
t

1

A e o A e e e e - —— o ————
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6.3 Prioritisation of Work

‘ihe priorities of the Accenture teams described in Section 3 will be agreed on a waeekly basis by the
Exchange 2010 Project management team. If the full Exchange 2010 Project management team is not
avaflable then the prioritisation of work and any impact on timelines may be agreed between the chair and
the Accenture account manager. Any change agreed will be communicated to all members of the Exchange
2010 Project management team.

Allwork undertal en by Accenture resources must be agreed and communicated to the appropriate member
of the Exchange 2010 Project management team.

6.4 Service Reports

Accenture will be expacted to manage the delivery of services described in this Project Bocument. Accenture
must provide a weekly Project status report for the previous week by 11:00 am on each Tuesday {with the
exception of public hotidays).
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7 Resources

The numbers and names of the resources proposed to provide the services described in section 2 are
contained in the table below. The resources named below and working hours may be changed by agreement
between The Client and Accenture in order to cater for the changing needs of The Client.

Possible scenarios where individual resources may be replaced are in the event of ilfness or an employee
leaving the employment of Accenture or ather su pplier.

71 Resources to be provided

“Narme : ole 7 Functios

Table 7.1: Names and roles of resources to be provided during the deployment & migrotlan phoses of this Project Document
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9 Dependencies on An Garda Siochdna

i

.

fii.

vi.

vii,

viil.

xi.

Xii.
Hil
wiv,

XV.

All Accenture resources will be provided with adequate accommodation including network
connectivity to atlow for the effective discharge of Hheir duties.

Accenture resources will be provided with the correct level of accass {including administrator access
where appropriate) to hardware and software to allow for effective discharge of their duties.
Procurement of hardware for the deployment of Exchange 2010 will be based an the Exchange 2010
talcuiator provided by the Microsoft Exchange Architect,

Seftware licencing requirements for Exchange 2010 deployment as designed by Microsoft to be
agreed with Microsoft and procured.

Agreement in place between An Garda Siochdna & Microsoft that the remizining 560 hours from the
C5A contract can be used as resource hours for the design & deployment of Exchange 2010.
Agreement in place between An Garda Siochdna and Microsoft for a list of deliverable
documentation to be provided by the Microsoft Consu iting Team and/or Microsoft Technical
Delivery Consultants,

Any change in the responsibilities of the Accenture team will be agreed in advance to allow for the
impact on resource and cost requirements to be evaluated. In the event that «dditional resources
are required to complete the additional tasks, Accenture may increase the number of resources and
costs in agreement with the Client,

No information will be withheld from Accenture which will impact the ability of Accenture in the
discharge of responsibilities outlined in this Project Document {subject to Section 6 of the Services
Agreement).

Security Clearance for resources currently can take between 4 and 6 weeks. Deadlines maybe
impacted if there are delays in the vetting of the required additionat resources,

For each of the teams defined in section 3, corresponding Garda resources should be identified
where possible.

The communications plan around the Lxchange 2010 migration needs to be signed off and
commusticated to the organisation. It will pravide clear information to the user base as to when to
expect downtime associated with their email.

An Garda Siochéna to provide internal support for feasibility review of integration with iLO.
Bandwidth available & ailocated to Exchange 2010 on 10GB I-Block / DR Site finks.

An Garda Siochdna Test Team to complete UAT Testing.

An Garda Siochdna to identify Pilot Users.




10 Bxternal Dependencies

i.  Delivery of required hardware by the chosen verdor for Exchange 2010 deployment.




11 Assumptions

vi.
vil.
vili,

ix.

xi.

Exchange 2010 requires procurement and delivery of hardware before any deployment can
commence. Accenture will not be abie to confirm all resources availability until the procurement
process has peen confirmed and delivery timelines provided.
The following are not currently In scope for implementation within this project:

2. |mplementation of an Information Rights Management Services {RMS)

b. mplementation of an Exchange jourraiing sohition
All external tenders and procurament processes for required licencing and infrastructure will be
completed and in place before project phase commencement.
An Garda Siochdna’s UAT Test team will provide the UAT Test function.
The network speed and capacity in the primary datacentre site is sufficient to allow for the
deployment of Exchange 2010 in res pect to GHQ cross site bandwidth ava Hability.
This Project will provide a resource to migrate all Exchange 2003 mailboxes to Exchange 2010.
The number of current Exchange mailboxes within GARDAIS is just below 23,300,
This Project team will not be responsible for the maintenance or mapping of any pst files stored locally
on any Garda client.
The Project team will not be responsible for the loss or corruption of any individual pst file.
The Data Centres will have sufficient capacity for the hardware racks, sufficient Power and Cooling
capacity, Network Switch tapacity, Firewall capacity, Network router tapacity, Data centre network
bandwidth
All relevant information and access to resources will be given to Accenture to allow for the effective
discharge of responsibilities in relation to this Project Document.
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I' wouid be grateful if you could confirm your agreement to this addendum by signing the enclosed copy and
returning it to me.

Yours sincerely

1e— 12-20lY
Accenture
I'agree with the above terms and conditions
- © sl
For and on behalf of Date ;
An Garda Siochdna

— fa

€ ) '/-(_;( A /
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Requester Name:

3. Accenture Confract Dated 03.12.2014

File Re: FOI-000088-2018

Record | Page Relevant Section of Decision
g Description of document Deletions Reason for decision Maker's
No. No FOI Acts .
decision
1 03.12.2014 - Accenture Contract Grant
2-16 |03.12.2014 - Accenture Contract 34 Part 1(n) of Out of Scope Part-Grant
Schedule 1
16-20 {03.12.2014 - Accenture Contract 4 Section 36 Commercially Sensitive Part-Grant
information
Section 36 Commaercially Sensitive
21-22 103.12.2014 - Accenture Contract 8 L information Part-Grant
Section 37 .
Persaonal Information
6 Section 36 Commercially Sensitive Part-Grant
Section 37 Information
23-27 |03.12.2014 - Accenture Contract Part 1(n) of Personal Information
Schedule 1 Out of Scope
28-37 [03.12.2014 - Accenture Contract 1 Section 37 Personal Information Part-Grant
Total number of pages 37
Total number of pages for full release 11
Total number of pages for partial release 21
Total number of pages being withheld 5




03/12/2014

Supt. Denis Ferry

LT. Section,

An Garda Siochéna Headquarters,
Phoenix Park,

Dublin 8

Re: Extension of Project Agreement 17t 2013 for the provision of Skilied Resources.

1 Background

The Commissioner of An Garda Siochéna and Accenture {the "Parties”) entered into a Services Agreernent
dated 24th August 2009 (the “Agreement”), The provisions of the Agreement shall apply hereto, and alf
capitalised terms used herein shall have the meaning set out in the Agreement, uniess otherwise indicated
herein,

Pursuant to the Agreement the Parties entered into a Project Document which cutlines the scope of the
services and the roles and responsibilities of both Accenture and An Garda Siochana in refation to provision
of Services to An Garda Stochdna T Section (the ‘Project Document”). The Project Agreement governs the
provision of the Services until 31st December 2014 (the *Term").

The Parties have agreed to extend the Tenm for a further year expiring 31st December 2015 and to replace
the terms of the Project Document with the terms as set out in this letter {"Amendment Letter"),

This Amendment Letter embodies the entire agreement between the Parties with respect to the amendment of
the Project Agreement. [n the event of any conflict or inconsistency belween the provisions of the Agreement,
the Project Document or this Amendment Letter, the pravisions of this Amendment Letter shall prevail.

Except as specifically modified and amended herein, all of the terms, provisions, requirements and
specifications contained in the Project Document remain in full foree and effect.

2 Objectives

The provision of the services described in this Amendment Letter aims to ensure that An Garda Siochana's IT
section is provided with Skilled Technical resources to carry out certain activities described more fully in the
following sections.

Accenture will provide an-site support to ensure that key IT services remain available to IT system end users,
The resources o be provided will augrnent the existing An Garda Siochana staff to pravide additional capacity
and key skills not currently provided by internal resources within An Garda Slochéna IT Section.

Accenture will also continue to work with The Client management tearn to impiement & cost reduction program
in refation to the skills and services provided within An Garda Siochana's IT section by ensuring that both
Garda and Accenlure resources are utilised as efficiently as possible. This program will also continue to
investigate ways in which new technologies could be used to introduce additional efficiencies.

Accenture will utilise its global alliances. with software vendors such as Microsoft, Oracle, CA, VMWare and
others to help The Client ensure that it can maximise the benefits from investments already made by it in the
various technologies deployed across The Client's IT infrastructure,

Accenture will also continue to utilise its global Police Services, drawing on experiences of warldwide system
impiementations as well as specialised offerings including business assets and thought leadership via jts
Policing Center of Excellence.




3 Description of Services

Accenture will provide An Garda Siochana (AGS) with a fotal of 44 resources to work in the following areas
within The Ciient IT Section.

3.1 Live Support

‘Description & Accenture Responsibilities 07

Accenture will provide a total of 12 resources on-site and on an on-call basis to provide support for the
GardalS infrastructure. These resources will provide on-site support for Priority 1 and Priority 2 incidents
inside business hours of 69:00 to 17:30.

Between 17:30 and 09:00 on-call support will be provided for Priority 1 and Priority 2 incidents, with on-site
support being provided for Priority 3, Priority 4 and Priority  incidents.

The description of Priority levels are described in section 3.13.

The support provided will cover the following components of The Client 1T infrastructure:

This team will have its place of work at the Garda IT Centra in the Phoenix Park in Dublin 8.

“Support Hours .

» The normal hours of support will be batween 09:00 to 17:30 Monday ta Friday with the exception of
public holidays and bank holidays

» On-site resource support will be provided on a 07:00 to 23:00 basis Monday to Friday and on weekends
and bank holidays from 09:00 {o 17:30.

+  On-call support will be provided by two FTEs between 17:30 and 09:00 Monday to Friday and at
weekends and bank hoftdays. The response times expected from the On Call Accenture resources are
detailed in section 3.13.




-Bescription & Accénture Responsibilities

Accenture will provide one resource to work on the TSG team. This resource will provide on
services for the Garda and HQ domains inside business hours.

-site suppart




‘Support Hours

The hours of support will be between 08:00 to 17:30 Monday to Friday with the exception of public
holidays and bank holidays.

Operational Readiness Test

- Description & Accenture Responsibilities -

perational Readiness Test (ORT




This team will have its normal place of work at the Garda IT Centre in the Phoenix Park inr Dublin 8.

“Support Hours =

The hours of support will be between 09:00 to 17:30 Monday to Friday with the exception of public
holidays and bank holidays.

34 Technical Architecture

-Description & Accenture Responsibilities




Accenture will provide four resources o work on the technicat architecture team providing support for The
Client's IT technical architecture.

This team will have its normal place of work at the Garda IT Centre in the Phoenix Park in Dubfin 8.

_Support Hours

= The hours of support will be between 09:00 to 17:30 Monday to Friday with the exception of public
holidays and bank holidays.




35 Database Administration

“Description & Accenture Responsibilities

Accenture will provide three resources on-site and an-call support services to support the GardalS
Databases on a2 24 hourx 7 day basis.

Support Hours

*» The hours of support will be between 09:00 to 17:30 Monday to Friday with the exception of public
holidays and bank hofidays.

System Administration




Accenture will provide five System Administration (Environments) support resources to The Client.

-Support Hours

The hours of support will be between 06:00 to 17:30 Monday to Friday with the exception of public
holidays and bank holidays.




37  Security

“Description & Accenture Responsibifities. .

Accenture will provide three resaurces to provide

-BUpPPOLL Hours

The hours of support will be between 09:00 to 17:30 Monday to Friday with the exception of public
helidays and bank holidays.




‘Description & Accenture Responsibilities © .~

Accenture will provide one resource to provide support across the il SAMS areas:

Support Hours'

+ The hours of support will be between 09:00 to 17:30 Monday to Friday with the exception of public
holidays and bank holidays.

3.9  Backup & Restore/CA Support

‘Description & Accenture Responsibitities

Accenture will provide one on-site resource to support services for tape Backup and Restore operations and
CA toolsat operations across the following environments:
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Support Hours

= The hours of support will be between 08:00 to 17:30 Monday to Friday with the exception of public
holidays and bank holidays.

310  Desktop Support

Dascription & Accenture Responsibilities

Accenture will provide a totaf of three resources on-site to provide suppert for the deskiop PCs deployed
across the Garda organisation.

This team will have its place of work at the Garda IT Centre in the Phoenix Park in Dublin 8.

“Support Hours

* The hours of support will be between 09:00 to 17:30 Monday to Friday with the exception of public
holidays and bank hofidays.
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311 Service Desk

‘Description & Accentiure Responsibilities

Accenture will provide 7 resources from 07:00 to 23:00 from Monday lo Friday offering support to all users
across all Garda Systems. As per previous decisions taken by The Client to remove seven fesources from
the Service Desk over the past number of years and the subsequent transferring of responsibility for the
management of the Service Desk out of hours and on weekends to GISC, the details of the below
responsibilities will only apply to Accenture resources

The Service Desk will be the single point of contact for The Client for users of IT services. It will be the focal
pairit for reporting Incidents and making service requests.

The Service Desk will ensure that Users/Customers are kept informed of the status of their calls and are
informed of any scheduled or unscheduled service events that are likely to impact their ability fo pursue their
day-to-day activities.

in addition they will work closely with GISC resources who have taken over responsibility for management of
the Service Desk out of hours and on weekends. This will involve the transfer of cali and the quality
assurance on calls logged.

Support Hours

Resources will be provided across a 07:00 to 23:00shift pattern Monday to Friday to provide the Service
Desk function.

12




312  Legacy Domain Migration

‘Description & Accenture Responsibifities |




 Support Hours

The hours of support will be between 09:00 to 17:30 Monday to Friday with the exception of public holidays
and bank holidays. '




313  On Call Support

The applications and environments to be covered by the On Call resources will be agreed at the Skilled
Resources Service Management forum.

Please note that for the remainder of the Amendment Letter, the following terminology will be used when
describing incidents: Priority 1 through to Priority 5. These relate to the status of Incidents in An Garda
Siochana in the following way:

‘Priority ' Description
Level - o0

1 Critical Impact: Urgent, many users affected, business critical functions unavailable {e.g.,
server down, application not available), no workaround in place.




High Impact: Partial loss of service and/or degradation of abifity to provide service to
Customer andfor workaround exists but requires extensive effort.

Moderate Impact: Persistent service degradation, slow response time, specific to one user,
problem prevents user from performing critical task, workaround in place.

Minimal Impact: Problem with minimal impact affecting single user. Any type of Customer
4 request {including request for information) that is not related to a problem. Problems with

workaround in place that have been reprioritised, but a problem exists which prevents the
completion of 2 non-critical task.

Request: A change requested which if not implemented will not impact service availability or
the ability of business users to perform critical tasks.

Yable 3.1: Description of incident Pricritisation

The response times expected from the On Call Accenture resources are as follows:

15 Minutes

- Time for On Cal! Resourc

be On-Site

1 Hour

1

2 30 Minutes 2 Hours

3 30 Minutes Next Business Day
4 30 Minutes As Negotiated

5 As Negotiated As Negotiated

Takie 3.2: Expected Qn Cali Response Times
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4 Charges

The Charges shall be invoiced as set aut in the Agreement. Based on the scope, services and resources
described in this Amendment Letter the total charges which are expected to be charged in relation to the
Services are shown in table 4.1,

During 2015, The Client will continue a programme to replace the resources detailed in Section 7.1 with
internal resources. In the event that sufficient internal resources are identified, then the fees for the period
January 1 to December 31° 2015 wil be reviewed and any reductions in fees resulting from the replacement
of Accenture resources with internal resources will be refunded in accordance with the mechanisms set out in
section 4.3,













6 Governance and Reporting Structure

Weekly status meetings will be held to review an
and The Client in the execution of their res
Agreement. The persannel whe must attend

If any of the key personnel are unable to att
attend unless agreed by the chairman. T

of the perscn that they are representing.

y issues raised and the overall performarce of the Accenture
ponsibifities in accordance with this Amendment Lefter and the
this meeting are listed in section 6.1,

end the weekly status meetings, a substitute must be appointed to
he substitute will have the authority to make decisions on the behalf

6.1 Skilled Resources Service Management Team
- ry » ) )
TBC Chief Superintendent IT Operations
Supt. Denis Ferry Superintendent IT Operations {Chair)
TBC Superintendent Research and Development (Joint Chair)
Insp. Pat Ryan pector IT Ogeration
6.2  Management Team Structure
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6.3 Prioritisation of Work

The pricrities of the Accenture teams described in Section 3 will

Resources Service Management team. The prioritisation of activi
team to meet the Service Level Agreements (SLA) describe
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be agreed on a weekly basis by the Skilled
ties which impact the ability of the Accenture
d in section 11, will result in a temporary




suspension of the associated SLA will be agreed by the Skilled Resources Service Management Team, If the
fult Skiled Resources Service Management team is not available then the prioritisation of work and any
impact on SLAs may be agreed between the chair and the Accenture account manager, Any change agreed
will be communicated to all members of the Skilled Resources Management {eam.

Ali work undertaken by Accenture resources must be agreed and communicated to the appropriate member of
the Skilled Resources Service Management feam.

64  Service Reports
Accenture will be expected to manage the delivery of services described in this Amendment Latter.

Accenture must provide a weekly service report for the previous week by 11:00 am on each Tuesday {with the
exeeption of public holidays).

The sections that the weekly performance report must contain are;
Summary of Performance against Key Service Level Targets.
«  System availability statistics for the previous week,
» Graphical representation to display actual performance against Key Service Level Targets.
« Other items o be agreed by the Skilled Resources Service Management team.

Accenture must provide a quarterly (i.e. three-monthly) service report by the 4™ calendar day of the month
(with the exception of weekends and bank holidays) following the close of the quarter for the service that they
provide. The quarterly report has the same format as the weekly report.

Accenture will also provide the following reports as required:
» Service Performance Reports
= Action Reporting (management summary of actions undertaken to resolve issues during previous
period)
» Problem Reports
Incident Reparts
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7 Resources

The numbers and names of the resources proposed to provide the services described in section 2 are
contained in the table below. The resources named below and working hours may be changed by agreement
between The Client and Accenture int order to cater for the changing needs of The Client.

Possible scenarios where individual resources may be replaced are in the event of illness or an employee
leaving the employment of Accenture or other supplier.

7.1 Resources to be Provided

Team =~ °_ Role/Function
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7.3 Quarterly Review

The number of resources required and the associated skill sets will be reviewed on a quarterly basis as part of
the implementation of the consofidation and cost reduction program by the Skilled Resources Service
Management team. Any changes to the number of resources will be agreed between Accenture and The
Client.

The performance of Accenture and the provision of key services will also be reviewed against the key
performance indicators set out in section 14.




8 Dependencies on An Garda Siochana

i.
ii.
iii,
iv,
v,
vi.
vi,

vili,

ix.

For each of the teams defined in section 3, correspending Garda resources should be identified where
possible.

The Accenture and Garda resources identified in dependency (i) will be co-located to facilitate the
efficient exchange of information between resources.

All Accenture resources will be provided with adequate accommodation including network connectivity
to allow for the effective discharge of their duties.

Accenture resources will be provided with the correct level of access (including administrator access
where appropriate) to hardware and software to allow for effective discharge of their duties

Any updates necessary on the IT service desk AHD system will be made to allow for the effective
reporting of status and service performance

The service desk telephony system will be updated to allow the effective tracking of all key Service
Desk metrics

All Garda users will have the ability to re-set their own passwords and will be actively encouraged to
do so without calling the IT service desk.

Any change in the responsibilities of the Accenture team wiil be agreed in advance to allow for the
impact on resource requirements to be evaluated, in the event that additional resources are required
to complete the additional tasks, either SLA's will be suspended or Accenture may increase the
number of resources in agreement with An Garda Sfochana.

No information wilt be withheld from Accenture which will impact the ability of Accenture in the
discharge of responsibilities outined in this Amendment Lelter (subject to Section 6 of the
Agreement).

16 Assumptions

i

In the event of major outages such as a telecommunications failure, which is outside the control of
Accenture, certain key performance indicators will be suspended.




fii.

All relevant information and access to resources will be given to Accenture to allow for the effective
discharge of respansibilities in relation to this Amendment Letter.

All assumptions stated in our response fo The Tender wili be validated before the implementation of
any SLAs

The numbers of staff will not be decreased further than indicated in section 3. In the event that the
team is reduced further in size, SLA's will be suspended.
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111 SLA Review Schedule

This SLA is valid for the period described in section 5 of this Amendment Letter. The SLA will be reviewed by
The Ciient and Accenture quarterly. Changes and their impacts will be agreed mutually.

11.2  Service Reporting

The contents of the scheduled service performance reports compiled by Accenture wilf contain a meastire for all
service items chosen by the Skilled Resources Service Management team, together with the additional metrics
identified in the sections for Service reporiing described in section 6.




113  Service Mekic Overview

CMetricName 7 e ouE s T
incident — Contacts - % Answered
within agreed target

o Deseription U T

This metric illustrates the
organisations’ ability to work within
agreed time limits and provides us
with 2 measure to take action
where appropriate to bring the
service back in line with agreed
measures.

Sepvice Mefric Goal 7
Improve customer satisfaction

Incident - Cases - % Closed on
Initial (frst POC)

This metric measures the
propoartion of incidents resolved at
the first point of contact between a
user and a service desk without
delay or referral.

Increase the ability of the
Service Desk to resolve
incidents without escalation.

Incident - Cases - % closed in
agreed timeframe

This metric provides the time that it
took to resoive incidents as a
percentage of overall incidents
created.

improve the efficiency and
customer satisfaction levels
delivered by the IT service,

Iincident - Cases - % overall cases
resolved

Details the percentage of cases
that central support resoived
against the overall amount of cases
resolved.

improve central support
efficiency.

Change - % changes implemented
on schedule

This metric is used {o capture the
percentage of change reguests
successfully executed within
schedute.

To increase the number of
changes implemanted over
fime.

Release — % of releases not meeting
the implermnentation schedule —
{backlcg of releases)

This metric is used to capture the
percentage of releases
successfully executed within
schedule.

This metric is used to capture
the percentage of releases
successfully executed within
schedule,

% On Call requests Responded to
Within Agreed Timeframes

This metric is used to capture the
percentage of times that the on calt
resources respond to service
requests within the agreed
timelines.

To ensure unscheduted
downtime is minimised by
making sure that on-calt
resources are on-site when
necessary to racover from
unplanned outages.

Unplanned downtime on Critical
Systems

This metric is used to keep track of
unplanned downtime.

To reduce unplanned downtime.

Release ~ Unplanned downtime
during the release

This metric is used to keep track of
unplanned downtime.

To reduce unplanned downtime
as a result of a release and
improve testing and planning
associated with releases.

Problem — % Repeat problems per
month

To show how many of the identified
problem records that are created
as records in the problem
management system have been
created before and are known as
repeats.

Improve efficiency of Proactive
Probiem Management.
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Description i ST Vg s o Matric Goal
To show how many of the identified improve efficiency of Proactive
problemn records that are created Problem Management,

as records in the problam
management system have a Root
Cause Identified, as a percentage
of total problem management
records created,

“Metric Name: o
Problem — % RCA identifiad

Problem — % Solutions Identified To show how many of the identiied Improve efficiency of Proactive
prablem records that are created Problern Management.

as records in the problem
management system have a
Solution identified, (as a result of
the root cause analysis conducted ),
as a percentage of total problem
management records created.

% Scheduled Proactive Monitoring The objective of this metricis to Improve efficiency of proactive
and Maintenance Tasks Completed | ensure that all proactive problem and incident
maintenance and monitoring tasks management.
are completed as scheduled.
Incident — Contacts - % Abandoned | This metric provides the Maintain a low call
percentage of overall calls that are | abandonment rate that is
abandoned. aligned with industry best
practices.

This Section (the SLA) describes each of the separate components {or Service Items} of the Services to be
provided as part of this Amendment Letter,

Each sarvice item is explained in detai), together with the leve! of service to be provided by Accenture in retation
to that service category (the "Service Level'). Except where otherwise expressly stated, each Service Level will
be measured over a calendar month.

114  Description of Service Metrics

Incident ~ Contacts - % Answered within agreed target

' Metric Formuia {# Calls Answered within SLA 7 Tolal # of Calls Answered) * 100 I
I Unit of Measure Percentage. ‘l
i Data Definitions # Calls Answered within SLA - Number of calls that were answered within time

specified by the Service Level Agreement during the reporting period,

Tolal # of Calls Answered - Total number of calls answered during the reporting
period.

Metric Description This metric iflustrates the organizations' ability to work within agreed time limits and
provides us with a measure to take action where apprapriate to bring the service back !
in line with agreed measures.

Business Goal Increase the SLA Compliance percentage over time.
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" Metric Targel/s

8D

[Incident - Cases - % Closed on Initial {first 'OC)

Meiric Formula

(Total number of incidents that were resolved at first point of contact/Total number of
incidents created) * 100

Unit of Measure

Percentage.

Data Definitions

Total number of incidents that were resolved at first point of contact — the totat number
of incidents that were resolved on first call or contact with support channel for the time
period.

Total number of incidents created — the total number of incidents created by the
service desk for the time period.

Metric Description

This metric measures the proportion of inctdents resolved at the first point of contact
belween a user and a service desk without delay or referral,

This metric demonstrates the organizations’ ability to solve the customers issue at the
first point of contact without the need for follow up assistance thus reducing the time
that the customer is affectad.

Business Goal

Increase the ability of the Service Desk to resolve incidents without escalation and
iincrease the SLA Compliance percentage over time.

Metric Target/s

To be agreed by the Skilled Resources Service Management team.

‘Incident - Cases - % closed in agreed timceframe

Metric Formula

(Number of incidents resolved within SLA/OLA / Number of incidents resolved
fraceabie to SLA/OLA) * 100

Unit of Measura

Percentage.

Data Definitions

Numbaer of incidents resoived within SLA/OLA - the fotal number of incidents resolved
for a particular SLA category that were resolved within the time specified by the SLA
e.g. Priority 2.

Number of incidents resolved traceable to SLA/OLA - the total number of incidents
resolved for a particular SLA category that were resolved within the time specified by
the SLA

Metric Description

This metric provides the time thal it took fo resolve incidents as a percentage of
averall incidents created. This metric has a target timeframe associated with it that js
defined in the SLA/QLA.

This information can be classified several ways including severity, incident or
application.

This metrics illustrates the organizations' ability to work within agreed time limits and
provides a measure to take action where appropriate to bring the service back in fine
with agreed measures.
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Business Goal Improve the efficiency and customer satisfaction levels delivered by the IT service and
increase SLA/OLA compliance over time.

Metric Targetfs To be agreed by the Skilled Resources Service Management team:.

'

Incident - Cases - % overall cases resolved

Metric Formuia (Number of cases resclved by ceniral support / Number of cases resolved} * 100

Unit of Measure Percentage.
Data Definitions Number of cases resolved by central stpport - total cases resolved by central support
for client X.

Number of cases resolved - total cases resoived for client X,

Metric Description Details the percentage of cases that central support resolved against the overall
amount of cases resolved.

Business Goal Improve central support efficiency.
Metric Target/s To be agreed by the Skilled Resources Service Managemaent team.
'

Change - % changes implemented on schedule

(Total number of Changes implemented within schedule / Total number of Changes
implementad ) * 100

Metric Formula

Unit of Measure Percentage.
[ Data Definitions Total Number of Changes implemented within schedule ~ the total number of change
requests implemented during the defined schedule within the defined reporting time
period.

Total number of Changes implemented - the total number of change requests
implemented during the defined time petiod.

Metric Description This metric is used to capture the percentage of change requests successiully
executed within schedule,

This metric demonstrates the organizations’ ability to complete changes within the
approved schedule.

Business Goal To increase the number of thanges implemented over time.
[—%tric Target/s To be agreed by the Skilled Resources Service Management team:.
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_ Refease — % of releases not meeting the implementation schedule ~ (backlog of releases)

Metric Formula

{Total number of Releases implemented within schedule / Total number of Releases
implemented } * 100

Unit of Measure

Percentage.

Data Definitions

Total Number of Releases implemented within schedute - the total number of change
requests implemented during the defined schedule within the defined reporting time
petiod.

Total nurmber of Releases implemented - the total number of change requests
implemented during the defined time period.

Metric Description

This metric is used to capture the percentage of releases successfully executed within
scheduie.

This metric demonstrates the organizations' ability to complete releases within the
approved schedule.

Business Goal

To improve the organisations ability to deliver agreed changes on schedule.

Metric Target/s

To be agreed by the Skilled Resources Service Managsment team.

% On Call requests.

Respeonded to Within Agreed Timeframes

Metric Formufa

{Total number On-Call Requesls Responded to within Agreed Timeframes 7 Tolal
aumber of On Call Requests ) * 100

Unit of Measure

Percentage.

Data Definitions

Total number of On-Call Requests Respanded fo within Agreed Timeframes - the total
number of On Call requests answered and responded to with the agree timeframes
within the defined reporting time period.

Total number of On Call Requests - the total number of On Call reguests made to the
assigned ON-Call resources within the defined reporting time period.

Metric Description

This metric is used to caplure the percentage of times that the on call resources
fespond to service requests within the agreed timelines.

This melric is used to ensure compliance with the service levels defined in this
Amendment Letter,

Business Goal

To ensure unscheduled downtime is minimised by making sure that on-call resources
are on-site when necessary to recover from unplanned outages.

Metric Target/s

To be agreed hy the Skilled Resources Service Management tean,
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Unplanned downtime

On Critical Systems

Metric Formula

(Total tima in hours and minutes for unplanned downtime}

Unit of Measure

Number - hh:mm

Bata Definitions Total time in hours and minutes for unplanned downtime — the total number of hours
and minutes that there was unplanned downtime.
Metric Description This metric is used ta keep track of unplanned downtime,

Business Goal

To reduce unplanned downtime.

Metric Target/s

To be agreed by the Skilled Resources Service Management team.

Release - Unplanned downtime during the release

Metric Formula

(Total time in hours and minuies for unplanned downtime / Number of releases)

tnit of Measure

Number - hiv:mm

Data Definitions

Total time in hours and minutes for unplanned downlime - the total number of hours
and minutes that there was unplannad downtime as 3 direct result of the release.

Total Number of Releases - the total number of Releases in the release management
system during the defined time period.

Meiric Deseription

This metric is used to keep track of unplanned downtime.

Business Goal

To reduce unplanned downtime as a result of a release and improve testing and
pianning associated with releases,

Metric Target/s

To be agreed by the Skilled Resources Service Management team.

Problem - % Repeat problems per month

Metric Formula (Number of repeat problem records per month / Tolal number of problem records
created) * 100
Unit of Measure Percentage,
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Data Definitions

Number of repeat probiem records per month - The total number of problem
management tickets created in the problem management system for a given period
that are repeats of a previous probiem management record.

Total number of proactive problem records created - The total number of problem
management records created for & given period.

Metric Description

To show how many of the identified problem records that are created as recards in the
probiem management system have been created before and are known as repeats,

Business Goal

Improve efficiency of Proactive Problem Management.

Metric Target/s

To be agreed by the Skilled Resources Service Management team.

.-.SPI'{)}..\IEH].‘- Y RCA 1dentified

Metric Formula

(Total Number of RCA identified for Problem Management tickets during the time
period / Total Number of Problem Management tickets created during the time period)
*100

Unit of Measure

Number,

Data Definitions

Total Number of RCA identified for Problem Management tickels during the time
period — The total number of Root Cause's identified for problem management tickets
created in the problem management system for a given period.

Total Number of Problem Management tickets created — The total number of problem
management fickefs created in the problem management system for a given period.

Metric Description

To show how many of the identified prablem records that are created as records in the
problem management system have a Root Cause Identified, as a percentage of tofal
problem management records created,

Business Goal

improve efficiency of Proactive Problem Management.

Metric Target/s

To be agreed by the Skilled Resources Service Management team.

Problem ~ % Soluiions [deatified

Metric Formula

(Total Number of Solutions identified for Problem Management tickels duting the time
period / Total Number of Problem Management tickets created during the time period)
* 100

Unit of Measure

Percentage.

Data Definitions

Total Number of Solutions identified for Problem Management tickets during the fime
period — The total number of Solutions identified for problem management tickets
created in the problem management system for a _given period.
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Total Number of Problem Management lickets created - The total number of problem
management tickets created in the problem management system for a given perind.

Metric Description

Ta show how many of the identified problem records that are created as records in the
problem management system have a Solution Identified, (as a result of the root cause
analysis conducted), as a percentage of total problem management records created,

Business Goal

Improve efficiency of Proactive Problem Management,

Metric Target/s

~|[ To be agreed by the Skilled Resources Service Management team.

% Scheduled Proactive Monitoring and Maintenance Tasks Completed

Metric Formula

{Scheduled Proactive Monitaring and Maintenance Completed) (Totaf Scheduled
Proactive Monitoring and Maintenance Completed)

Unit of Measure

Parcentage.

Data Definitions

Scheduled FProactive Monitoring and Maintenance Completed ~ The number of
proactive maintenance and monitoring tasks signed off as being completed.

Total Scheduled Proactive Monitaring and Maintenance Completed — The total
number of proactive maintenance and monitoring fask scheduled to be completed for
& given period.

Metric Description

The objective of this metric is to ensure that all proaclive maintenance and monitoring
tasks are completed as scheduled. Tasks to be included in the proactive maintenance
and monitoring schedule include:

s Reacting to automated alerts and taking the correct remediat actions

* Ensuring ail system backups complete as scheduled

¢ Ensuring that the CJIPR interface is functioning correctly

+ Ensuring all daily checklists are completed

Business Goal

Improve efficiency of proactive problem and incident management,

Metric Target/s

,'ﬂ be agreed by the Skilled Resources Service Management team.

Incident - Contacts - % Abandoned

Metric Formula

# Calls Abandoned before target / # Calls Ofterad * 100

Unit of Measure

Percentage.

Data Definitions

# Calls Abandoned - Calls that were abandoned before reaching a technologist,
following the time the customer has made their choices with the VR system.

# Calls Offered - Total number of calls offered, following the time the customer has
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made their choices with the IVR system.

Metric Description This metric provides the percentage of overall calls that are abandoned.

This metric illustrates the organizations ability to answers customers calls within
minimum abandon rates, also providing us the organization with an insight if their
staffing meets the needs of the call arrival pattern.

By monitoring this metric, action can be taken to bring the service back in line with
agreed measures.

Business Goal Maintain a low call abandonment rate that is aligned with industry averages.

Metric Target/s To be agreed by the Skilled Resources Service Management team.

I'would be grateful if you could confirm your agreement to this addendum by signing the enclosed
copy and returning it to me.

Yours sincerel

Accenture

I agree with the above terms and conditions

& " ¥ ] Al
t1z’¢/};’l K@M‘(/_&_# J. 'z’wl"a}
For and on behalf of Date
An Garda Siochdna
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Requester Name

4. Accenture Contract Dated 11.01.2016

File Re: FOI-000088-2018
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1 11.01.2016 - Accenture Contract Grant
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11 January 2016

Supt, Patrick Ryan

I.T. Section,

An Garda Siochéana Headquarters,
Phoenix Park,

Dublin B

Re; Extension of Project Agreement December 3 2014, for the provision of Skilled Resources.

1 Background

The Commissioner of An Garda Slochana and Accenfure (the “Parties”) entered info a Services Agreement
dated 24th August 2008 {the "Agraement”). The provisions of the Agreement shall apply hereto, and all
capitalised terms used herein shail have the meaning set out in the Agreement, unless otherwise indicated
herein,

Pursuant to the Agreement the Parties entered into a Project Dogurant which outfines the scope of the
services and the roles and responsibililies of both Accenture and An Garda Sfochana in relation to provision
of Services to An Garda Siochdna IT Section (the “Project Document"). The Project Agresment governs the
provision of the Services until 31st December 2015 {the *Term").

The Parties have agreed to extend the Term for a further year expiring 31st December 2016 and to replace
the terms of the Project Document with the terms as set out in this letter (“Amendment L etter”).

This Amendment Lelier embodies the entire agresment between the Parties with respedt to the amendment of
the Project Agreement. In the event of any conflict or inconsistency between the provisions of the Agreement,
the Project Document or this Amendment Lefter, the provisions of this Amendment Letter shail prevail.

Except as specifically modified and amended herein, all of the terms, provisions, requirements and
specifications contained in the Project Document remain in full force and effect.

2 Objectives

The provision of the services described in this Amendment Letier aims to ensure that An Garda Slochéna’s IT
section is provided with Skilled Techrical rasources to camry out cerain activities described more fully in the
following seclions.

Accenture will provide on-site support to ensure that key IT services remain available to iT system end usgers.
The rasources {c be provided will augment the existing An Garda Sfochéna slaff to provide additiona! capacity
and key skills not currently provided by internal resources within An Garda Siochéana IT Section.

Accenture will also continue to work with The Client managsment team lo implement a cost reduction program
in relation o the skills and services provided within An Garde Siochana's 17 section by ensuring that hoth Garda
and Accenture resources are utilised as efficiently as possible. This program will also continue o fnvestigate
ways in which new technologies could be used to inroduce addifional efficiencies.

Accenture will utilise its global alliances with softwara vendors such as Microsoft, Oracle, CA, VMWare and
others to help The Client ensure that & can maximise the benefits from investments already made by it in the
various technologies deployed across The Client's [T infrastructure,

Accenture will also continue fo utilise its global Police Services, drawing on experiences of worldwide system
implementations as well as specialised offerings incluting business assets and thought leadership va its
Policing Canter of Excellence.




3 Description of Services

Accenture will provide An Garda Siochana (AGS) with a totaf of 49 resources to work in the following areas
within The Client IT Section.

31 Live Support

Description & Accenture Responsibiiities

Accenture will provide a total of 12 resources on-site and on an on-call basis 1o provide suppert for the
Gardal$S infrastructure, These resources will provide on-site support for Priority 1 and Priority 2 incidents
inside business hours of 09:00 1o 1730,

Betwaen 17:30 and 09:00 on-call support will be provided for Priority 1 and Priority 2 incidents, with on-site
support being provided for Priority 3, Priority 4 and Priority 5 incidents.

This team will have its place of work at the Garda IT Centre in the Phoenix Park in Dublin 8.

Support Hours

« Tha normal hours of support will be belwesn (09:00 to 17:30 Monday to Friday with the excaption of
public holidays and bank holidays

s Onesite rescurce support will be provided on a 07:00 to 23.00 basis Monday to Friday and on weekends
and bank holidays from 09:00 to 17:30.

+ On-call support will be provided by two FTES between 17:30 and 09:00 Monday to Friday and at
weekends and bank holidays. The response times expected from the On Call Accenture resources are
detailed in section 3.13.




Descriplion & Accenture Responsibilities

Accenture will provide one resource to work on the TSG team. This tesource will provide on-site support
servicas for the Garda and HQ domains inside business haurs.

This includes approximately 342 active users, 39 servers and 147 client workstations. The support will
comprise the following components of the Garda infrastructure;




Support Hours

The hours of support will be between 08:00 to 17:30 Monday to Friday with the exception of public
holidays and bank holidays.

a3
e

Operational Readiness Test

scription & Accenture Responsihilities




Accenture will provide one resource o work on the Op

This team will have Rts normal place of work at the Gards IT Centre in the Phoenix Park in Dublin 8,

Suppaort Hours

» The hours of support will be between 09:00 to 17:30 Monday to Friday with the exception of pubfic
hafidays and hank holidays.




34 Technical Architecture

Description & Accenture Responsibililies

Acceariture will provide four rasourses to work an the technical architecturs team providing support for The
Client's IT technical architecture.

This team will have its narmat place of work at the Garda IT Centre in the Phoenix Park in Dublin 8.

Suppont Hours

The hours of suppert will be between 09:00 to 17:30 Monday ta Friday with the exception of public
holidays and bank holidays,




35 Database Administration

Description & Accenture Responsibilities

Accanture will provide three resources on-site and on-call support services to support the GardalS
Databases on a 24 hour x 7 day basis.

Support Hours

» The hours of support will be between 08:00 to 17:30 Monday to Friday with the exception of public
holldays and bank hclidays.




System Administration

Bescription & Accenture Responsibilities

Support Hours

The hours of support will be belween 09:00 to 17:30 Monday to Friday with the exception of public
holidays and bank holidays.




3z Security

Description & Accenture Resgonsibilities

Accenture will provide three resources {o provide support to The Client Security Team.

Support Hours

The hours of suppori will be between 08:00 to 17:30 Monday to Friday with {he exception of public
holidays and bank holidays.




35 s vs support

Description & Accenture Responsibilities

Accenture will provide one resource to provide support across the-SAMS areas:

= SAMS Application Support

Support Hours

+ The hours of support will be between 08:00 {o 17:30 Monday to Friday with the exception of public
holidays and bank helidays.

Accenture Responsibilities

Agcentura will;

»  Appiication support and maintenance of the Sickness and Atisence Management System appilication
{SAMS)

o Working with the I'T service dask to review and ensure alf SAMS relaied calls sscalated to
the team ave resolved as quickly as possibia

o Dealing with functional issues and questions for the SAMS application

o Decumentation and implementation of system investigation requasts (SIRs) to fix bugs
identified for the SAMS application

o Support and Maintenance of the SAMS database as required

39 Backup & Restore/CA Support

Description & Accenture Responsibilities

Accenture will provide one on-site resource fo support services for tape Backup and Restore operations and
CA toolset operations across the following snvironments:
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Additionat environments may be included with the scope of the support to be provided by Accenture by
agreement.

Support Hours

+ The hours of support will be between 09:00 to 17:30 Monday to Friday with the exception of public
holidays and hank holidays.

3.10 Desktop Support

Description & Accenture Respansibilities

Accenture will provide a tolal of three resources on-site to provide suppott for the desktop PCs deployed
across the Garda organisation.

This team will have its place of work at the Garda IT Centre in the Phoenix Park in Dublin 8.
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Support Hours

» The hours of support will be between 09:00to 17;30 Monday to Friday with the exception of public
hotidays and bank holidays,

311  Service Desk Supervisors

Description & Accenture Responsibilities

Accanture will provide three resources on-sile at Garda Headquarters in the Phoenix Park, Dubiin 8 acting
a2 Service Desk Supervscrs. [

Support Hours

+ The hours of support wilf be between 07:00 to 23:00 Monday to Friday with the exception of public
holidays and bank holidays.

Atcenture Responsibilities
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3.2  Service Desk Analysts

Description & Accenture Responsibilities

Accenture will provide nine Service Desk Analysts to cover 24*7*365 Service Desk suppar.

The Service Desk is the single point of contact for the Client for users of IT services. It is the focal point for
reporting incidents and making service requests.

The Service Desk will ensure that users/customers are kept informed of the status of their calls and are
informed of any scheduled or unscheduled service asvents that are likely to impact their ability to pursue
their day-to-day activities.

» The hours of support will be 247 365 days of the year.
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313 lLegacy Domain Migration

Description & Accenture Responsibilities

Accenture witl provide three resources to work on the deskiop migration and Follow Me Printing team.




Support Hours

The hours of suppori will be batwesn 09:00 t¢ 17:30 Monday {o Friday with the exception of public-holidays
and bank holidays.




314

The applications and environments to be covered by the On Call resources will be agreed at the Skilled
Resources Service Management forum.

Please note that for the remainder of the Amendment Lefter, the fllowing terminolagy will be used when
describing Incidents: Priority 1 through to Priority 5. These relate {o the status of Incidenis in An Garda Siochana

On Call SBupport

in the following way:

Critleat impact Urgent, many users affected, business critical functions unavailable (e.g..
sarver down, application not available), no workarsund in place,

High Impact: Partial loss of service and/or degradation of ability to provide service to
Customer and/or workaround exisis but requires extensive effort.

Moderate Impact: Persisient service degradation, slow response time, specific to one user,
probiem prevents user from performing critica!l tesk, workaround in place.

Minimal lmpact: Problem with minimal impact affecting single user. Any type of Customer
request (including requesi for information) that is not related to a probler. Problems with
workaround in place that have been repriotitised, but a problem exists which pravents the
completion of a non-gritical task.

Request: A change requested which if not implemented wilt not impact service availability or
the ability of business users {o perform critical tasks.

The rasponse times expeciad from the On Call Accenture resources are as follows:

Table 3.7: Descriptian of Incldent Priorilisalion

' 15 Minutes 1 Hour

1

2 30 Minutes 2 Hours

3 30 Minutes Next Business Day
4 30 Minutes As Negotiatad

5 As Negotiated As Negotiated

Table 3.2! Expected On Calf Response Times
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4 Charges

The Charges shali be invoiced a3 set out in the Agreement. Based on the scape, services and resnurces
described in this Amendment Letter the total charges which are expscted to be charged in relation to the
Services are shown in table 4.1,

Buring 2018, The Client wil continue a pregramme {0 replace the resources detailed in Section 7.1 with internal
fasourcas. In the event that sufficient internal resources are identifled, then the fees for the period January st
to December 31% 2018 will be reviewsd and any reductions In feas resulting from the replacement of Accenture
fesources with internal resources will be refunded in accordance with the mechanisms set out in section 4.3,










§ Implementation planning and project delivery e.g. timelines

The Services described in section 3 will be provided for the period January 1% 2016 to Decambar 312 2016,
The planning for the tasks to be carried out by the resources listed in section 3 will be agreed on a waekly basis
by the Skilled Resources Service Management team,

20




6 Governance and Reporting Structure

Waekly status mestings will be held ta review any issues raised and the overall performance of the Accenfure
and The Client in the execution of their responsibiiities in accordance with this Amengment Letter and the
Agreement. The personnel who must attend this meeting are listed in section 6.1.

If any of the key personnel are unable to attend the weekly status mesetings, a substitute must be appointed fo

attend uniess agreed by the chairman, The substifute will have the authority to make decisions on the behalf
of the person that they are representing.

6.1  Skilled Resources Service Management Team

TBC Chief Superintendent IT Operstions

Supt. Pat Ryan Superintendent IT Operations (Chain)

TRC Superintendent Research and Development {Joint Chalr)
Insp. Frank Martin Inspector IT Operations

insp, Gerry Walsh Inspector Research and Development

6.2 Management Team Structure
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6.3 Prioritisation of Work

The priorities of the Acceniute teams described in Section 3 will be agreed on a weekly basis by the Skillad
Resources Service Management team. The prioritisation of activities which impact tha ability of the Accenture
team to mest the Service Level Agreements (SLA) described in section 11, will result in a temporary suspension
of the associated SLA wili be agreed by the Skilled Resources Service Management Team. If the full Skilled
Resources Service Management team is not availabla then the prioritisation of work and any impact on SLAs
may be agreetd betwsen the chair and the Accentwre account manager. Any change agreed will be
communicated to alt members of the Skilled Resources Managament team.

All work undertaken by Accenture resources must be agreed and communicated to the appropriate member of
the Skilled Resources Service Managemant ieam.

64  Service Reports
Accenture will be expected to manage the delivery of services described in this Amendment Letter.

Accenture must provide a weekly service report for the previous week by 11:00 am on each Tuesday (with the
exception of public holidays).

The sactions that the weekly performance repon must contain are:
« Summary of Performance against Key Service Lave} Targetls.
+ System gvailabllity statistics for the previous week.
+ Graphical representation fo display actual performance against Key Service Leve! Tamgets.
+ Other items o be agreed by the Skilled Resources Service Management team.

Accenture must provide a quarterly (i.e. three-monthly) service report by the 4% calendar day of the month (with
the exception of waekends and bank holidays) foliowing the close of the quarter for the service that they provide.
The quanterly report has the same format as the weekly report.

Accenture will also provids the following reports as requirad:
» Sevice Performance Repofis
« Action Reporting (management summary of actions undertaken to resolve issues during previaus
period)
» Problem Reporis
s Incident Repors




7 Resources

The numbers and names of the resources proposed fo provide the services described in seclion 2 are contained
in the table below. The resources named below and working hours may be changed by agreement between
The Client and Accenture in order to cater for the changing nesds of The Client.

Possible scanarios where individual resources may be replaced are in the evenl of illness or an employee
leaving the employrnent of Accenture or other suppiier.

71 Resources to be Provided

Mame Ceon L Team L. O _Ro!el_Fﬁ_hct_io_h_ SR
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Table 7.1: Names and rofes of rasourcas to be providad Juring fhe fmpremeniation of this Amendment Letier

73  Quarterly Review

The number of resources required and the associated skill sets will be reviewed on a quarterly basis as part of
the implementalion of the consolidation and cost raduction program by the Skilled Resources Service
Management leam. Any changes to the number of resources will be agreed between Accenture and The Client.

The performance of Accenfure and the provision of key services will also be reviewed against the key
performance indicators set out in section 11.

7.4 Skills Transfer

A skills transition programme wilt be implemented, with the sim of reducing the number of roles described in
section 7.1 which will be filled by members of the Accenture feam.




Skills transfer activities will inciude;

tdentifying the required skills to bs transferred

Performing skills gap analysis

Producing skilfs transfer plans

Conducting and managing job shadowing and reverse job shadowing

Implementing and monitoring skills transfer with formal checkpoints and exit criteria.

* 4 » % 9

The skills and experience level required to be provided by any Client replacement resource should be consistent
with the skills and experience for the role as is described in Section 3.

When appropriately skilled internal resources are identified 1o take part in the Skills Transfer progranme,
appropriate levels of skills transfer will take place for the roie in question. The aim of the individual skills transfer
will be lo ensure that the intemnal resource becomes equipped with the skills necessary to ensure that no risk o
the parformance and availability of critical Garda 1T systems is caused by the replatement of the resource from
the Accentura feam.

In the event that skills are transitioned to a resource from The Client, a review of any Service Lavel Agreement
which could be impacted as g result of the replacement of the resource from the Accenture team will take place.
Tha appropriate changes fo the Service Level Agreement will be agreed in advance of the start of the skills
transition process. Any cost reduction resulting from the replacement of resources will be covered by the
pracess described in Section 4.3.

8 Dependencies on An Garda Siochina

i For each of the teams defined in section 3, corresponding Garda resources shouki be identified where

possible.

ii. The Accenture and Garda resources identified in dependency (i) will be co-focated to facilitate the
efficient exchange of information between resources.

ii.  All Accenture rescurces will be provided with adequate accommodation inchuding network connectivity
to altow for the effective discharge of their duties.

iv.  Accenture resources will be provided with the correct level of access {including administrator access
where appropriate) to hardware and software to aflow for effective discharge of their duties

v.  Any updates necessary on the [T service desk AHD system will be made o allow for the effective
reporting of status and service performance

vi. The service desk telephony systern will be updated 1o allow the effective tracking of all key Service
Desk metrics

vii.  All Garda users will have the ability fo re-set their own passwords and will be actively encouraged to do
s0 without calling the IT service desk.

vili.  Any change in the responsibilities of the Accenture team will be agreed in advance to aliow for the
impact on resource requirements to be evaluated. th the event that additional resources are required
to complete the additional tasks, either SLA’s will be suspended or Accenture may increass the number
of resources in agreement with An Garda Siochéna.

ix. Na infarmiation wil] be withheld frorm Acceniure which will impact the ability of Accanture it the discharge
of responsibilities outlined in this Amendment Lelter (subjsct to Section & of the Agreement).




10 Assumptions

i
ii.
if.

iv.

[n the event of major cutages such as a lelscommunications failure, whith is outside the control of
Accenture, certain key performance indicators will be suspended.

All relevant information and access to resources will be given to Accenture to aliow for the affective
discharge of respongibilities in relation to this Amendmant Letter.

All assumptions stated in our response to The Tender will be validated before the implamentation of
any SLAs

‘The numbers of staff will not be decreased further than indicated in section 3. In the event that the
team is reduced further in size, SLA's will be suspended.
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Service Metric Qverview

11.3

Metric Name
Incident — Contacts ~ % Answered
within agread tarpet

Cescription

This metric llustrates the
arpanisations’ ability to work within
agreed time limits and provides us
with a maasure fo take action
where appropriate to bring the
sarvice back in line with agreed
measures.

Service Metric Goal
Improve customer salisfaction

incident - Cases - % Closed on
initial {first POC)

This metric measures the
proportion of incidents resolved at
the first point of contact between a
user and a service dask without
delay or refarral.

increase the ebility of the
Service Desk to resolve
incidents without escalation.

Incident - Cases - % closet in
agreed timeframe

This matric provides the time that
it took to resolve incidenls as a
percantage of overall incidents
created,

Improve the efficiency and
customer satisfaction lavels
delivered by the IT service.

Incident - Casas - % overall cases
resolved

Details the percentage of cases
that central support resalved
against the overall amount of
cases resolved,

Improve central support
afficiency.

Change — % changas implemernted
on schedule

This melric is used fo capturs the
percentage of change requests
successfully executad within
schedula,

To increase the number of
changes impismented over
time,

Release — % of releases not
meeting the implementation
schedule ~ (backlog of releasas)

This metric is used o capture the
percentage of releases
successfully executed within
scheduie.

This mefric is used to capiure
the percantage of releases
succeassfully executed within
schedule.

% On Call requests Responded o
Within Agreed Timeframes

This metric is used to capture the
percentage of fimes that the on
talt rescurces respond to service
requests within the agreed
timelines.

To ensure unscheduled
downtime is minimised by
making sure that on-call
rescurces are on-site when
necessary to recover from
unplanned outages,

Unplanned downtime on Critical
Systams

This metric i5 used {o keep track
of unplanned downtime.

To reduce unplannad
downtime.

Release — Unplanned downtima
during the raleasse

This melric is used to keep frack
of uriplanned downtime.

To reduce unpianned downtime
as a resuli of a release and
improve testing and planning
assotiated with releases.

Prohlem — % Repeat problems per
mionth

To show how many of the
identified problem records that are
created as records in the problem
managament system have baen
created befora and are known as
repeats.

Improve sfficiency of Proactive
Problem Management.
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Description Service Metric Goal
To show how many of the Improve efficiency of Proactive
identified probiem records that are | Problem Mznagement.
created as records in the problem
management systern have a Root
Cause ldentified, as a percentage
of total problerm management
records created,

Metric Name
Problem — % RCA Identiied

Problem — % Solutions ldentified Te show how rany of the Improve efficiency of Proactive
identified problem records that are | Problem Management.

created as records in the problem
management system have a
Solution [dentified, (as a result of
the root cause analysis
conducted), as a percentage of
total problem management
records created,

% Scheduled Proactive Monitoring | The objective of this metric is to Improve efficiency of proactive

and Maintenance Tasks Completed | ensure that alf proactive problem and incident
maintenance and monitoring tasks | management.
are completed as scheduled.

Incident — Conlacts - % Abandaned | This metric provides the Mzintzin a low call
percentage of overall calls that ére § abandonment rate that is
ahandoned. afigned with industry bast

practices,

This Section (fhe SLA} describes each of the separate components {or Service ftems) of the Setvices to be
provided as part of this Amendment Letter.

Each safvice item is explained in detail, together with the level of service to be provided by Accenture in relation
to that service category (the "Service Level”). Except where otherwise expressly stated, each Service Leve! will
be measured over a calendar month.

114  Trescription of Service Metrics

Incident - Contacts - % Answered sithin agreed target

Dﬁetric Formula (# Calls Answered within SLA / Tolal # of Calls Answered) * 100 _1

Unit of Measure Percentage. l

1I Data Definitions # Calfls Answered within SLA - Number of calls that were answerad within time specifiad
by the Service Level Agreement during the reporting period.

{ Total # of Calls Answered - Total number of calls answered during the reporting period.

h Metric Description - This metric Mustrates the orgenizations’ ability to work within agreed time mits and
provides us with a meastre to take action where appropriate to bring the service back
in line with agreed measures,

” Business Goal Increase the SLA Compliance percentage over time.
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u Metric Targel/s

T8O

Incident - Cases - "% Closed on Indfial (fivst POC)

Metric Formula

L

[Tolal number of incidents that were resolved at first puairit of contaci/Total number of
ngidents created) * 100

Unit of Measure

Percentage.

Data Definitions

Total number of inCidents thal were resolved at first point of contact — the total rumber
of intidents that were resolved on first call or contact with support channel for the tima
period,

Total number of incidents created — the total number of incidents created by the
service desk for the time period.

Metric Description

between a user and a servica desk without delay or referral,

This matric dernonstrates the organizations’ ability to solve the customers issue at the
first point of contact without the need for follow up assistance thus reducing the time
that the custorner is affected.

{ This metric measures the proportion of ineidents resolved at the et pOIRt of Gontact

—_éusinass G-c';al

Increase the ability of the Service Desk to resolva incidents without escalation and
increase the SLA Compliance percentage over time.

%tric Targe??;_

To be agread by the Skilled Resources Service Management tean,

— e e ——t

Incident - Cases - % closed in agreed timeframe

Melric Formiula

(Number of incidents rescived wilhin SLA/OLA 7 Number of ingidents fesofvad raceable
to SLA/OLA} * 100

“Unit of Measure

Percentage.

Data Definitions

Number of incidents r_é_'.;owgd within SLATOIA - the t(;;l numbe_r_crnf incidents resofvad
for a particuiar SLA category that ware resoived within the time specified by the SLA
e.q. Priority 2.

Number of incidenis resolved lraceable o SLA/OLA - the total number of incidents
resolved for a particular SLA category that were resolved within the time specified by

" the SLA . :

——

Metri=c Dascription

This metric provides the time that it took to resoive incidents as a parcentage of averalt
incidents creaied. This metric has a target timeframe associated with i that is defined
In the SLAJOLA,

This information can be classified several ways inciuding severity, incident or
application,

This metrics filustrates the organizations’ ability to work within agreed time limits and
provides & rmeasure to fake action where appropriate to bring the service back in line
with agraed measgures.
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Business Goal Improve the efficlency and custﬁér satisfaction fevals delivered by the IT service and
" increage SLA/OLA compliance over time.
Metric Targef/s To be -agregd by the Skilled Resources Servicéfﬁﬂanagam;t team. - ”

Incident - Cases - Y overall cases resolved
i

Metrie Formula

(Number of cases rasolved by central support'/ Number of cases resofvad) * 100

Unit of Measure

Percentage.

Data Definitions

“ Number of cases rescived - tolal cases resolved for client X,

Number of cases resolved by cenfral support - total cases resolved by central support l
for client X. M

Metric Description

Details the percentage of cases that cenitral support resofved against the overall amount |
of cases resolved.

Business Goal

improve cerdral support afﬁr;ienc;.u

Metric Targel/s

Yo be agreed by the Skiiled"_Fi_ésources Service Management team.

Change - % changes implemented on schedule

|-Me£ric Formula

(Total number of Changes implemanted within schedule / Tolal number of Changes
implemented ) * 100

}ﬁﬂt of Measure

Pereentage.

Batz Definitions

|[ Totaf Number of Changes implemeanted Within scheddle ~ ihe ot numbar of change

requests implemented during the defined scheduls within the defined reporting time
period.

Total number of Changes implemented - the tolal number of change requests
implemented during the defined time pariod.

Metric Description

This matric is used to capturs the percentage of change requests successiully executed

within schedule.
This melrc demonstrates the organizations™ ability to compleie changes within tha
' approved schedule.

Business Goal

Ta increase the number of changes implemented over time.

Metric Target/s

[ To be agreed by the Skilled Resources Service Managem:"rﬁteam.
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Release — % of releases not meeting the implementation schedute — (backiog of releases)

[ Melric Formufa (Tolal number of Releases implementsd within schedule / Tolal number of Releases
impiemented ) * 100

Unit of Measure Percentage,

Data Definitions Total Number of Releases implementsd within schedule - the total number of change |
requests implemented during the defined schedufe within the defined reporting time
pericd.

Total number of Releases implemented - the total number of change requests
implemented during the defined time period.

Matric Description This melric is usad to capture the percantage of releases successiully executed within
schedule.

This melric demonsirates the organizations' ability to complete releases within the
approved schedule,

Business Goal ] To improve the organisations ability to deliver agreed changes on schedule,

Metric Target/s

lf To ba agreed by the Skilled Resources Saervice Management team.

% Oun Call requests Responded to Within Agreed Timeframes

1 Unit of Measure

Mstric Formula (Tolel number On-Call Requests Responded (o within Agreed Timelrames 7 Total r
number of On Calf Requests ) * 100

Percentage.

Dala Dsfinitions

Tolal number of On-Call Requesis Responded to within Agread Timeframes — the tctal
number of On Call requests answered and responded to with the agree fimeframes
within the defined reporting time period.

Total number of On Cafl Retguests - the total number of On Call requests made o the
‘ assigned ON-Calt resources within the defined reporting time period.

Metric Description This metric is used fo capture the percentage of times that the on calt resources respond
to service requests within the agreed timelines.
This metric is used to ensure compliance with the service levels defined in this
Amendment |etter.

Business Goal To ensure unscheduled downtime is minimised by making sure that on~call resources

are on-site when necessary to recover from unplanned outages.

Metric Targel/s

To be agreed bry_?};e Bkilled Re?am:es Service Management tearn.

L
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Unplanned downtime On Critical Systems

Metric Formula (Total time in hours and minutes for unplanned downtime)
’ Unit of Measure Number - hh:mm =
Data Definitions Total time in hours and minutes for unplanned downtime ~ the total number of hours

and minutes that there was unplanned downtime.

Metric Description This metric is used to keep track of unplanned downtime.

Business Goal ’ To reduce unplanned downtime.

Metric Target/s To be agreed by the Skilled Resources Service Maﬁggemem team.

# Release - Unplanned downtime during the release

Metric Formula (Total time in hours and minutes for unplanned downtime / Number of releases)
Unit of Measure Number - hhimm
Data Definitions Total time in hours and minutes for unplanned downfime - the total number of hours

and minutes that there was unplanned downtime as a direct result of the release.

Total Number of Releases - the total number of Releases in the release management
system during the defined time period.

Metric Description This metric is used to keep track of unplanned downtime.

Business Goal To reduce unplanned downtime as a result of a release and improve testing and
Elan ning associated with releases.

Metric Target/s [ To be agreed by the Skilled Resources Service Management team

Problem - % Repeat problems per month

reated) * 100

Unit of Measure _” Percentage. —

Metric Formula ‘,L umber of repeat problem records per month / Total number of problem records
Ci
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Data Definitions Number of rapeat problem records per month ~ The total numb_er of p_roblam
maneagemsnt tickets created in the problem management system for & given pericd that
are rapeats of 3 previous problem management record,

Total number of proactive problem records created - The total number of problem
management records created for a given period.

Metric Description " To show how many of the identified prablem records that are created as records in the
problem management system have beean created before and are known as repeatls.

Business Goal {mprove efficiency of Proactive Probiem Management.

Metlric Targel/s

To be agresd by the Skﬁled Resources Service Management team. I

Problom ~ % ROA Identified

Metric Formula ~(Total Number of RCA Ienlified for Problem Management liokets during the ime
period / Total Number of Froblem Management lickets created during the time period)
* 100

Unit of Measure Number.

MData Defnitions

Total Nimiber of RCA idontfiod for Probiem Management fickets during fhe fime period
—The total number of Rool Cause's identified for problem management tickets created
in the problem management system for a given period.

Total Number of Problem Management lickets created — The total number of problem
management fickels created in the problem management system for a given perod.

Metric Description To show how many of the identified problem records that are created as records in the
problem management system have a Root Cause ldentified, as a perceniage of total
problem managemeant records created.

Business Goal Improve efficiency of Proactive Problem Management,

Metrlc Targetfs

" To be agraed by the Skilled Resources Service Management team.

Preblem ~ % Solutions Tdentificd

Metfic Formidla

(Tetal Number of Sclutions identified for Probism Managemen! lickels during the time
period / Total Number of Problem Management tickels created during the time period}
* 100

Lnit of Measure

Percentage.

ata Definitions

Total Number of Solutions identied for Probiem Management tickets dunng the lime

perdod = The tolal number of Solutions identifiad for problem management tickets
created in the problem management system for a given period. “
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Tolal Number of Problem Management lickets crested ~ The total number of problem
management fickets created in the problem management system for a given period.

To show how many of the identified problem records that are created as records in the

Metric Description

! analysis conducted), as a percentage of total problem management records created,

problem management sysiem have a Solution [dentified, {as a result of the root cause

Business Goal

Improve efficiency of Proactive Problem Management.

-

Metric Target/s

" To be agreed by the Skilled Resources Sanvice Management team.

]

Y Scheduled Proactive Monitoring and Maintenance Tasks Completed

Metric Formula

{Scheduled Proactive Monitoring and Maintenance Completed)! (Total Scheduled
Proagctive Menitering and Maintenance Complsted)

Uﬁi_of Measure

Percentage.

Data Definitions

|

| Scheduled Proactive Monfioring and Maintenance Compieted — The number of
proactive maintenance and monitoring tasks signed off as being completed.

Tolal Scheduled Proactive Monitoring and Mainfenance Compfeted — The total nurnber
of proactive maintenance and monitaring task scheduled to be completed for a given

period.

Metric Description

[ The objective of this metric is fo ensure thal all proactive maintenance and monitoring
tasks are completed as scheduled. Tasks to ba included in the proactive maintenance
and monitoring schedule include:

Reacting {o automated alerts and taking the comact remedial actions

Ensuring all system backups complate as scheduled

Ensuring that the GJIPP interface is functioning correctly

Ensuring all daily checkiists are completed

-
L
L

——_—"'".‘.."'.......‘I

Business Goal

Improve efficiency of proactive problem znd incident management,

zﬁetric Tamget/s

[To be agreed by the Skiled Resources Service Management taam.

Incident - Contacts -

Y Abundoned

Matric Formula

¥ Calls Abandoned before targel 7 # Calls Offered * 100

Unit of Measure

Percentage.

Data Definitions

# Calls Abandoned - Calls that were abandoned before reaching & techRologiat,
following the time the customer has made their choices with the IVR syster.
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# Calls Offered - Total number of calls offered, following the time the customer has
made their choices with the VR system.

Metric ﬁescription

This metric provides the percentage of overall calls that are abandoned.
This metric illustrates the organizations ability to answers customers calls within
minimum abandon rates, also providing us the organization with an insight if their
staffing meets the needs of the call arrival pattern.
By monitoring this metric, action can be taken to bring the service back in line with
agreed measures.

Business Goal

Maintain a low call abandonment rate that is aligned with industry averages.

Metric Target/s

To be agreed by the Skilled Resources Service Manement team.

I would be grateful if you could confirm your agreement to this addendum by signing the enclosed
copy and returning it to me.

Yours sincerely

Accenture

4"’ ul= \‘_lK_ | c:
Date

[ agree with the above terms and conditions

2 A .'_ F 1 b \ ; £ ) /
f_‘f",'l 1 r/{: L'{/’J/ A {f é.-

For a;'l:i on ];ehalf of
An Garda Siochana
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Requester Name:

§. Accenture Contract Dated 07.12.2016 File Re: FOI-000088-2018

Decision
Record | Page e Relevant Section of - ,
No. No Description of document Deletions FOI Acts Reascn for decision _sm_.a._. ]
decision
1 07.12.2016 - Accenture Contract Grant
2-4 |07.12.2016 - Accenture Contract 2 Section 36 Commercially Sensitive Part-Grant
Information
5-8 |07.12.2016 - Accenture Contract 4 Section 37 Personal Information Part-Grant

Total number of pages

Total number of pages for full release

Total number of pages for partial release

Total number of pages being withheld
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7" December 2016

Superintendent Pat Ryan

IT Qperations,

An Garda Siochana Headguarters,
Phoenix Park,

Dubtin 8

Re: Agreement far the provision of resourcas tp provide Mobility Services to 1CT within An Garda
Siochana.

1 Background

This Project Document ie Boverned by the Services Agreement between the Commissioner of An Garda
sinchdna and Accenture dated 24™ August 2009 {“The Agreement”), The provisions of the Agreement shall
apply hereto, and alj capitalised terms used herein shall have the mearing set out in the Agreement, unilass
otherwise indicated herein,

Accenture will provide An Garda Siochdna with resources to assist in the implementation of an Enterprise
Mobility Management Solution to secure An Garda Sfochédna’s current mobile estate, as well as assisting in
progressing An Garda Sjochdna’s broader mobility strategy. If additional effort outside the estimated § month
periad is required, resources associated with the roles detailed in table 3.1 can continue to be drawn down on
a time and materials basis as per the rates also in table 3.1 for & duration to be agreed between An Garda
Siochdra and Accenture.

Accenture will provide 5 resources to-assist in the. implementation including the-overall project
,I Mmanagement of an Enterprise Mability Management Sclutian, as well as assisting An Garda Siochdng to
progress their overa)| mobility strategy.

1 Specific responsibilitias for the proposed work streams include;
!
[
' & EMiM for MS Surface and Laptops: The work stream s proposed to focus on securing the current
direct aceess devices, including the design of supporting nfrastructure/ technical architecture,
alignment with MDM an licences/ tariffs, Supportability and coordination of the testing of the

features with the existing users, as well as set upguides and support

e e ———
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®  EMM for the broader device estate {Mobile devices); The existing mobile device estate needs 1o ]
i he assessed for campatibiity with MDM, current tariffs, usage, accessories and user tagging and
: support levels defined. Once complete and where applicable, access to emnail, calendar anel
existing apps will be implememed as part of a pilot to broaden understanding of user
requirements and setting of a baseline

= Continuation of the broader strategic mobitity approach: The work stream will continue the
engagement with end-users to a} idenitify their maobhility neegs both functionally and technically, b}
design reguired mobility capabilities around these needs including devices, atcessories, apps.
Simultaneously working with Garda leadership to define required policies and guidelines

Resources will have their place of work at the Garda IT Centre in the Phoenix Park in Bublin 8. J

Normal hours of support will be
hotidays and bank holidays

= | ~ . .

between 09:00 to 17:30 Monday to Friday with the exceprtion of public

3 Charges

The Chargas shall he invoiced as set out in the Agreement. Based on the scope, services and resources
described in this Project Document the total charges which are expected to be charged in relation to the
Services are shown below in Table 3.1.

3.1 Costs of Services

Accenture.

Table 3.3; The cost of services to support Mability,







4 Implementation planning and project delivery

The Services dascribed in section 2 will he

provided for the period fanuary 1% 2017 to May 31%
v material basis,

2017 an 2 time




5 Governance and Reporting Structure

Weekly status meetings will be held to review any issues raised and the overal| performance of the Accenture
and The Client in the execution of their responsibifities in accordance with this Project Document. The
personnel who must attend this meeting are listed inn section 5.1,

If any of the key personnel are unable to atiend the weekly status meetings, a substitute must be appointed
to attend unless agreed by the chairman. The substitute will have the authority to make decisions on the
behaif of the person that they are representing.

5.2 Management Team Structure

5.3 Prioritisation of Wark

The priorities of the Accenture teams described in Section 2 will be agreed on a weekly basis by Project
Management team at weekly governance meeting.




& Resources

the numbers and namies of the resources proposed 10 provide the services described in section 2 are
tontained in the table below. The resolirces named helow and working hours may he changed by agreement
between The Client and Accenture in order to cater for the changing needs of The Client.

Possible scenarios where individual resources may be replaced are in the event of illness or an employae
leaving the employment of Accenture or other supplier,

6.1 Resources to be provided

Yoble 6.2: Mames and rofes of respurces to be provided during the implementation of this Project Bocument




7 Dependencies on An Garda Siochéna

i For each of the resources defined in section 2, torresponding Garda resources should be identified

where possibla.

ii.  The Accenture and Gardag resources identified in dependency (i) will be co-located 1o facilitate the
efficient exchange of infarmation between resources,

ii. Al Accenture resources will be provided with adequate accommodation including network
cennectivity to allow for the effective discharge of their duties,

V. Accenture resources will be provided with the correct level of access {including administrator access
where appropriate) 1o hardware and software 1o allow for effective discharge of their duties.

V. Any change in the responsibilities of the Accenture team will be agreed in advance to allow for the
Impact on resource requirements to be evaluated.

vi. No information wiil be withheld from Accenture which wilt impact the ability of Accenture in the
discharge of responsibilities outlined in this Amendment Letter (subject to Section g of the
Agreement).

8 Assumptions

i All relevant information and access 1o resources will be given to Accenture to allow for the effective
discharge of responsibilities in relation to this Amendment Letter,

. Inits capacity as Data Processor, Accenture agrees to comply with Client’s reasona ble instructions to
enable Chient to com ply with its obligations under data protection laws applicable to Client as a data
controller, as set out in the version of the Code of Practice for An Garda Siochdna in effect on the 28th
November 2016.

li.  The Client has sole responsibility for (a) informing Accenture persannel of the requirements of the
Cllent's heaith ang safety policy, and {b) ensuring that any part of the Client’s premises used pr
accessed by Accenture personnel complies with the Safety, Health and Welfare at Work Act 2005 and
the Safety, Health and Welfare at Work (Generai Application) Regulations 2007, in each case as
amended, consolidated, replaced or re-epacted.




Mwould be grateful if you cowld confirm your agreement to this addendum by sighing the enclosed copy and
returning 1t to me.

Yours sinceraly

Accentura

| agree with the above terms and conditions

.." . ~f . ’.4’\;’_. ? p " . r
‘/;;ffﬁ‘--'?‘!ff Yoo £ i1 Aur &
For and on behalf of Date

An Garda Siochdna




Requester Name:

6. Accenture Contract Dated 13.12.2016

File Re: FOI-000088-2018

. Decision
Record | Page Description of document Deletions Relevant Section of Reason for decision Maker's
No. No FOI Acts .
decision
1 13.12.2016 - Accenture Contract Grant
Part 1(n} of
2-16 [13,12.2016 - Accenture Contract 33 Schedule 1 Qut of Scope Part-Grant
17-20 {13.12.2016 - Accenture Contract 4 Section 36 Commercially Sensitive Part-Grant
information
; Commercially Sensitive
2127 {13.12.2018 - Accenture Contract 13 mmoﬂ_os 36 Information Pari-Grant
Section 37 ,
Parsonal Information
28-29 113.12.2016 - Accenture Contract 2 pages Section 36 Commercially mm:m;_e.m Refuse
Information
3(-38 [13.12.2016 - Accenture Contract 1 Section 37 Personal information Part-Grant
Total number of pages 38
Total number of pages for full release 10
Total number of pages for partial release 23

Total number of pages being withheld
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I,q_:):l)e:t:enﬂmr 2016

Supl. Patrick Ryan

LY. Section,

An Garda Siochéna Headquarters,
Phoenix Park,

Oubiin 8,

D08 HN3X

Re: Extension of Project Bocument lan uary 11" 2016, for the provision of Skilled Resources.

1 Background

The Commissicnar of An Garda Siochdna and Accenture (the “Parties”) entered into a Services Agreemaent
dated 24th August 2009 (the “Agreement”). The pravisions of the Agreement shall apply hereto, and all
capitalised terms used herein shall have the meaning set out in the Agreement, unless atherwise indicated
nersin.

Pursuant to the Agreement the Parties entered into 3 Project Document which outlines the scope of the
services and the roles and respansibilities of both Accenture and An Garda Siochana in relation to provision
of Sarvices 10 An Garda Siochdna IT Section (the “Project Document”}. The Project Document governs the
provision of the Services until 31st December 2016 {the “Term").

The Parties have agreed to extend the Term for a further year expiring 31st December 2017 and to replace
the terms of the Project Document with the terms as set out in this letter {“Amendment Leiter”).

This Amendment Letter embodies the entire agreement between the Parties with respect to the
amendment of the Project Document. In the event of any conflict or inconsistency between the provisions
of the Agreement, the Project Document or this Amendment Letter, the provisions of this Amendment
Letter shalt prevail,

2 Objectives

The provision of the services described in this Amendment Letter 2ims to ensure that An Garda Siochéna’s IT
section is provided with Skilled Technical resources to carry out certain activities described more fully in the
following sections.

Accenture will provide on-site SUppOTL to ensure that key IT services remain available to IT system end users,
The resources to be provided will augment the existing An Garda Siochdna staff to provide additional capacity
and key skills not currently provided by internal resources within An Garda Siochiana IT Section.

Accenture will also continue to work with The Client management team to Implement a cost roduction
program in relation to tha skills and services provided within An Garda Siochdnz’s IT section by ensuring that
toth Garda and Accenture resources are utilised as efficiently as possible. This program will also continue to
fvestigate ways in which new technologies could be used to introd uee additional efficiencies.




Acceniure will utilise its global alliances with software vendars such as Microsoit, Oracle, CA, VMWare and
others to help The Client ensure that it can maximise the benetits from investments already made by it in the
various technologies deployed across The Client’s IT infrastructure.

Accenture will also continue to utilise its global Police Services, drawing on experiences of worldwide system

implementations 25 well as specialised offerings including business assets and thought leadership via its
Policing Center of Excellence.

3 Description of Services

Accenture will provide An Garda Siochdna {AGS) with a total of 49 resources to work in the following areas
within The Client [T Section.

3.1 Live Support

Description & Accenture Responsibilities

Accenture will previde a total of 13 resources on-site and on an on-call basis to provide support for the GardalS
infrastructure. These resources will provide on-site support for Priority 1 and Priority 2 incidents inside business
hours of 09:00 to 17:30.

Between 17:30 and 09:00 on-call support wil! be provided for Priority 1 and Pricrity 2 incidents, with on-site support
being provided for Priority 3, Priority 4 and Priority 5 incidents.

The description of Friority levels are described in section 3.13.

The support providad will cover the following components of The Client IT infrastructure:

This team will have its place of work at the Garda IT Centre in the Phoenix Park in Dublin 8.




The normal hours af support will be betwesn 09:00 1o 17:30 Menday to Friday with the exceprion ai puihe
rolidays and Bank holidays

On-site resource support will be provided o a 07:00 1o 23:00 basis Monday to Friday and on weekends and
biark holidays from 09:00 to 17:30,

On-call support will be provided by two FTES between 17:30 and 09:00 Monday ta Friday and at weekends and
bank holidays. The response times expected from the On Call Accontura resources are detailed in section 3.13.




3.2 Operational Readiness Test

Description & Accenture Responsibilities

i Accenture will provide one resource 1o work on the Operational Readiness Test (ORT) team. This resource will ansure
that the kay coerational components {technolopy, pracesses, procedures and people) required to manage and
support a 24/7 service are in place and functional in a pre-live environment prior to deployment of the service [new
ar amendment to existing service) in the live environment.

This team will have its normal place of work at the Garda IT Centre in the Phoenix Park in Dublin 8.

Support Hours
o The hours of support will be between 09:00 to 17:30 Monday to Friday with the exception of public holidays and

bank holidays.




o vesloyment Checklist
o ORT Test Clusure Report i
s Record anc escalate issues identified during ORT
e Moritor and report progress against plan
¢ Confirm deployment timings
¢  Sign-oftf ORT

33 Technical Architecture

Description & Accenture Responsibilities

Accenture will provide four resources to work on the technical architecture team providing support for The Client's
iT technical architecture.

This team will have its normal place of work at the Garda IT Centre in the Phoenix Park in Dublin 8.
|

Support Hours

¢ The hours of support will be between 09:00 to 17:30 Monday to Friday with the exception of pubilic holidays and
bank holidays.




3.4 Database Administration

Description & Accenture Responsibilities

Accenture will provide three resources on-site and on-call support services to support the GardalS Databases on a 24 |
hour x 7 day basis.

. This support comprises the following components of the Garda!$ infrastructure:

he hours of support will be between 09:00 to 17:30 Monday to Friday with the exception of public holidays and
bank holidays,




35 System Administration

Description & Accenture Responsibilities

Accenture will provide five System Administration (Environments] support resources to The Clieni. The five
resources wiil mairtain and sugport the Garda production and test enviranments. These include Training
{GARDATRN), Pra-Production (GARDAISPRE) and Production {GARDAIS).

Support Hours

e The hours of suppart will be between 09:00 to 17:30 Monday to Friday with the exception of public holidays and
bank holidays.




3.8 Security

Accenture will provide three resources to provida support to The Client Security Team.

bank hohidays.




3.7

s support

Description & Accenture Responsibilities

Accenture will provide one resource to provide support across the_SAMS areas:

s  SAMS Application Support

Support Hours

e The hours of support will be between 09:00 to 17:30 Monday to Friday with the exception of public holidays and
bank holidays.

3.8 Backup & Restore/CA Support
Description & Accenture Responsibilities




Accenture will preyide one on- sike resource To support services for tape Backup and Restorn opetalions and CA toalssm
uperations across the following environments:

Additional envirenments may be included with the scape of the support o be provided by Accentura by agreemant.

e The hours of support will be between 03:00 to 17:30 Manday o Friday with the exception of public haidays and
bank holidays.




3.9 Desktop Support

Description & Accenture Responsibilities

Accenture will provide a total of three resources on-site to provide support for the desklop PCs deployed across the
Garda organisation.

This team will have its place of work at the Garda IT Centre in the Phoenix Park in Dublin 8.

]

Support Hours

¢ The hours of suppert will be between 09:00 to 17:30 Monday to Friday with the exception of public holidays and
bank holidays.

3.10  Service Desk Supervisors

Description & Accenture Responsibilities

Accenture will previde three resources on-site at Garda Headquarters in the Phoenix Park, Dublin 8 acting as Service
Cesk Supervisors. The Service Desk Supervisors will be responsible for:

e Actas the first point of escalation for all Service Desk Analysts
® Producing weekly reports on the daily activities of the Service Desk {

®__ Providing advice and guidance to customers and Service Desk analysts




e  Managing Service Dest Team shifls and associated handovers
e  ©nsuring calls are handled efficiently & in a timely manner by Service Desk Analysts
e (reating a service culture within the service desk

e Working with the Service Desk Lead Supervisor and Accenture (TIL implementation lead in defining and
implementing new or improved working practices

Support Hours

o The hours of support will be batween 07:00 to 23:00 Monday to Friday with the exception of public halidays and
bank holidays.

3,11 Service Desk Analvsts

Description & Accenture Responsibilities

Accenture will provide nine Service Desk Analysts to cover 24*7*365 Service Desk support.

The Service Desk is the single point of contact for the Client for users of IT services. It is the focal point for reporting
incidents and making service requests.

12




The Service Desk will ensure that usecs/customers are kepl infarmed of the status of their calis and are informed of
: any scheduled or unscheduled service events that are likely to impact their ability to pursue their day to-day
| activities.

Suppart Hours

e The hours of support will be 24*7 365 days of the year,

3.12 Desktop Migration and Follow Me Printing

Description & Accenture Respoansibilities

Accenture will provide three resources to work on the desktop migration and Follow Me Printing team. This team
will be responsible for the migration and consolidation of remaining standalone and non-managed networked
desktops to the GARDAIS domain. This team will also take on responsibility for the continued deployment of Follow
Me Printing.




The hours of support will be between 09:00 ta 17:30 Monday to Friday with the exception of public holidays and
hank holidays.




3.13  Enterprise Mobile Management Support Engineer
Description & Accenture Responsibilities

Accenture will provide one resources to support the VMWare Enterprise Mobile Management (EMM) solution.

This team will have its place of wark at the Garda IT Centre in the Phoenix Park in Dublin 8.

Support Hours

The hours of support will be between 09:00 te 17:30 Monday to Friday with the exception of public holidays and
bank holidays.

The role will commence on 1% May 2017 after the roll out of the Enterprise Mobile Management Solution.

314 On Call Support

The applications and environments to be covered by the On Call resources will be agreed at the Skilled
Resources Service Management forum.

Fiease note tiiat Tor the remainder of the Amendment Letter, the following terminology will be used when

describing Incidents: Priority 1 through to Priority 5. These relate to the status of Incidents in An Garda
Siochdna in the following way:

15




Priority Description

Level

1 Critical Impact: Urgent, many users affected, business critical functions unavailable (e.g.,

' server down, application not available), no workaround in place.

5 High Impact: Partial loss of service and/or degradation of ability to provide service to
Customer and/or workaround exists but requires extensive effort.

3 Moderate Impact: Persistent service degradation, slow response time, specific to one user,

’ problem prevents user from performing critical task, workaround in place.
Minimal Impact: Problem with minimal fripact affecting single user. Any type of Customer

" request {including request for information) that is not related to a problem. Problems with
workaround in place that have been reprioritised, but a problem exists which prevents the
completion of a non-critical task.

5 Request: A change requested which if not implemented will not impact service availability
or the ability of business users to perform critical tasks.

Table 3.1: Description of Incident Prioritisation

The response times expected from the On Call Accenture resources are as follows:

Priority Response Time to Time for On Call Resource to be
Service Request On-Site

1 15 Minutes 1 Hour

2 30 Minutes 2 Hours

3 30 Minutes Next Business Day

4 30 Minutes As Negotiated

5 As Negotiated As Negotiated

Table 3.2: Expected On Coll Response Times
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4 Charges

The Charges shall be invoiced as set out in the Agreement. Based on the scope, services and resources
described in this Amendment Lelter the total charges which are expected to be charged in ralation to the
Services are shown in table 4.1.

During 2017, The Client will continue a programme te replace the resources detailed in Section 7.1 with
internal resources, in the event that sufficient internal resources are identified, then the fees for the period
January 1* to December 31% 2017 will be reviewed and any reductions i fees resulting from the replacement
of Accenture resources with internal resources will be rafunded in accordance with the mechanisms sezt out in
section 4.3,










5 Implementation planning and project delivery e.g. timelines

The Services described in section 3 will be provided for the period January 1! 2017 to December 31 2017.

The planning for the tasks to be carried out by the resources listed in section 3 will be agreed on a weekly basis
by the Skilled Resources Service Management team.




¢ Governance and Reporting Structure

Weekly status meetings will be held to review any issues raised and the overall performance of the Accenture
and The Client in the execution of their responsibilities in accordance with this Amendment Letter and the
Agreement. The personnel who must attend this meeting are listed in section 6.1,

If any of the key personnel are unable to attend the weekly status meetings, a substitute must be appointed

to attend unless agreed by the chairman. The substitute will have the authority to make decisions on the
behalf of the person that they are representing.

0.1 Skilled Resources Service Management Team

TBC o ____ | Chief Superintendent IT Operations

Supt. Pat Ryan _ Superintendent IT Operations (Chair)

TBC Superintendent Research and Development (Joint Chair)
Insp. Ann Ellis Inspector IT Operations

Insp. Frank Martin Inspector Research and Development

6.2 Management Team Structure
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6.3 Prioritisation of Work

The priorities of the Accenture teams described in Section 3 will be agreed on a weekly basis by the Skilled
Resources Service Management team. The prioritisation of activities which impact the ability of the Accenture
team to meet the Service Level Agreements (SLA) described in section 11, will result in a temporary suspension
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of the assouiated SLA will be agroed by the Skilled Resources Service Management Team. (f the full Skilled
flesoutrees Service Management team is not available then the prioritisation of work and any impact on SLas
inay be agreed beiween the chair and the Accenture account manager. Any change apreed will be
communicated to all members of the Skilled Resources Manageiment team.

All work undertaken by Accenture resources must be agreed and communicated to the appropriate member
of the Skilled Resources Service Management team.

6.4 Service Reports

Accenture will ba expected 10 manage the delivery of services described in this Amendmant Letter,

Accenture must provide a weekly service repart for the pravious week by 11:00 am on each Tuesday {with the
exception of public halidays).

The sections that the weekly parformance report must contain are:
s Summary of Performance against Key Service Level Targets,
»  System availability statistics for the previgus week.
e Graphical representation to display actual performance against Key Service Level Targets.
o (Other items to be agreed by the Skilled Resources Service Managernent team.

Accenture must provide 2 quarterly {i.e. three-monthly) service report by the 4% calendar day of the month
{with the exception of weekends and bank holidays) following the close of the quarter for the service that they
provide. The quarterly report has the same format as the weekly report.

Accenture will also provide the following reports as required:
o Service Performance Reparts
e Action Reporting {management summary of actions undertaken to resolve issues during previous
period)
® Problem Reports
o Incident Reports
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7  Resources

The numbers and names of the resources proposed to provide the services described in section 2 are
contained in the table below. The resourcas named below and working hours may be changed by agreement
between The Client and Accenture in order to cater for the changing needs of The Chent,

Possible scenarios where individual resources may be replaced are in the event of illness ar an employee
leaving the employntent of Accenture or other supplier.

7.1 Resources to be Provided
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7.3 Quarterly Review

The number of resources required and the associated skill sets will be reviewed on a quarterly basis as part of
the implementation of the consolidation and cost reduction program by the Skilled Resourtes Service




Management team. Any changes to the number of resources witl be agreed hatween Accenture and The

Ciient.

the performance of Accenture and the provision of key services will also be reviewed against the key
performance indicators set out in section 11.

8 Dependencies on An Garda Siochana

vi.

vii.

viii.

For each of the teams defined in section 3, corresponding Garda resources should be identified where
possible.

The Accenture and Garda resources identified in dependency (i) will be co-located to facilitate the
efficient exchange of information between resources.

AN Accenture resources will be provided with adequate accommodation including netwark
connectivity to allow for the effective discharge of their duties.

Accenture resources will be provided with the correct level of access {including administrator access
where appropriate} to hardware and software to zllow for effective discharge of their duties

Any updates necessary on the IT service desk AHD system will be made to allow for the effective
reporting of status and service performance

The service desk telephony system will be updated to allow the effective tracking of all key Service
{lesk metrics

Al Garda users will have the ability to re-set their own passwords and will be actively encouraged to
do so without calling the IT service desk,

Any change in the responsibilities of the Accenture team will be agreed in advance to aliow for the
impact on resource requirements to be evatuated. In the avent that additionat resources ara required
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1o complete the additional tasks, either SLAS will be suspended or Accenture may increase the
number of resources in agreement with An Garda Siochdna.

ix.  No information will be withbeld from Accenture which will impact the ability of Accenture in the
discharge of responsibilities outlined in this Amendinent Letter (subject to Section & of the
Agreement).

10 Assumptions

. In the event of major outages such as a telecommunications failure, which is outside the contrai of
Accenture, certain key performance indicators will be suspended.

ii.  All refevant information and access to resaurces will be given to Accenture to allow for the effective
discharge of responsibilities in relation to this Amendment Letter,

fit.  All assumptions stated in our response to The Tender will be validated before the implemeniation of
any SLAs

iv.  The numbers of staff will not be decreased further than indicated in section 3. In the event that the
team is reduced further in size, SLA’s will be suspended.

v.  Inits capscity as Data Processor, Accenture agrees to comply with Client’s reasonable instructions to
enable Ciient to comply with its obligations under data protection laws applicable to Client as a data
controlier, s set out in the version of the Code of Practice for An Garda Siochana in effect on the 28th
November 2016,

vi.  The Client has sole responsibility for (a} informing Accenture personnel of the requirements of the
Client’s health and safety policy, and (b} ensuring that any part of the Client’s premises used or
accessed by Accenture personnel complies with the Safety, Health and Welfare at Work Act 2005 and
the Safety, Health and Welfare at Work {General Application) Regulations 2007, in each case as
amended, consolidated, replaced or re-enacted.
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11.3  Service Metric Overview

Metric Name
| Incident — Contacts - % Answered
within agreed target

Incident - Casesj% Closed unhrnitial
{first POC)

Description

This metric illustrates the
wrganisations’ ability to work within
agreed time limits and provides us
with a measure to take action where
appropriate to bring the service back
in line with agreed measures.

This metric measures the proportion
of incidents resolved at the first point
of contact between a user and a
service desk without delay or
referral.

Service Metric Goal
Improve customer satisfaction

Increase the .-abilltv of the Service |
Desk to resolve incidents without
escalation.

Incident - Cases - % closed in agreed
timeframe

This metric provides the time that it
took to resolve incidents as a
percentage of overall incidents
created.

anprove the efficiency and
customer satisfaction levels
delivered by the IT service.

Incident - Cases - % overall cases
resolved

Details the percentage of cases that
central support resolved against the
overall amount of cases resolved.

Improve central support
efficiency.

Change - % changes implemented on
schedule

This metric is used to capture the
percentage of change requests
successfully executed within
schedule.

To increase the number of
changes implemented over time.

. Release — % of releases not meeting
the implementation schedule —
(backlog of releases)

This metric is used to capture the
percentage of releases successfully
| executed within schedule.

This metric is used to capture the
percentage of releases
successfully executed within
schedule.

| % On Cali requests Responded to
| Within Agreed Timaframes
I

This metric is used to capture the
percentage of times that the on call
rescurces respond to service
reguests within the agreed timelines.

To ensure unscheduled downtime
is minimised by making sure that
on-call resources are on-site when
necessary to recover from
unplanned outages.

! Unplanned downtime on Critical
Systems

This metric is used to keep track of
unplanned downtime.

' To reduce unplanned downtime.

i Relzazse — Uinplanned downtime during
i the release

This metric is used to keep track of
unplanned downtime.

To reduce unplanned downtime
as a result of a release and
improve testing and planning
associated with releases.

Prablem — % Repeat problems per
i menth

To show how many of the identified
records in the problem management

are known as repeats.

Improve efficiency of Proactive

|_ problem records that are created as 1 Problem Management.

system have been created before and ‘

Problem — % RCA |dentified

To show how many of the identified
problem records that are created as

Improve efficiency of Proactive
Problem Management.

| records in the problem management |
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Metric Name Description Service Metric Goal
system have @ Root Cause ldentified,
as a percentage of total problem
management records created.

Problem - % Solutions Identified

To show how many of the identitied
problem records that are created as
records in the problem management
system have & Solution Identified, (as |
a result of the root cause analysis {
conducted), as a percentage of total |

I Improve efficiency of Proactive
| Problem Management.

. problem management records
S created. |
% Scheduled Proactive Monitoring and ' The objective of this metric is to Improve efficiency of proactive
Maintenance Tasks Completed . ensure that all proactive problem and incident
j maintenance and monitoring tasks management.
. are completed as scheduled. |
Incident — Contacts - % Abandoned This metric provides the percentage Maintain a low call abandonment
of cverall calls that are abandoned. rate that is aligned with industry
best practices.

This Section (the SLA} describes each of the separate components {or Service Items) of the Services to be
provided as part of this Amendment Letter.

Each service item is explained in detail, together with the level of service to be provided by Accenture in relation
to that service category (the "Service Level"). Except where otherwise expressly stated, each Service Level will
be measured over a calendar month.

11.4 Description of Service Metrics

Incident — Contacts - % Answered within agreed target

Metric Formuia (# Colis Answered within SLA / Total # of Calls Answered) * 100 ,

Unit of Measure Percentage.

Data Definitions # Calls Answered within SLA - Number of calls that were answered within time specified by the
Service Level Agreement during the reporting period.
Total # of Calls Answered - Total number of calls answered during the reporting period.

Metric Description This metric illustrates the crganizations’ ability to work within agreed time limits anc provides
us with a measure to take action where appropriate to bring the service back in line with agreed
measures.

Business Goa! Increase the SLA Compliance percentage over time. ) N

Metric Target/s TBD
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Metric Formula

{ Total number of incidents that were resolved at first point of contact/Total number of incidents |
created) = 100

Percantage.

Total number of'ih'c:'den ts that were 1esolved at first point of contact - the total number of
incidents that were resolved on first call or contact with support channel for the time period.

Total number of incidents created — the total number of incidents creatad by the service desk
for the time period. |
t

—

Metrir‘:_ri'tascrip-t‘ibn

This metric measures th;proponicn of incidents resolved at the first péirit of contact between |

a user and a service desk without delay or referral.

This metric demonstrates the organizations' ability to solve the customers issue at the first
point of contact without the need for follow up assistance thus reducing the time that the
customer is affected.

Business Goal

Increase the ability of the Service Desk to resclve incidents without escalation and increase
the SLA Compliance percentage over time.

Metric Target/s

To be agreed by the Skilled Resources Service Management team.

Incident - Cases - % closed in agreed timeframe

Metric Formula

(Number of incidents resolved within SLA/OLA / Number of incidents resolved traceable to
SLA/OLA) * 100

Unit of Measure

Percentage.

Data Definitions

L

Number of incidents resoived within SLA/OLA - the total number of incidents resclved for a
particular SLA category that were resolved within the time specified by the SLA e.g. Priority 2.

Number of incidents resolved traceable to SLA/OLA - the total number of incidents resolved for |
a particular SLA category that were resolved within the time specified by the SLA .

! Metric Description

| incidents created. This metric has a target timeframe associated with it that Is defined in the |

|| This metrics illustrates the organizations’ ability to work within agreed time limits and provides |,

This metric provides the ume that it tock to resolve madents as a percentage of overall

SLA/OLA.
This information can be classified several ways including severity, incident or application.

a measure to take action where appropriate to bring the service back in line with agreed
measures.

Business Goal

Improve the efficiency and customer satisfaction levels delivered by the IT service and increase
SLA/OLA compliance over time.
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| Metric Target/s

O . T R o iy
| To be agreed by the Skillad Resources Service Management team.

Incident - Cases -

% overall cases resolved

I Metric Farmula

Pi\rﬁmber of cases resolved by centrol s'upporf / Number of cases resolved) * 100

l—___ '_
Unit of Measure

‘I Percentage.

Data Definitions

' Number of cases resolved by_céntra! support - total cases resolved by central support f or client
X.

Number of cuses resolved - total cases resolved for client X,

Metric D:-escription

Details the percentage of cases that central support resolved against the overall amount of
cases resolved.

Business Goal

Improve central support efficiency.

Metric Target/s

To be agreed by the Skilled Resources Service Mﬁagement team.

Metric Formula

Change — % changes implemented on schedule

__."-—'_--___.._—__—__—i-'—----—-_—__.__|
(Total number of Changes implemented within schedule / Total number of Changes
implemented ) * 100

i
i

. Unit of Measure

Percentage. |

i

! Data Definitions

————

Total Number of Chunges implemented within schedufe — the total number of change requests |
implemented during the defined schedule within the defined reporting time period.

i Total number of Changes implemented - the total number of change requests implemented

_ during the defined time period.
|

Metric Description

This metric is used to capture the percentage of change requests successfully executed within

schedule.

This metric demonstrates the organizations’ ability to complete changes within the approved |

schedule. i
' Business Goal | To increase the number of changes implemented over time. ’
| Metric Target/s To be agreed by the Skilled Resources Service Management team.

e N R 3 R B e RO T
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Metric Formula

i (i‘ura.f number of Releases a’mp!é;r:ntud within schedule / Total number of Releuses
| implemented ) * 100

[ Unit of Measure

II Data Defnitlom

i implemented during the defined schedule within the defined reporting time period.

Pt-rcentape

3
|
Totm‘ Number of Re.‘eases m‘pfemented within :.t.hedule ihe total number of cha nge req uests T|
|

Total number of Releases implemented - the total number of change requests |mplumf_med
during the defined time period.

Metric Description

This metricis used to capture the percentage e of releases successfullv executed within schedule.
This metric demonstrates the organizations’ ability to complete releases within the approved
schedule.

Business Goal

To improve the organisations ability to deliver aér'eed changes on schedule.

Metric Target/s

To be agreed by the Skilled Resources Service Management team.

% On Call requests Responded to Within Agreed Timeframes

Metric Formula

(Total number On-Call Requests Responded to within Agreed Timeframes / Total number of On
Call Requests ) * 100

Unit of Measure

Data Definitions

L

=r Total number af On-Call Requests Responded te w.'thm Agreed T:meframes the total number
, of On Call requests answered and responded to with the agree timeframes withir tha defined

Percentage.

reporting time period.

Total number of On Call Requests - the total number of On Call requests made to the assigned |
ON-Call resources within the defined reporting time period.

Metric Description

This metric is used to capture the percentage of times that the on call resources respond to
service requests within the agreed timelines.

This metric is used to ensure compliance with the service levels defined in this Amendment
Letter.

Business Goa!

To ensure unscheduled downtime is minimised by making sure that on-call resources are on-
1 site when necessary to recover from unpianned outages.

=

Metric Target/s

| To be agreed by the Skilled Resources Service Management team.
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Unplanned downtime On Critical Systems

Metric Formula (Tetal time in hours and minutes for unglanned downtime}
Unit of Measure Number - hh:mm
R NP, | R —— o —— e — — e —

'Data Definitions { Total time in hours und minutes for unpf‘am!_ed-downrfme — the total number of hours and

i minutes that there was unplanned downtime.

- - _j‘ -
Metric Descripticn i This metric is used to keep track of unplanned downtime.
Business Goal ! To reduce unplanned downtime.
. i — — ——
Metric Target/s To be agreed by the Skilled Resources Service Management team.

Release — Unplanned downtime during the release

Metric Formula | (Total time in hours and minutes for unplanned downtime / Number of releases)

Unit of Measure | Number - hh:mm

Data Definitions Total time in hours and minutes for unplanned downtime - the total number of hours and

| minutes that there was unplanned downtime as a direct result of the release.

| Total Number of Releases - the total number of Releases in the release management system
' during the defined time period.

| PR

Metric Description | This metric is used to keep track of unplanned downtime.
| = ; i . : - :
i| Businass Geai || To reduce unplanned downtime as a result of a release and improve testing and planning
|| associated with releases.
Metric Target/s 7|l To be agreed by the Skilled Resources Service Management team.

==

Problem - % Repeat probiems per month

Metric Formula (Number of repeat problem records per month / Tota! number of problem records created) *
100
| Unit of Measure || Percentage - |
B = : h = :




Data Definitions

— - e e —— e P T r— —rrer—— — ‘:

© Number of repeat problem records per month ~ The total number of problem management |
tickets created in tha problem management system for a given period that are repeats of a
previous problem management record.

Total number of prouctive problem records created - The totdl number of problem management
records created for a given period.

Metric Description

To show how |ﬁany of th ereﬁ_tlﬁ_e'd_p-rob_lE'm records that are created as records in tl'l(:'_;;i‘:tﬂ;l-
management system have been created before and are known as repeats.

‘| Business Geal

- o _———

Improve efficiency of Proactive Problemn i\}lénagement.

| Metric Target/s

To be agreed by the Skilled Resources Service Maﬁagémeﬁt team,

Problem — % RCA Identified

Metric Formula

| (Total Number of RCA identified for Problem Management tickets during the time period /
Total Number of Problem Management tickets created during the time period) * 100

[ Unit of Measure

Number.

|

. Data Definitions

Total Number of RCA identified for Problem Management tickets during the time period — The
total number of Root Cause’s identified for problem management tickets created in the
problem management system for a given period.

Total Number of Problem Mganagement tickets created — The total number of problem
I management tickets created in the problem management system for a given period.
L

Metric Description

Biici =0
| DUSHIESS Ol ;-—f
il

="

’i To show how many of the identified problem records that are created as records in the problem '-
| management system have a Root Cause Identified, as a percentage of total problem °
‘ management records created.

Improve efficiency of Proactive Problem Management.

', Metric Target/s

— l— ==

i To be agreed by the Skilled Resources Service Management team.

]

Problem - % Solutions Identified

L Metnd Formula

(Total Number of Solutions identified for Problem Management tickets during the time period
/ Tota!l Number of Problem Management tickets created during the time pericd) * 100

ZE Unit of Measure

Percentage. 3 —‘




, Data Selinitions

Metric Description

|
| e ———

Tatal Number of Salutions identified for Problem Management tickets during the time period
The total number of Solulions identified for problem mianagement tickets created in the |
problem management system for a given periea.

Tota! Number of Problem Management tickets created — The total number of problem |
management tickets created in the prablem management system for & given pericd.

|
|
|
|
|
|
!

To show how many of the identified problem records that are created as records in the problem
management system have a Solution Identified, (as a result of the root cause analysis
conducted), as a percentage of total problem management records created.

Business Goal

—

Improve efficiency of Proactive Problem Management. ' |

|| Metric Target/s

| S—

To be agreed fw the Skilled Resources Service Management team.

% Scheduled Proactive Monitoring and Maintenance Tasks Completed

Metric Formula

{Scheduled Proactive Monitoring and Maintenance Completed)/ (Total Scheduled Proactive
Monitoring and Maintenance Completed)

Unit of Measure

Percentage. '

Data Definitions

Scheduled Proactive Monitoring and Maintenance Completed — The number of proactive
maintenance and monitoring tasks signed off as being completed.

Total Scheduled Proactive Manitoring and Maintenance Completed — The total number of
proactive maintenance and monitoring task scheduled to be completed for a given period.

Metric Description

The objective of this metric is to ensure that all proactive maintenance and monitoring tasks |
are completed as scheduled. Tasks to be included in the proactive maintenance and monitoring
schedule include:

e  Reacting to automated alerts and taking the correct remedial actions

e  Ensuring all system backups complete as scheduled

e  Ensuring that the CJIPP interface is functioning correctly

e  Ensuring all daily checklists are completed

3usiness Goal

Improve efficiency of proactive problem and incident management. !

|| Metric Target/s

Te be agreed by the Skilled Resources Service Management team.

Incident - Contacts - % Abandoned

Metric Formula

L

Ii

# Calls Abondoned before target / # Calls Offered * 100

i Unit of Measure

|

=L

Percentage.
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| Data Definitions {) Calts .tbmrdam.d Lalls lh.n were abandoned bi—'*fﬂl'r.' rmchmg auli-chnofnpv.t rollomr'g Liw ’

t Time the customer bas inade their choices with the (VR system.

LA Calfs Offered - Total numbe of calls offered, tollawing the time the custamer has made their
choices with the JVR system.

i’VMetr!L Descnptiﬂn I‘h:s mcrric prowdes the pe percentago of overall calls th;at are abandaned
' This metrie illustrates the organizations ability to answers customers calls within minimum
abandors rates, also providing us the organization with an insight if their staffing meets fhe
! needs of the ¢all arrival pattern.

. By monitaring this metric, action can be taken to bring the service back in line with apreed

meastres,
| Business Goal Malm:aln a low céﬁ "abandonmem rate that is aligned with mdustrv averages
: l- = A e —_— -
| Metric Target/s f To be agreed by the Skilled Resources Service Management team.

I would be grateful if you could confirm your agreement to this addendum by signing the enclosed copy and
returning it to me.

Yours sincerely

[ly<12 - 20l6

Date
Accenture

t agree with the above terms and conditions

It

f',-’ L

.-? !ip., T LSRN
L Soh L i

For and oit b-e'half of
An Garda Siochana
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