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1. INTRODUCTION 
 
Purpose 
 

The purpose of this policy is to provide clarity on the management of IT Business Systems at the Glasgow 
School of Art (GSA). 
 
Scope 
 

This policy applies to the selection, implementation and on-going support of IT Business Systems required 
for use within GSA.  It also covers the relationship management of external suppliers through Service Level 
Agreements (SLA’s). 
 
Policy 
 

GSA requires modern IT services that are readily available to end users.  The availability of robust IT 
networks, business systems and security is necessary to ensure that staff and students benefit from the use 
and availability of information technology solutions.  
 
There has been a significant increase in the number of IT Business Systems in use at GSA, and it is prudent 
to have a policy that ensures that GSA benefits from these systems and takes advantage, where 
appropriate, of joining up IT systems and data workflows. 
 
 
2. PROCESS FOR MANAGEMENT OF IT BUSINESS SYSTEMS 
 

There are a number of stages that are required to be completed before a new IT Business System is ready 
to be made available to users within GSA.  In addition, a number of these stages are relevant for existing IT 
Business Systems to ensure that we receive the most appropriate support from external suppliers. Each 
stage is summarised below: 
 
Proposal 
 

When making a proposal for a new IT Business System, it is necessary for the proposer to consult with IT in 
relation to technology considerations and the context of the business need for such a system.  This is 
necessary to ensure that the proposal is competent from an IT perspective. 
 
Tender Preparation 
 

When developing the tender document, IT will complete the technology considerations and standards 
section of the document. IT has to ensure that any new IT Business System is compatible within the current 
IT architecture and meets the required security standards. IT will also define any other relevant 
requirements such as additional hardware, software licenses together with backup and recovery needs.  
 
Award of Contract 
 

IT will be present during the supplier presentations to ensure that all IT related requirements are evaluated 
and scored appropriately.  This will also include the IT requirements in relation to on-going support, 
software updates and Service Level Agreements (SLA’s). 
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Implementation 
 

IT will sign-off the implementation plan for any new IT Business System to be used within GSA.  IT will 
review the technology considerations, and ensure that testing, training, backup, recovery and security 
activities are being dealt with in an appropriate manner.  The creation of appropriate IT documentation will 
also come within the scope of the Implementation. 
 
Support 
 

It is imperative that the support of any IT Business System is documented and agreed. IT will ensure that 
this is clearly documented and appropriate roles and responsibilities are defined for both GSA IT and the 
external supplier of the system. 
 
Service Level Agreement 
 

For all key IT Business Systems that are in use within GSA, there needs to be an appropriate Service Level 
Agreement. This document will provide details of the support arrangements for the system. In particular it 
will define the level of service that has been agreed between GSA and the supplier, together with the 
production of management information and frequency of distribution to ensure that the level of service 
from the supplier is monitored and delivered. 
 
Key metrics such as system availability, responsiveness to problems and functional satisfaction will regularly 
be reviewed. The frequency of published metrics will be agreed, together with the timetable of formal 
review meetings. 
 
System Updates 
 

Updates to an IT Business System are a regular occurrence to ensure that the functionality of the system 
keeps up to date with new developments to the software. There are usually two distinct types of update.  
The first is a planned release of software updates that are provided by the supplier to keep their offering 
current and supportable. These will be timetabled in advance and GSA will agree when it is appropriate to 
apply these. IT will consult with the primary business owner within GSA to agree the timing of such 
updates.  The second is for a fix to a problem. These updates are ad-hoc in nature, but still require 
agreement from IT in consultation with the business owner for implementing. 
 
 
3. IT BUSINESS SYSTEMS REGISTER 
 

IT have created a register of key IT Business Systems that contain supplier details, financial information, 
support contract details as well as any SLA in operation and formal review dates . 
 
This register will be updated on a regular basis to ensure that our IT Business Systems are supported in an 
effective way. 
 
 


