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Why do you need this?

Fordway Skills Credits offers Fordway’s unrivalled IT
support, operational consultancy, project management

and technical expertise as and when you need it.

Fordway Skills Credits are a fund based system, these
funds can be drawn down against the full breadth of
Fordway’s technical expertise when you need them. Skills
Credits give you the benefit of our commitment to the
availability of staff and expertise when you need it, with

CO ntents a guaranteed response to help solve your systems and
network problems.

The services we offer under Fordway Skills Credits are:
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s e e S s s 02 -Te!ephone support, including remote logon where
. L available

03 Service Definition 02-03 - IT process optimisation, project management and

04 Service Levels/Pricing 03-04 technical consultancy

05 Fordway skills terms of use 04 - Onsite installation and configuration

06 SFIA Level Descriptions 04-05 +Ad — hoc hardware support

Underpinning the Fordway Skills Credits system is

Skills Framework for the Information Age (SFIA) which
provides a common reference model for the skills needed
to develop effective information systems. This helps
organisations to understand their IT capabilities when
planning projects and delivering strategic business goals.
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o1 Why you need this?...continued

SFIA enables an organisation to categorise technical staff against industry standards and plan
development inline with business and IT strategy. It also allows easy replacement of resource
on a ‘like for like’ approach.

Fordway uses SFIA to provide analysis and definition of IT capabilities within an organisation
and highlight paths for improvement in-line with the organisation’s strategies. This includes
organisational improvements in both service management and security. It complements
Fordway’s offerings in ITIL best practice and information security.

With Fordway Skills Credits in place you have access to these services across the full

range of technologies that Fordway supply and support. These services are provided by
one of the most highly skilled teams of technical consultants in the UK. This team includes
Microsoft MCSE, VMware VCP and Cisco CCIE certified engineers, plus ITIL practitioner and
ITIL V3 Expert, COBIT, PRINCE2, Agile Practitioner and Business Continuity Institute certified
consultants, each with years of experience of solving real world problems. Fordway’s
consultants hold a wide range of technical qualifications covering Microsoft, VMware, Cisco,
Meraki, Dell, HPE, Veeam, Citrix, Juniper, Red Hat, Kemp and many more.

02 How Fordway Skills Credits work

Fordway Skills Credits are purchased as a bank of funds and deducted at the rates set-out in
Section 4. Once you have credit in place to request a service simply call or email our Service
Desk; fill in the on line request through our client portal at www.fordway.com using your secure
logon; or contact your account manager with the details of the work required. Credits are
deducted on completion of the work. Monthly statements detailing your Fordway Skills Credits
usage and outstanding credit balance are sent to your nominated administrative contact by
email. The credit deductions for each service are as follows:

Telephone Support:
Per incident in standard hours, including remote logon where available - Level 3 rate
Per incident out of standard hours where facility in place - Level 3 rate x 1.5

Remote logon is offered where this facility is available or has been set up with you. Where this
facility exists we include remote access to your systems to resolve the problem at no additional
deduction. Where an incident requires escalation to our consultancy team or a relevant vendor
Fordway reserve the right to deduct additional credits to cover further time spent resolving the
incident.
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02 How Fordway Skills Credits work (...continued)

Hardware Support:
On site core equipment support visit, guaranteed next working day response - Level 5 rate
On site desktop equipment support, visit, best efforts response - Level 4 rate

For hardware support under Fordway Skills Credits the credit deduction is metered. Any travel
expenses past the first two hours of journey will be deducted from the available fund. Unless the
unit is covered under manufacturer’s warranty any replacement parts required are chargeable.

Please refer to the SFIA rate for further levels and descriptions.

For out of hours work deduction rates are increased by 50% and rounded up to the nearest
whole hour.
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03 Service Definition
PC configuration PC and printer configuration, installation and
support
Core system configuration Server and network hardware installation,

configuration and support for Windows,
Netware, Linux and Unix plus routers and
switches

Consultancy Business and technical consultancy,
systems design and analysis, project
management; installation of multi-vendor
and/or multi-site projects including SAN,
backup and archiving; server, storage and
desktop virtualisation; security solutions;
Web infrastructure and complex LAN/WAN
configuration

04 Service Levels/Pricing

- Level 3 - Desktop, £70.00/hr

- Level 4 - Service Operations, £90.00/hr
- Level 5 - Consultancy, £110.00/hr

- Level 6 - High level strategy, £125.00/hr.

05 Fordway skills terms of use

Standard on site working day — 7.5 hours exclusive of travel and lunch

Standard support hours are 8.00am to 6.00pm Monday to Friday excluding statutory
holidays.

24 x 7 support is available under Fordway Skills Credits on deduction of an annual fee for
use of the facility of 20% of the balance on each Fordway Skills Credits purchase.

Credits have a 12 month life and include a 3 month grace period after their anniversary to
facilitate use.

Purchase £4,750 worth of Skills Credits as a minimum.
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05 Fordway skills terms of use (...continued)

Credits may only be used for support of products where Fordway have proven expertise.
A detailed list of supported products is available on request.

All telephone, email and web support requests in standard hours will be responded to
within 2 working hours.

Where required for support on site attendance is by mutual agreement, best endeavours
are made for next working day.

Where clients have paid the fee for 24 x 7 support through Fordway Skills Credits on site
out of hours support is available subject to the 50% uplift for the appropriate service level
hourly rate.

Travel costs will be applied when engineers or consultants must travel for more than two
hours from their normal base of operations or their home town, depending on the starting

point for the journey.

Accommodation costs will apply for each overnight stay required to deliver requested
services under Fordway Skills Credits.

Professional indemnity insurance included.

Please see overleaf for the full SFIA Level Descriptions...
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SFIA Level Definitions

Autonomy Influence Complexity Business Skills
1Follow Works under close Interacts with immediate Performs routine activities in a Uses basic information systems and
supervision. Uses little colleagues. structured environment. technology functions, applications, and
discretion. Is expected to Requires assistance in processes. Demonstrates an organised
seek guidance in resolving unexpected approach to work. Learns new skills and
expected situations. problems. applies newly acquired knowledge. Has
basic oral and written communication skills.
Contributes to identifying own development
opportunities.
2 Assist Works under routine Interacts with and may Performs a range of varied Understands and uses appropriate methods,
supervision. influence immediate work activities in a variety of tools and applications. Demonstrates a rational
Uses minor discretionin | colleagues. May have structured environments. and organised approach to work. Is aware of
resolving problems or some external contact health and safety issues. Ide.nf(ifies and neggtiates
enquiries. Works without with customers and own devglopment .Opportumtle.s' Hgs sufﬂmer_wt
. communication skKills for effective dialogue with
frequent reference to suppliers. May have colleagues. Is able to work in a team. Is able to
others. more influence in own plan, schedule and monitor own work within
domain. short time horizons. Absorbs technical
information when it is presented systematically
and applies it effectively.
3 Apply Works under general Interacts with and Performs a broad range of Understands and uses appropriate methods,

supervision. Uses
discretion in identifying
and resolving complex
problems and
assignments. Usually
receives specific

influences
department/project
team members.

May have working level
contact with customers
and suppliers. In

work, sometimes complex and
non-routine in a variety of
environments.

tools and applications. Demonstrates an
analytical and systematic approach to
problem solving. Takes the initiative in
identifying and negotiating appropriate
development opportunities. Demonstrates
effective communication skills.
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instructions and has work
reviewed at frequent
milestones. Determines
when issues should be

escalated to a higher level.

predictable and
structured areas may
supervise others. Makes
decisions which may
impact on the work
assigned to individuals or
phases of projects.

fully to the work of teams. Plans, schedules
and monitors own work (and that of others
where applicable) competently within limited
deadlines and according to relevant
legislation and procedures. Absorbs and
applies technical information. Works to
required standards. Understands and uses
appropriate methods, tools and applications.
Appreciates the wider field of information
systems, and how own role relates to other
roles and to the business of the employer or
client.

4 Enable

Works under general
direction within a clear
framework of
accountability. Exercises
substantial personal
responsibility and
autonomy. Plans own
work to meet given
objectives and
processes.

Influences team and
specialist peers internally.
Influences customers at
account level and
suppliers. Has some
responsibility for the work
of others and for the
allocation of resources.
Participates in external
activities related to own
specialism. Makes
decisions which influence
the success of projects
and team objectives.

Performs a broad range of
complex technical or

professional work activities, in a

variety of contexts.

Selects appropriately from applicable
standards, methods, tools and applications.
Demonstrates an analytical and systematic
approach to problem solving. Communicates
fluently orally and in writing, and can present
complex technical information to both
technical and non-technical audiences.
Facilitates collaboration between
stakeholders who share common objectives.
Plans, schedules and monitors work to meet
time and quality targets and in accordance
with relevant legislation and procedures.
Rapidly absorbs new technical information
and applies it effectively. Has a good
appreciation of the wider field of information
systems, their use in relevant employment
areas and how they relate to the business
activities of the employer or client. Maintains
an awareness of developing technologies
and their application and takes some
responsibility for personal development.
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5 Ensure/Advise

Works under broad
direction. Is fully
accountable for own
technical work and/or
project/ supervisory
responsibilities. Receives
assignments in the form
of objectives.
Establishes own
milestones and team
objectives, and
delegates
responsibilities. Work is
often self-initiated.

Influences organisation,
customers, suppliers and
peers within industry on
the contribution of own
specialism. Has significant
responsibility for the work
of others and for the
allocation of resources.
Makes decisions which
impact on the success of
assigned projects i.e.
results, deadlines and
budget. Develops
business relationships
with customers.

Performs a challenging range
and variety of complex
technical or professional work
activities. Undertakes work
which requires the application
of fundamental principles in a
wide and often unpredictable
range of contexts. Understands
the relationship between own
specialism and wider customer/
organisational requirements.

Advises on the available standards, methods,
tools and applications relevant to own
specialism and can make correct choices from
alternatives. Analyses, diagnoses, designs,
plans, execute and evaluates work to time, cost
and quality targets. Communicates effectively,
formally and informally, with colleagues,
subordinates and customers. Demonstrates
leadership. Facilitates collaboration between
stakeholders who have diverse objectives.
Understands the relevance of own area of
responsibility/ specialism to the employing
organisation. Takes customer requirements into
account when making proposals. Takes
initiative to keep skills up to date. Mentors more
junior colleagues. Maintains an awareness of
developments in the industry. Analyses
requirements and advises on scope and options
for operational improvement. Demonstrates
creativity and innovation in applying solutions
for the benefit of the customer.
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6 Initiate/
Influence

Has defined authority and
responsibility for a
significant area of work,
including technical,
financial and quality
aspects. Establishes
organisational objectives
and delegates
Responsibilities. Is
accountable for actions
and decisions taken by
self and subordinates.

Influences policy
formation on the
contribution of own
specialism to business
objectives. Influences a
significant part of own
organisation and
influences
customers/suppliers and
industry at senior
management level.
Makes decisions which
impact the work of
employing organisations,
achievement of
organisational objectives
and financial
performance. Develops
high-level relationships
with customers,
suppliers and industry
leaders.

Performs highly complex work
activities covering technical,
financial and quality aspects.
Contributes to the formulation of
IT strategy. Creatively applies a
wide range of technical and/or
management principles.

Absorbs complex technical information and
communicates effectively at all levels to both
technical and non-technical audiences.
Assesses and evaluates risk. Understands the
implications of new technologies.
Demonstrates clear leadership and the ability
to influence and persuade. Has a broad
understanding of all aspects of IT and deep
understanding of own specialism(s).
Understands and communicates the role and
impact of IT in the employing organisation and
promotes compliance with relevant
legislation. Takes the initiative to keep both
own and subordinates' skills up to date and to
maintain an awareness of developments in
the IT industry.
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7 Set
Strategy/
Inspire

Has authority and
responsibility for all
aspects of a
significant area of
work, including policy
formation and
application. Is fully
accountable for
actions taken and
decisions made, both
by self and
subordinates

Makes decisions critical

to organisational success.

Influences developments
within the IT industry at
the highest levels.
Advances the
knowledge and/or
exploitation of IT within
one or more
organisations. Develops
long-term strategic
relationships with
customers and leaders

Leads on the formulation and
application of strategy. Applies
the highest level of
management and leadership
skills. Has a deep understanding
of the IT industry and the
implications of emerging
technologies for the wider
business environment.

Has a full range of strategic management and
leadership skills.

Understands, explains and presents complex
technical ideas to both technical and
nontechnical audiences at all levels up to the
highest in a persuasive and convincing
manner. Has a broad and deep IT knowledge
coupled with equivalent knowledge of the
activities of those businesses and other
organisations that use and exploit IT.
Communicates the potential impact of
emerging technologies on organisations and
individuals and analyses the risks of using or
not using such technologies. Assesses the
impact of legislation, and actively promotes
compliance. Takes the initiative to keep both
own and subordinates’ skills up to date and to
maintain an awareness of developments in IT
in own area(s) of expertise.
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