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1. Purpose

The purpose of this document is to confirm the agreement between the Division of Technology Services (Provider) and Chris Wilkinson (Customer) to provide Collaboration Portal Site Hosting in accordance to the terms identified in this Service Level Agreement. 

2. Term 

[bookmark: Check1]|_| Permanent - The term of this agreement will begin on MM/DD/YYYY.  This term may be reviewed or terminated at any time by written request of the Customer and/or the Provider. 

|X| Temporary – The term of this agreement will begin on 09/19/2011 and be terminated on 12/20/2011 unless otherwise requested, prior to the termination date, by the Provider.

3. Contact Information

Customer									Provider
Division of Environmental Services		Division of Technology Services
Chris Wilkinson							Mary E. Smith
Chief, Ecological Studies Branch			Chief, IT Business Services
cdw@water.ca.gov						mary@water.ca.gov
(916) 376-9704							(916) 653-9967

4. Funding

There are NO support costs (hardware, software or service support) for the Collaboration Portal site standard service offering as identified in this agreement.  However, if the Customer has requirements beyond the standard offering (e.g. additional data storage needs), the Customer will be required to provide the necessary extensions and funding. 

5. Approval

The following individuals have the appropriate authority and agree to the terms outlined in this agreement.  The Customer agrees to the terms set forth in this agreement for the agreed upon term of engagement.


Customer- Division Chief:

_____________________________________			_______________
Name, Title												Date:


DTS:

_____________________________________			_______________
Mary E. Smith: Chief, IT Business Services				Date:




6. Service Overview

The Collaboration Portal Site hosting service provides a collaborative environment where communities, groups, project teams, interest groups and others can create and share information in an on-line social-media type workspace. The sites can be used for collaboration with both internal and external parties/individuals. The Provider (DTS) will support the Customer by providing one or more Collaboration Portal Site hosting services for their collaboration efforts. The site(s) will offer the following standard collaboration features: 
· Shared Calendar
· Wiki 
· Blog 
· Forum
· Document Collaboration features
· Instant Messaging (within the sites' defined community)
· Ability to link to other information sites, areas, etc.

Collaboration Portal sites should not be utilized for the hosting of Department of Water Resources' mission critical systems or applications.

7. Responsibilities
a. Provider (DTS) Responsibilities

i. Receipt and administrative processing of Collaboration Portal Site Requests, ensuring authorization via a completed Collaboration Portal Site Service Level Agreement.

ii. Provide Collaboration Portal Site Hosting – Creation and secure hosting of a Collaboration Portal Site for the Customer in a production environment.  This Service includes: 
1. Provide standard DWR Collaboration Site software functionality based on open-source software (LifeRay); 
2. Provide secure access through DWR Authentication method for both internal and external parties;
3. Provide a standard allocation of up to 100 GB of storage space for the site.  If site needs excess standard allocated space, Customer will be charged for additional storage;
4. Provide upkeep of Collaboration infrastructure (hardware and software) - i.e. maintaining software (LifeRay) upgrades and maintaining site servers operating system and hardware; 
5. Provide Backup and Recovery of the Collaboration Portal site information/content that is stored on allocated site space.

iii. Provide a two-hour training session to identified site's Business Administrator regarding use of basic supported features and user administration.  

iv. Provide support, troubleshoot and resolve infrastructure and software product (LifeRay) issues.  Provider will not be provide site support related to user administration, site development, site content management; these will be self-managed by Customer and support by Customer's identified site(s) Business Administrator.
b. Customer Responsibilities

i. Assignment of a Collaboration Portal Site Business Administrator who:
1. Is responsible for and manages the structure sites;
2. Manages the permissions, groups, and access to the site and sub-sites;
3. Responsible for User administration of the assigned -i.e. adding, deleting, changing user accounts; 
4. Manages the creation of sub-sites, if needed, under the primary site;
5. Performs content item restoration as requested by users;
6. Manages the Collaboration Portal Customer site and is responsible for the addition and support of any additional features not included in the Provider supplied standard feature set. 

ii. Responsible for the notification to site users with regard to the placement of sensitive/confidential data on the Site or sub-sites in accordance to all Department, State and applicable regulations and policies.

iii. Responsible for all content and any associate content links (inclusion of any links to internal or external sites of any kind), to ensure all meet DWR policies related to information sharing and context. 

iv. Responsible for functional user support of the Site. 

v. Responsible for notifying Provider of changes in primary Business Administrator role.

8. Operational Maintenance 

The Provider’s performance objective is 99% up-time, excluding scheduled maintenance outages. All scheduled maintenance will be done outside of normal business working hours, which are 6:30a.m. - 6:00 p.m.

If an emergency unscheduled outage is needed, the Provider will notify the Business Administrator.   

9. Monitoring/Incidents/Resolution

a. Monitoring
System monitoring for the occurrence of events outside of normal system operation will occur based on standard DWR Data Center operating practices.  If an incident occurs, the Provider will respond without any action from the Customer.  Items monitored include memory/page files, logical/physical disk, network interface, processors, etc.  

b. Incidents and Resolution
All incidents reported by users of a Customer Collaboration Portal Site should be reported, managed and resolved by the Business Administrator.    If there are issues with software functionality or infrastructure, the Business Administrator should escalate the issue to the Provider Portal Collaboration Site Administrator

The Provider Collaboration Portal Site Administrator standard business hours are 8:00 a.m. to 5:00 p.m., Monday through Friday, excluding holidays.  Incidents reported by the Customer Business Administrator during these hours will be responded to and worked on during these business hours.  If an incident is time sensitive, the Business Administrator should call the provider, rather than sending email.  The resolution of any issue is dependent upon the complexity and critical information requests from individuals who may not be immediately available.  

Provider Collaboration Portal Site Administrators are:

	Primary Administrator
	Anabel Gil
	anabelg@water.ca.gov
	(916) 653-9547

	Backup Administrator
	Robert Haines
	rhaines@water.ca.gov
	(916) 653-6185




10. Reporting/Communications 

The Customer or the Customer’s Business Administrator should contact the Collaboration Site Administrator or escalate to the Provider directly, if there is a need to meet and/or discuss unsatisfactory performance.


11. Customer Assigned Collaboration Portal Site(s)

The site(s) listed below will be used by the Customer for collaboration and other purposes as they see fit, but in accordance with all DWR business and technology policies, procedures, and practices and the terms set forth in this service-level agreement.

Each site will be managed by a Business Administrator that has been assigned by the customer.  Roles of the Business Administrator are described in Section 8b.  


URL: ___________________________________________________


Business Administrator: Chris Wilkinson, cdw@water.ca.gov 
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