
ANYWHERE 365 SERVICE LEVEL AGREEMENT 
 

SERVICE SERVICE LEVEL TARGETS CUSTOMER RESPONSIBILITIES 

Anywhere365 – Unified Contact Centre (UCC) 
 
Description 

• New/Change a hunt or IVR Group 
• Report a fault with a hunt or IVR Group 
• Agents and supervisors Snapper installation 
• Request consultant training or Supervisor 

training 
 
 

Applicable to 
• UCT staff and students 
• authorised third parties as defined in the 

UCT role model 

 
Constraints 

 
Service Request Service level 

target 
(working days) 

Delivery of IVR or 
Hunt group 

 

Completed 
within 10 days 

Fixing a fault 
 

3days 

Agent and 
Supervisor 
software 

Installation 
 

3days 

Training 
 

3days 

 
 

Constraints 
• fundamental external constraints 
 

 
 
To access the service  
Log a call online or contact the IT Helpdesk 
during working hours by phone on extension 
4500, or by email to icts.helpdesk@uct.ac.za.  
 
Prerequisites 
Fundamental customer responsibilities 

       New/Change a hunt or IVR Group 
• information: fund number, cost centre, 

physical location  
• authorisation from the fund holder  
• a telephone line connected to the UCT 

telephony infrastructure  
Agents and supervisors Snapper installation / 
Request consultant training or Supervisor 
training 
• a telephone line connected to the UCT 

telephony infrastructure  
To report a fault or problem with the service  
Contact the IT Helpdesk by logging a request 
online, by phone, or by email.  
 
Training and documentation  
 
Courses held according to the Training 
Calendar schedule 
 
See: Anywhere 365 
See: Anywhere 365 user instructions 

 
 

http://www.icts.uct.ac.za/UCT-role-model
https://uct.service-now.com/auth_redirect.do?sysparm_stack=no&sysparm_url=https%3A%2F%2Flogin.microsoftonline.com%2F92454335-564e-4ccf-b0b0-24445b8c03f7%2Fsaml2%3FSAMLRequest%3DjVJNj5swEP0ryHeDARMSK0RKE1WNtN2iTdpDb8YMWUtgU4%252FJtv%252B%252BrJNqt4dGvY7fvK%252FxGuXQZ6PYTv7ZPMGPCdBHP4feoLi%252BVGRyRliJGoWRA6DwShy3nx9EFjMxOuutsj2JtojgvLZmZw1OA7gjuItW8PXpoSLP3o8okmRSPsbrnBr7Eis7JEZeRnmGuLUk2s%252Fq2shXmrel3p61iQetnEXbeWt6bSCsrjJe8DwvaLHgQLlSHW1Yw2jGOS%252BapWJ5VyYhBok%252BWqcgpKxIJ3sEEh32FTk%252B7pq8K8pCtWzFl4tFDi1XRcpVl7FVm7J2OQOxloj6Am%252BriBMcDHppfEUylqWUlZQVJ1aKbCWyPC7K%252FDuJ6ls%252FH7RptTnfL7O5glB8Op1qWn85ngLBRbfgHmf0%252F%252Ff4DRyGDmdaslmHCkTw7N4f974d%252BeeiZHNHd528Z79pjeLV72Ff216rX9G27%252B3LzoH0cwbvJgjnGKT%252Ft4E0TsNEt7QLUDEZHEHpTkNLks1N9u%252BPu%252FkN%26RelayState%3Dhttps%253A%252F%252Fuct.service-now.com%252Fess%252F
https://uct.service-now.com/auth_redirect.do?sysparm_stack=no&sysparm_url=https%3A%2F%2Flogin.microsoftonline.com%2F92454335-564e-4ccf-b0b0-24445b8c03f7%2Fsaml2%3FSAMLRequest%3DjVJNj5swEP0ryHeDARMSK0RKE1WNtN2iTdpDb8YMWUtgU4%252FJtv%252B%252BrJNqt4dGvY7fvK%252FxGuXQZ6PYTv7ZPMGPCdBHP4feoLi%252BVGRyRliJGoWRA6DwShy3nx9EFjMxOuutsj2JtojgvLZmZw1OA7gjuItW8PXpoSLP3o8okmRSPsbrnBr7Eis7JEZeRnmGuLUk2s%252Fq2shXmrel3p61iQetnEXbeWt6bSCsrjJe8DwvaLHgQLlSHW1Yw2jGOS%252BapWJ5VyYhBok%252BWqcgpKxIJ3sEEh32FTk%252B7pq8K8pCtWzFl4tFDi1XRcpVl7FVm7J2OQOxloj6Am%252BriBMcDHppfEUylqWUlZQVJ1aKbCWyPC7K%252FDuJ6ls%252FH7RptTnfL7O5glB8Op1qWn85ngLBRbfgHmf0%252F%252Ff4DRyGDmdaslmHCkTw7N4f974d%252BeeiZHNHd528Z79pjeLV72Ff216rX9G27%252B3LzoH0cwbvJgjnGKT%252Ft4E0TsNEt7QLUDEZHEHpTkNLks1N9u%252BPu%252FkN%26RelayState%3Dhttps%253A%252F%252Fuct.service-now.com%252Fess%252F
http://www.icts.uct.ac.za/anywhere-365
http://www.icts.uct.ac.za/anywhere365-user-instructions

