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SCHOOL'S BUSINESS SUPPORT SERVICE LEVEL AGREEMENT

1/4/2007-31/3/2008

Facilitating schools self management through best use of Business and Finance
Information, Systems and Procedures

OVERVIEW

This Service Level Agreement offers a wide ranging support mechanism for schools to
tap into. It provides excellent support and advice to enable a high quality provision of
management information to allow schools to make well informed choices on a daily basis.
The service provides a close link between school and the local authority ensuring that
schools are able to provide information required by the local and national authorities to
any required standard. The team are regularly trained to keep up with current
developments in all areas of school business management including finance, data and
system usage, and are all CRB cleared to an enhanced standard.

THE SERVICE

The Business Support Service offers support in managing and developing business
systems in schools. This includes Management Information Systems (MIS) used by
schools and supporting the financial management of schools. This is accomplished in a
number of different ways.

This year the service has been redesigned to include all the services previously offered
and some new components. It aims to be more streamlined in its presentation. It is also
designed to focus on improving the skills of school based staff and developing the
systems that are used in schools. The Service Level Agreement is broken into three
distinct parts. Part One is the Core Support Option which includes the helpdesk support
and a training entitlement for the school. Part Two offers a number of packages which
allows schools to receive a number of on-site visits along with some additional benefits.
Part Three allows schools to pick some of the components incorporated into the first two
parts as stand alone options, and includes additional options not covered by Parts One
and Two.

TSC is committed to valuing diversity and promoting and implementing equality of
opportunity in all its activities.
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PART 1 — Core Support

To provide a helpdesk support system for Business Issues utilising thin client
services, telephone and e-mail call logging.

o 1% Line support — Call logging and instant resolution

o 2" Line support — More complex issues to be resolved after a prioritisation
analysis

0 Top Line support — Most complex issues to be resolved, possibly with
reference to third party support.

Training entitlement of 10 training sessions per year provided by the Business
Support Team. (A shared computer constitutes one session of the entitlement.
Maximum two per computer, subject to availability).

Development, updating and roll-out of long term (3 year) budget management
tools. This includes a site licence for the tool. Training is provided as part of the
entitlement identified above. The current version of the plan has been upgraded to
take into account issues such as TLR payments and Safeguarding of teachers
salaries as well as reflecting new scales for the posts affected by the recent
workforce reform changes. It also includes a Minimum Funding Guarantee
calculator for 2007/08 to 2009/10 courtesy of the DCS Finance Team.

Support with designing, evaluating and implementation of new systems and
collaborating with the chosen Managed Service Provider (MSP) for the
Personalised Learning Environment (PLE) designed as part of the Building
Schools for the Future project.

Development and moderation of a Sharepoint on-line forum for schools to share
best practice.

Access to training and guidance materials produced.

MIS and Finance induction meeting for new Headteachers, Deputies and
Administrators.

Support and advice for schools when recruiting Business Managers, Bursars and
Administrators. This includes support with advertising, shortlisting, testing and
interview.

As part of the training entitlement there will be SIMS.net and finance workshop
sessions available.

TSC is committed to valuing diversity and promoting and implementing equality of
opportunity in all its activities.
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As part of the training entitlement there will be training in financial issues including
budget preparation, financial procedures and the long term budget management
tool available.

As part of the training entitlement there will be training on how to use the Knowsley
Sharepoint facilities available.

To provide remote support to school based staff in respect of financial procedures,
budget preparation and monitoring to ensure compliance with the school and LA
Financial Regulations.

To ensure that schools have access to the most current versions of MIS modules
using the thin client system. Upgrades will be carried out at a time that causes
minimum disruption to schools, e.g. school holidays, if possible, subject to supplier
making the upgrades available in a timely fashion.

To communicate with system providers in respect of fixes, patches, MIS database
problems and uncommon problems.

Development of the use of MIS software to move towards maximum exploitation of
all available modules. This includes evaluating and implementation of new and
updated modules.

Non technical support for Microsoft Office, particularly with its links to MIS software
and Sharepoint.

PART 2
All packages in part 2 offer the following services: -

To provide on-site support to school based staff in respect of financial procedures,
budget preparation and monitoring to ensure compliance with the school and LA
Financial Regulations. Advice and guidance will also be given regarding the
Scheme for Financing Schools.

Provide appropriate advice to enable operation of associated modules including
financial modules within the local management information system (SIMS)
efficiently and effectively.

Provision of training entitlement additional to that incorporated in Part 1.

TSC is committed to valuing diversity and promoting and implementing equality of
opportunity in all its activities.
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Support in preparation for meeting the Financial Management Standard in Schools
(FMSIS) including access to the support documentation prepared by the Business
Support Team.

Entitlement to attend the Knowsley School Business Managers and Administrators
Conference. This entitlement covers the charge levied in previous years.

Provision of file to reconcile Oracle Transactions with SIMS Finance modules.

Support with the production of statutory reports including Census, CFR and BVPI
reports.

To assist and train on interpretation of financial and data information systems used
by the Authority, including Oracle Financials and its feeder systems. Assistance
will be provided in helping to resolve queries via liaison with all Departments of the
Authority.

Production of long term budget projections, via the use of the long term budget
planning tool detailed in Part 1. Training on monitoring and necessary adjustments
to the budget will also be provided.

Provide advice and guidance in helping to prepare for internal audit and implement
any recommendations.

Provide help and advice in preparation of management information required for
forthcoming OFSTED inspections

Package 1

38 Weekly term time visits

Entitlement to 6 additional training sessions.

Entitlement to 2 places at the Business Managers and Administrators Conference.
Support for FMSIS

Reconciliation File

Package 2

19 Fortnightly term time visits

Entitlement to 4 additional training sessions.

Entitlement to 2 places at the Business Managers and Administrators Conference.
Support for FMSIS

Reconciliation File

TSC is committed to valuing diversity and promoting and implementing equality of
opportunity in all its activities.
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Package 3

10 Monthly term time visits

Entitlement to 2 additional training sessions.

Entitlement to 1 place at the Business Managers and Administrators Conference.
Support for FMSIS

Reconciliation File

PART 3 — Additional Menu Options

Additional Training or workshop sessions above that included in Parts 1 and 2 of
the Service.

Attendance at Governors’ meetings, as appropriate, to provide advice on budget
preparation, monitoring, financial regulations and procedures.

Tailored training sessions. Schools can, individually or collaboratively, request
specific training to be held at a convenient venue. Charges will be negotiated and
will depend on the complexity and diversity of the training requested.

Additional or ad-hoc visits to provide some of the services identified in Part 2. This
can also be used when there is a short term gap in the schools administration
staffing to ensure continuity during recruitment or illness.

Reconciliation Files if not purchased in Part 2.

A system health check to audit how your MIS is being used and suggest how it
could be improved and identify potential training and development areas.

TSC is committed to valuing diversity and promoting and implementing equality of
opportunity in all its activities.
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RESPONSIBILITIES OF THE SERVICE PROVIDER

1. Recommendations of minimum specifications for workstations using MIS
software.

Flexibility with regard to timetabling of visits.
3. Schools information will not be accessed remotely without prior agreement.
(Please see agreement on return form).

RESPONSIBILITIES OF SCHOOL

In order to ensure that the best possible service is provided it is important that
the school helps in providing some basic facilities and following guidance,
including:

1. Access to workstations that meet the requirements of health and safety /
ergonomics and meet recommended minimum specifications.

2. Flexibility with regard to timetabling of visits.

3. A willingness to share and impart non-confidential local school information.

4. Users must log out of systems when they are not in use, even for short
periods.

MISSED SESSIONS — Part Two

In the event that school sessions are missed as a result of action by the LA or a
Business Support Officer, every effort will be made to ensure that the session is
covered at a later date by an available officer. If this does not prove possible the
school will be entitled to a refund in respect of sessions missed, (provided they
have not unreasonably refused alternative offers of support from the LA).

Should the school cancel a session, the Business Support Team will make every
effort to accommodate the changed timetable. If this is not practicable the school
will not be entitled to a refund.

TSC is committed to valuing diversity and promoting and implementing
equality of opportunity in all its activities.



COMPLAINTS PROCEDURE

If at anytime during the period of the contract you are dissatisfied with any aspect
of the service being provided, please contact the following officers:-

In the first instance please discuss with:
A Business Support Officer

Alternatively, contact:
The Business Support Team Manager (lan Strom — 443 4789)

If you feel the issue has not been sufficiently resolved, please then contact:

Principal Manager — Technology, Systems and Communications (Leanne
Hornsby — 443 5315)

Notes

1. Part 2 Support visits are for 3% hours duration (thus allowing for officer travel
time to and from schools)

2. This Service Level Agreement is for the year up to 31% March 2008. During
this year, the service will be monitored with a view to ensuring the service is
kept relevant and up to date.

3. All charges will be debited via Journal Transfer in September, except schools
operating full bank accounts.

4. A notice period of 6 months is required, by either party, to terminate the
contract.

5. Please note that the training entitlement (including places at the School
Administrators Conference) included in this agreement refers only to staff
employed directly by the school. Training sessions can be accessed by
external agencies directly at a competitive commercial rate.

TSC is committed to valuing diversity and promoting and implementing
equality of opportunity in all its activities.



COST OF SERVICE

PART 1 — Core Support

Primary and Special Schools -£2,210
Secondary Schools - £3,650

PART 2- Package Options

Option Cost per annum (£)
Package 1 4,600
Package 2 2,350
Package 3 1,275

PART 3 — Additional Menu Options

| Cost if purchasing |
Description Partland Partl Part2 Neither
Part 2 Only Only

Additional Training and Workshop Sessions £20 £20 £20 £90
Per Y2 day session
Attendance at Governors meeting £50 £50 £50 N/A
Software upgrade for non-thin client users Charge available on request
dependent on upgrade
Tailored Training Sessions Charge available on request
dependent on training
Additional or ad — hoc visits £142 £165 £165 £217
Reconciliation File £0 £60 £0 £160
Three Year Budget Planning Tool Licence £0 £0 £375 £450
Additional delegates to the entitlement in Part 2 of | £35 £45 £35 £45
the agreement at the Administrators Conference
System Health Check £150 £170 £170 £250

TSC is committed to valuing diversity and promoting and implementing equality of
opportunity in all its activities.



Business Support SLA 2007/08

Please complete the form below to indicate your preferred service for 2007/08 and return by
e-mail to ian.strom@knowsley.gov.uk or by fax to 0151 443 4790. You will be sent an e-mail
to confirm your options and the cost of the chosen services.

School

Signed (Headteacher)

We would like to purchase the following services from the Schools Business Support
Service:-

(Please Circle/Underline Choice)

Part 1 — Core Support Yes No

Part 2 — Package Options Package 1 Package 2 Package3 None

Part 3 — Additional Menu Options

The additional menu options can be ordered, subject to availability, on identifying the need
for the option. However, you can identify here any additional options that you wish to
purchase for the year.

Ad — hoc visits Number of Visits per year

Preferred Schedule (subject to availability)

Three Year Budget Tool Licence (if not Purchased under Part 1) Yes No

Reconciliation file (if not purchased under Part 2) Yes No

TSC is committed to valuing diversity and promoting and implementing equality of
opportunity in all its activities.



Thin Client Users

During upgrades the support team may require access to schools systems via thin client.
This would be to upgrade reports, change paths or activate licences. By signing below you
are giving permission for access to your system for those reasons only. Any other access will
only be gained with prior written permission (usually by e-mail). Verbal permission for
shadowing a user during a helpdesk call is also required. This will mean that support can be
given instantly with no waiting for written permission.

| herby give permission for the Business Support Team to have access to the schools system
for upgrading purposes and shadowing access with verbal permission for the 2007/08
financial year.

Signed (Headteacher)

TSC is committed to valuing diversity and promoting and implementing equality of
opportunity in all its activities.



