Service Level Agreement

Network

________________________________________________________________________


Student Network Services

ITS-NTS and CUHS have a SCS service model going forward in fall ’04.  For the following services:

· One network jack per bed 10Mb/sec Ethernet. 
· Provide100Mb/sec Ethernet backbone. 
· Jack numbers are permanently assigned to rooms.

· DNS 

· DHCP 

· NetDisco services for tracking down users   

· HPOV and miscellaneous network monitoring.

· Security monitoring and intrusion detection.  

· Bandwidth limiting to keep costs in line with budget.
· FiSHNET (head-end) cable modem access for Family Student Housing.  

· Anti-virus/anti-worm project.
· In areas where insufficient jacks are available CUHS can deploy repeaters (ITS-NTS does not support repeaters).  

Customer Service

The Network Services Coordinator will be available via phone, e-mail and in person at Network Operations in the Communications Building.  Walk in office hours will be 9am-12pm, 1pm-4 pm, Monday through Friday.   

Trouble Reports:

Trouble Reports will be responded to within 1 business day. A Sr. Network Technician will trouble shoot, investigate, and resolve the trouble call when possible. If the Sr. Network Technician cannot resolve the trouble call, it will be escalated to an Analyst. The Network Service Coordinator will track the status of the trouble call, to ensure timely resolution. 

Trouble Tickets take priority over other customer service issues. When there is an influx of trouble tickets, other services will be delayed. 

Customer Inquiries:

The Network Service Coordinator or operations staff will respond to email messages and return phone calls left on voicemail within 1 business day. 

The service levels stated above are contingent upon a single Network Service Coordinator working 8 hours a day, 5 days a week.  There will be limited back up for this person provided for by other operations staff, who may from time to time be able to assist the Network Service Coordinator on a part time basis should the level of work activity exceed the capacity of one person to address the workload within the response times stated.

Permanent Resident Service

Some Permanent Residents (Provosts and Preceptors) may chose from the basic service described above, or with the permission of their unit, may elect campus administrative network service which would be recharged to their unit.  All administrative network rates would apply.  

Funding

CUHS will repay SCS-network operating costs in year incurred via quarterly recharge.  The SCS operational committee will review the annual budget and SCS projects.

CUHS will fund the one-time costs of additional network equipment supporting new campus residences and additional capacity.  ITS-NTS will add career staff to support these expansion activities when it is judged that the larger physical and user base will require additional staffing.  These additional staff positions will be justified through the annual budgeting process.  ITS-NTS will be responsible for defining and justifying any additional one-time equipment or wiring costs needed to support larger service populations due to housing expansion.

Additions or Changes to the Service Model

ITS-NTS will consider changes to this model as requested, however, new or expanded services can result in additional charges, staffing and/or equipment expense to CUHS in order to support. Both parties will agree upon any changes to the model in advance. ITS will notify CUHS should any additional costs be charged.  .

Agreement

Both ITS-NTS and CUHS agree to the terms and conditions of this Service Level Agreement.

_______________________________
________________________________

ITS





CUHS

Date:__________________________
Date: ____________________________
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