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[bookmark: _Toc254867544][bookmark: _Toc254867881][bookmark: _Toc254868119][bookmark: _Toc254868231][bookmark: _Toc254874261][bookmark: _Toc254875694][bookmark: _Toc274897701][bookmark: _Toc254867545][bookmark: _Toc254867882][bookmark: _Toc254868120][bookmark: _Toc254868232][bookmark: _Toc254874262][bookmark: _Toc254875695]Executive Summary
This Service Level Agreement (“SLA”) for the Email & Messaging Service with all Email users with address ending in @fnal.gov and/or users of Instant Messaging documents:
· The service levels provided for the Email & Messaging Service
· The responsibilities of the Email Service Administrators, the Web Service Administrators as the providers of if this Service and of the users receiving this service
· Specific terms and conditions relative to the standard Service Offering.
NOTE: For the purposes of this document, Customer refers to the organization which requests and receives the service; User refers to those individuals within the customer organization who access the service on a regular basis.
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The Email Service provides Enterprise level email capabilities to all Fermilab Employees, as well as those contractors and visitors that may use the service. The Messaging Service is a chat service located at Fermilab for the exclusive use of Fermilab.
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The following are the service owners and primary stakeholders associated with this SLA. For a detailed list of names and contact information please visit the IT Liaisons website:
	Name	Comment by Jay Long:  and Jay Long (Plexent)urrently defined for Messaging..
	Title
	E-Mail
	Telephone

	Tom Ackenhusen
	ESO Dept Head
	tachenhu@fnal.gov
	3277

	Peter J. Rzeminski II
	WCS GL
	ptr@fnal.gov
	5524

	Don Flynn
	WCS Asst. GL
Lotus Notes & Exchange Administrator
	flynn@fnal.gov
	2650

	Kevin Hill
	IMAP / SMTP Admin
	kevinh@fnal.gov
	2068



[bookmark: _Toc274897704]Service Description
Standard Email 
Provide an Enterprise-level email service that will function on supported Operating Systems & Email Clients as defined by Fermilab Support Services.
Email capabilities to include internal (within FNAL) and external (Internet) internet routing with access via:
· Microsoft Exchange
· Lotus Notes
· SUN IMAP
Access to the Messaging Service is done through any chat client that supports XMPP and is configured to connect to the local Fermilab server via the documented configuration procedures.
[bookmark: _Toc233013663][bookmark: _Toc274897705]Service Offerings
[bookmark: _Toc233013664]Standard Offering
· Email Accounts:
· New Fermilab Employees will receive Exchange accounts.
· Note: New BSS Employees will receive a Lotus Notes account.
· Email quota of 5GB
· Delivery of messages, including attachments, up to 50MB total size.
· SPAM Filtering
· Anti-Virus Filtering
· Disaster Recovery for a system-wide Email Service failure per the Email Policy
· Email access through the following methods:
· A web interface for all users
· The IMAP and MAPI protocols for Exchange users
· The Lotus protocols for Lotus Notes users
· Messaging
· Individual Chat Rooms – Person to Person
· Access is granted to all Fermilab Employees, Contractors, and Visitors
· Group Chat Rooms – Person to People
· Access is granted to all Fermilab Employees, Contractors, and Visitors
[bookmark: _Toc233013665] Enhanced Offerings
· Email Lists
· Access to a ListServ mail list upon request
Depreciated Offerings
· All Fermilab employees hired previous to August 2009 were issued a SUN IMAP email account.  We will continue to support this account type with all the features of a standard offering, but no moreSUN  IMAP accounts will be issued.  SUN IMAP accounts include the following:
· Delivery of messages, including attachments, up to 50MB total size through the SMTP gateway, and 10MB total size from the SUN IMAP Web client.
· Email quota of 100MB
· SPAM Filtering
· Anti-Virus Filtering
· Disaster Recovery for a system-wide Email Service failure per the Email Policy
· Email access through the following methods:
· A web interface
· The IMAP protocol

[bookmark: _Toc233013666] Offering Costs
· Standard Offerings currently at 0 cost
· Enhanced Offerings currently at 0 cost
· Depreciated Offering currently at 0 cost
[bookmark: _Toc233013667][bookmark: _Toc274897706]Lifecycle Management Context
· Creation
· Access to email will be provided to new users as part of the new hire setup.
· Access to Messaging will be provided to new users upon request to the Service Desk.
· Messaging requires a client that is compliant with XMPP.  
· Mac recommended client is Adium
· Linux and Windows platform recommended client is Pidgin
· Removal
· IMAP Accounts that are no longer in use by an active employee are cleaned up on an annual basis
· Lotus Notes accounts that are no longer in use by an active employee are cleaned up on a monthly basis
· Exchange Accounts that are no longer in use by an active employee are cleaned up on a weekly basis.
Refer to the email policy (https://cd-docdb.fnal.gov:440/cgi-bin/ShowDocument?docid=3978) for other details pertaining to email usage.
Messaging configuration instructions can be found at http://computing.fnal.gov/ and the list of usernames you can connect to can be found at http://tele.fnal.gov/ by searching for the individual you wish to chat with.
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[bookmark: _Toc274897708]User Responsibilities
· Follow all policies as stated within the currently approved Email Policy Document
[bookmark: _Toc274897709]Service Provider Responsibilities
· Follow all policies as stated within the currently approved Email Policy Document
· Ensure backup of the email systems and data are being conducted for Disaster Recovery per the Email Policy
· Maintain the Email & Messaging Service
[bookmark: _Toc212977949][bookmark: _Toc213019256][bookmark: _Toc254867554][bookmark: _Toc254867891][bookmark: _Toc254868129][bookmark: _Toc254868241][bookmark: _Toc254874271][bookmark: _Toc254875698][bookmark: _Toc274897710]Computer Security Considerations
Refer to the Foundation SLA.
[bookmark: _Toc212977951][bookmark: _Toc213019258][bookmark: _Toc254867556][bookmark: _Toc254867893][bookmark: _Toc254868131][bookmark: _Toc254868243][bookmark: _Toc254874273][bookmark: _Toc254875700][bookmark: _Toc274897711]Service Support Procedure
[bookmark: _Toc274897712][bookmark: _Toc254867557][bookmark: _Toc254867894][bookmark: _Toc254868132][bookmark: _Toc254868244][bookmark: _Toc254874274][bookmark: _Toc254875701]Requesting CD Service Support
Access to support will be provided in accordance to the Foundation SLA.
[bookmark: _Toc274897713]Standard On-Hours Support
[bookmark: _Toc254874275]Hours
8x5 as defined in the Foundation SLA.
[bookmark: _Toc254874276]Support Details
[bookmark: _Toc254867558][bookmark: _Toc254867895][bookmark: _Toc254868133][bookmark: _Toc254868245][bookmark: _Toc254874277][bookmark: _Toc254875702]Standard Service Hours match those of the Fermilab Service Desk
[bookmark: _Toc274897714]Standard Off-Hours Support
[bookmark: _Toc254874278]Hours
[bookmark: _Toc254874279]24x7 as defined in the Foundation SLA.
Support Details
[bookmark: _Toc254867559][bookmark: _Toc254867896][bookmark: _Toc254868134][bookmark: _Toc254868246][bookmark: _Toc254874280][bookmark: _Toc254875703]Off-Hour service follows those of the Fermilab Service Desk for Email. There is no off-hour support for Messaging.
[bookmark: _Toc274897715]Special Support Coverage
[bookmark: _Toc230609365][bookmark: _Toc254867560][bookmark: _Toc254867897][bookmark: _Toc254868135][bookmark: _Toc254868247][bookmark: _Toc254874281][bookmark: _Toc254875704] None currently defined at this time.
[bookmark: _Toc274897716]Service Breach Procedures
[bookmark: _Toc212977950][bookmark: _Toc213019257][bookmark: _Toc254867561][bookmark: _Toc254867898][bookmark: _Toc254868136][bookmark: _Toc254868248][bookmark: _Toc254874282][bookmark: _Toc254875705]In event of a service breach, the Service  Owner and Incident Manager will conduct a full review of the incident to determine the cause of the service breach.  Where appropriate a service improvement plan will be created to try to prevent a recurrence of the circumstances which caused the breach.  The creation of the service improvement plan may require the mandatory attendance of the customer or a representative for the customer.
Once the cause of the breach and the improvement plan are created, the details of both will be published via the SLA Breach Report Page (URL To Be Determined), and a full report emailed to the customer.
For further detail, refer to Appendix F – Escalation Path.
[bookmark: _Toc274897717]Service Target Times and Priorities
[bookmark: _Toc254867562][bookmark: _Toc254867899][bookmark: _Toc254868137][bookmark: _Toc254868249][bookmark: _Toc254874283][bookmark: _Toc254875706][bookmark: _Toc274897718]Response Time
[bookmark: _Toc254867563][bookmark: _Toc254867900][bookmark: _Toc254868138][bookmark: _Toc254868250][bookmark: _Toc254874284][bookmark: _Toc254875707]Refer to the Foundation SLA.
[bookmark: _Toc274897719]Resolution Time
[bookmark: _Toc254867564][bookmark: _Toc254867901][bookmark: _Toc254868139][bookmark: _Toc254868251][bookmark: _Toc254874285][bookmark: _Toc254875708][bookmark: _Toc274897720]Refer to the Foundation SLA.
Incident and Request Priorities 
[bookmark: _Toc254867565][bookmark: _Toc254867902][bookmark: _Toc254868140][bookmark: _Toc254868252][bookmark: _Toc254874286][bookmark: _Toc254875709]Refer to the Foundation SLA.
[bookmark: _Toc274897721]Critical Incident Handling
[bookmark: _Toc528464564][bookmark: _Toc531588484][bookmark: _Toc149634279][bookmark: _Toc213019260][bookmark: _Toc254867568][bookmark: _Toc254867905][bookmark: _Toc254868143][bookmark: _Toc254868255][bookmark: _Toc254874289][bookmark: _Toc254875712]Refer to the Foundation SLA.
[bookmark: _Toc274897722]Customer Requests for Service Enhancement
[bookmark: _Toc212977953][bookmark: _Toc213019262][bookmark: _Toc254867569][bookmark: _Toc254867906][bookmark: _Toc254868144][bookmark: _Toc254868256][bookmark: _Toc254874290][bookmark: _Toc254875713]Refer to the Foundation SLA.
[bookmark: _Toc274897723]Service Charging Policy
[bookmark: _Toc212977954][bookmark: _Toc213019266][bookmark: _Toc254867570][bookmark: _Toc254867907][bookmark: _Toc254868145][bookmark: _Toc254868257][bookmark: _Toc254874291][bookmark: _Toc254875714]Refer to the Foundation SLA.
[bookmark: _Toc274897724]Service Measures and Reporting
	Report Name
	Reporting interval
	Delivery Method
	Responsible Party

	Monthly Email Statistics
	Monthly
	Email/Monthly support meeting
	Email Service Owner


Note – No measurements or reporting are currently defined for Messaging.



[bookmark: _Toc212977957][bookmark: _Toc213019272][bookmark: _Toc233013684][bookmark: _Toc274897725][bookmark: _GoBack]Appendix A: Supported Hardware and Software
The Email & Messaging clients and hardware that will be supported are to be determined to the Desktop Services Group.
[bookmark: _Toc212977956][bookmark: _Toc213019268][bookmark: _Toc233013685][bookmark: _Toc274897726]Appendix B: SLA Review Procedure
[bookmark: _Toc213019269][bookmark: _Toc233013686]The following steps will be conducted on at least an annual basis. The User Representative, Service Owner, or Service Level Manager may request additional reviews as necessary.
· At least one month prior to the expiration of this agreement, the User Representative will be sent notification via email requesting that a face-to-face review be conducted between the Service Owner and the Customer regarding the Desktop Support Service.
· During the review, the User Representative may negotiate changes to the Desktop Support Service Level Agreement with the Desktop Support Service Owner.  Requests for changes are subject to approval based on the limitations of resources from the Desktop Support Service, a supporting organization, funding and effort available.
· If additional meetings are required, those meetings will be held as necessary in order to renew the SLA prior to expiration.
· Upon agreement, all concerned parties will sign the document and renew the agreement for a period no more than 1 year.
[bookmark: _Toc213019270][bookmark: _Toc233013687][bookmark: _Toc274897727]Appendix C: Operational Level Agreement (OLA) Cross-Reference
· Storage OLA
· Desktop Services OLA
· Networking OLA
[bookmark: _Toc274897728]Appendix D: Underpinning Contract (UC) Cross-Reference
Support for SUN IMAP hardware systems is provided by Decision One. Information about the Decision Contract is available off the Computing Division pages under Getting Services\ Contract Info\Decision One Contract Info:
http://computing.fnal.gov/xms/Services/Getting_Services/Contracts/Decision_One
Support for IBM BladeCenter (Exchange) hardware systems is provided by IBM via Azaleos. Information about the Azaleos Contract is available ?????:
URL GOES HERE

[bookmark: _Toc255304211][bookmark: _Toc274897729][bookmark: _Toc233013688]Appendix E: Terms and Conditions by Customer
There are no defined customers for Email; only users.
[bookmark: _Toc274897730]Appendix F: Escalation Path
This section outlines the Escalation Path to be followed when there is an SLA Breach, an OLA Breach, or a reported Service Incident, and agreement cannot be reached as to the root cause or resolution.  It is a combination of functional and hierarchical escalation, and its purposes are to ensure the restoration of service in a timely manner and to allow for the triggering of the CSIP process to prevent further recurrences of the incident or problem.
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