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Service Description


Service Description
<Service Name>
Service Description 
Provide a service description in terms of the customer that is accurate to the current service or anticipated service. Describe what the customer and user receive along with key functions or features. Identify the delivery channel(s) for receiving the service.  
Service Options
Many services include optional service components or include a base service and offer optional features or component; or offer different “variations” of the service (e.g. differing service levels, hours of service, etc.).  List each optional component/feature/variance of the service and describe the purpose and use of the option (why/when/where/by whom).   Note: Service Options may include differing levels of service (such as gold, silver, bronze support levels) 
	Option(s)
	Service Delivery Areas or Eligibility

	Identify optional components (by reference number where possible) or variance to the service 
	

	
	

	
	Add/Delete rows as needed


Eligibility
Describe the target Customer, Site/ and/or type of User that the service or components within are targeted towards.
	Service (or Component where applicable)
	Target Customer/Site/User

	
	

	
	Add/Delete rows as needed



Prerequisites
Identify and describe any prerequisites that the Customer/User may require in order to subscribe to and/or use the Service.  This could include other services, equipment, and/or agreements.
	Prerequisite(s)
	Description

	
	

	
	

	
	Add/Delete rows as needed


Hours of Service
	Hours of Operation  (select one)
	|_| 24/7 |_|   Monday to Friday; statutory holidays excluded

	Scheduled Maintenance  (select one)
	 |_| Yes  |_|   No
If yes, please specify: 

	Support Hours - Service Requests and Incident Reporting

	Shared Health Service Desk Support
	24/7

	Technical Support
Priority 1 and 2 (P1, P2)
	24/7

	Technical Support (select one)
Priority 3 and 4 (P3, P4)
	|_| 24/7 |_|   Monday to Friday 0800-1600; statutory holidays excluded



Service Standards
The XXX Shared Service as provided by [your organization] or other Service Provider will adhere to, or exceed, the XXX Service Standard which is incorporated into this service description by reference. 
Service-Specific Terms and Conditions
Identify any key terms that the Customer and/or User needs to be aware of when provisioning or using the service that need to be addressed in a Service Level Agreement; Underpinning contract; and/or published in the Service Catalogue. This helps to manage expectations and ensure that key terms and conditions are addressed in agreements and contracts. Some terms may be derived from underlying contractual terms in underpinning contracts. 
	Item
	Description

	
	

	
	

	
	Add/Delete rows as needed


Service-Specific Definitions
	Item
	Definition

	
	

	
	

	
	Add/Delete rows as needed
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