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	This document is under the Change Management Control Policy.

	Description
	Service Level Agreement for Videoconferencing


	Purpose
	This document informs service customers about service levels, responsibilities and terms and conditions relating to the Videoconferencing Service provided by the Core Computing Division.

	Applicable to
	All processes 

	Supersedes
	N/A

	Document Owner
	Sheila Cisko
	Owner Org
	Computing Sector

	Effective Date
	7/24/2012
	Review Date
	Annually
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	[bookmark: _Toc339401452]Lab Liaisons
The Videoconferencing Service interacts with Division/Section/Center liaisons to provide support.


	 Name
	Division/Section/Science Center 

	Dan Bauer
	Fermilab Center for Particle Astrophysics

	Erik Gottschalk
	CMS Centers

	Patrick Gartung 
	LHC Physics Center

	Michelle Gleason
	DIR

	Maxine Hronek
	DIR  ILC Global Design Effort

	Eugene (JJ) Schmidt
	PPD/ CDF

	Geoff Savage
	PPD/ DZero

	Dave Christian
	PPD/EPP

	Erik Ramberg
	PPD/EPP – Meson Test Beam

	Luz Jaquez
	PPD/HQ

	Barb Kristen
	PPD/Mechanical Dept – Lab F

	Ray Safarik
	PPD/ Technical Centers/ SiDet

	John Konc
	Technical Division

	Alan Harris
	DOE/Fermi Site Office
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[bookmark: _Toc339401454]1 INTRODUCTION

[bookmark: _Toc254867544][bookmark: _Toc254867881][bookmark: _Toc254868119][bookmark: _Toc254868231][bookmark: _Toc254874261][bookmark: _Toc254875694][bookmark: _Toc339401455][bookmark: _Toc254867545][bookmark: _Toc254867882][bookmark: _Toc254868120][bookmark: _Toc254868232][bookmark: _Toc254874262][bookmark: _Toc254875695]EXECUTIVE SUMMARY
[bookmark: _Toc254867552][bookmark: _Toc254867889][bookmark: _Toc254868127][bookmark: _Toc254868239][bookmark: _Toc254874269][bookmark: _Toc254875696]This Service Level Agreement (“SLA”) for Fermilab Computing Division Videoconferencing Service with Fermilab Division/Section/Centers documents:
· The service levels provided for CD Videoconferencing Service
· The responsibilities of  CD Videoconferencing Service, customers and users receiving this service
· Specific terms and conditions relative to the standard Service Offering.

The service levels defined in this agreement are in effect during normal operations, in the case of a continuity situation they may change.
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.
[bookmark: _Toc339401456]SERVICE OVERVIEW
[bookmark: _Toc212977948][bookmark: _Toc213019255][bookmark: _Toc233013661]Videoconferencing Service offers troubleshooting, technical information, video conference room appointment and coordination with off-site users and collaboration services for video conferences involving Fermilab conference rooms and users.  
Videoconferencing Service offers consultation and reservation assistance for ESnet Collaboration Service Audio & Web conferences.  Troubleshooting assistance in Fermilab conference rooms is available for audio and web collaboration when conference room audio or video components and/or adverse network conditions effect quality or operation of conferences. Administrative support is not available for WebEx.
[bookmark: _Toc339401457]SERVICE DESCRIPTION
[bookmark: _Toc233013663]Videoconferencing Service provides support to facilitate communication for Fermilab users with their on-site or off-site collaborators.  
·  Information regarding video and audio conferencing and collaboration tools at Fermilab: http://computing.fnal.gov/videoconferencing
NB: this web page does not include service information 
· Metrics for video conference facilities can be made available by special arrangements only. Statistical information about video conference systems are manually obtained by remote logins for analysis or troubleshooting purposes.

· Service Owner contact information: 
Sheila Cisko, 630-840-4516 or x2954
pager: 630-722-9752 
email: scisko@fnal.gov and videoconf@fnal.gov
[bookmark: _Toc339401458]SERVICE OFFERINGS
Provide a more detailed definition of the service. If there is only one “offering” (one main selection for users), then one can merge the separate offering sub-sections.
[bookmark: _Toc233013664]STANDARD OFFERING
General Video Conferencing
· Real time support (or immediate action troubleshooting) for troubleshooting Fermilab video or audio conferences for on-site users. In-room support is not provided by CD Videoconferencing Service unless by request as described in section 2.2.2
· When applicable Videoconferencing Service will provide phone support to off-site user(s) needing assistance communicating with a Fermilab user or to a meeting.
· Reservations for audio conferences occurring within 24 hours. 
· On-site videoconference room appointments including room tutorials upon completion of videoconference room installation.
· Experiment/Project collaboration technology consultation 
· 8x5 Interactive test and validation stations for IP and ISDN rooms; and IP desktops 
· 24x7 test station for IP and ISDN rooms

Room Installation/Upgrades
· Installation offerings.
· Upgrades offerings

Consulting
· Guidance for desktop collaboration users for tool selection, H323 configuration information and testing is available but do not include OS conditions or issues.
· Consultation with off-site users associated with Fermilab requesting information for compatible collaboration tools and/or services.

Training
· Training for users or Division/Section/Center room support personnel.
· Provide online and room user instructions, FAQ, troubleshooting and general technology information.
[bookmark: _Toc233013665] ENHANCED OFFERINGS
All elements of the Standard Offering, PLUS:
· Real time support, oversight, a/v and videoconference assistance for workshops, media events, or VIP meetings by special arrangement only. 
[bookmark: _Toc233013666] OFFERING COSTS
No costs are applicable.
[bookmark: _Toc233013667][bookmark: _Toc339401459]LIFECYCLE MANAGEMENT CONTEXT
Videoconferencing Service will advise customers and users for collaboration tool and associated audio and visual equipment selection and procurement, whether room or desktop. The Video Conference Room Appointment Process at Fermilab and supporting documents are used for planning, design, procurement and records management. (This information is in the WCS private library on Sharepoint)    
Customers are notified when their room video conference devices are at end-of-life and/or end of maintenance support but unless they express a desire to upgrade they continue to use them until the devices or components within the system fail.   Due to the fluctuating nature of the collaboration and audio video technologies and the complexities of video conference room systems Videoconference service cannot maintain relevant and accurate cost estimates for upgrades and room appointments until requested by customers.
[bookmark: _Toc503156628][bookmark: _Toc503156692][bookmark: _Toc503156743][bookmark: _Toc503671483][bookmark: _Toc503674438][bookmark: _Toc504366410][bookmark: _Toc504449142][bookmark: _Toc506001052][bookmark: _Toc513861516][bookmark: _Toc513861657][bookmark: _Toc513861770][bookmark: _Toc514138105][bookmark: _Toc515072829][bookmark: _Toc518798641][bookmark: _Toc518806023][bookmark: _Toc518806337][bookmark: _Toc518806458][bookmark: _Toc518806511][bookmark: _Toc518806703][bookmark: _Toc518806859][bookmark: _Toc520512726][bookmark: _Toc520512799][bookmark: _Toc520512896][bookmark: _Toc520513024][bookmark: _Toc520513111][bookmark: _Toc520513167][bookmark: _Toc520513213][bookmark: _Toc520513583][bookmark: _Toc523638670][bookmark: _Toc523639930][bookmark: _Toc523639955][bookmark: _Toc527341341][bookmark: _Toc528462982][bookmark: _Toc528464562][bookmark: _Toc531588482][bookmark: _Toc149634277][bookmark: _Toc213019263][bookmark: _Toc254867553][bookmark: _Toc254867890][bookmark: _Toc254868128][bookmark: _Toc254868240][bookmark: _Toc254874270][bookmark: _Toc254875697][bookmark: _Toc339401460][bookmark: _Toc503156629][bookmark: _Toc503156693][bookmark: _Toc503156744][bookmark: _Toc503671484][bookmark: _Toc503674439][bookmark: _Toc504366411] RESPONSIBILITIES
The Foundation SLA references Fermilab Computer Use and Security policies. The service should reference specific responsibilities or issues here.
[bookmark: _Toc339401461]LIAISON RESPONSIBILTIES
· Assist with administrative issues such as maintenance renewal agreements and procurement of new or replacement of failed devices. After the Service has installed new or upgraded videoconference room systems for a D/S/C a liaison may also serve as property owner of the equipment.  
·  Provide timely response to incident and problem resolution. This is especially needed in areas that are not in close physical proximity to the Service team. 
· Coordinate proactive system checks and troubleshooting assistance with the Service Owner. 
· Participate in training and are encouraged to include other users who would benefit from same.  
· Provide the Service Owner with any updates or changes to room configuration so that documentation, including web pages,  is updated. 
· Represent their D/S/C needs and requirements for optimal collaboration systems.
[bookmark: _Toc339401462]CUSTOMER RESPONSIBILTIES
· Division/Section/Centers provide and maintain conference room schedules and reservations for users.
· Customers must provide a minimum of one point-of-contact for a video conference room for minimal interactions to allow Videoconference service access for remote monitoring and troubleshooting. 
· Videoconference systems (Polycom hardware codecs) are required to be covered under maintenance and firmware upgrade program. Renewable one and three year programs are available.  
· Customers should not reconfigure or replace videoconference room system equipment without notifying Videoconference service. Excluded are consumable items such as projector lamp replacements.
[bookmark: _Toc339401463]USER RESPONSIBILTIES
· Users are responsible for room reservations.
· When requesting assistance for Videoconferencing Services support one or more users must act as meeting or event point-of-contact and must provide meeting information such as far end sites, attendees, or technical point-of-contact.  
· Report fault or problems to Videoconferencing Service immediately. Notify subsequent users and Videoconferencing Service if a workaround is used.
[bookmark: _Toc339401464]SERVICE PROVIDER RESPONSIBILTIES
· Videoconferencing Service will coordinate with underpinning contract service provider for hardware replacements and troubleshooting. See Appendix D for additional information.
· Videoconferencing Service will notify customers when maintenance program expires.

[bookmark: _Toc212977949][bookmark: _Toc213019256][bookmark: _Toc254867554][bookmark: _Toc254867891][bookmark: _Toc254868129][bookmark: _Toc254868241][bookmark: _Toc254874271][bookmark: _Toc254875698][bookmark: _Toc339401465]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: _Toc339401466]SERVICE SUPPORT PROCEDURE
[bookmark: _Toc254867557][bookmark: _Toc254867894][bookmark: _Toc254868132][bookmark: _Toc254868244][bookmark: _Toc254874274][bookmark: _Toc254875701][bookmark: _Toc339401467]REQUESTING SERVICE SUPPORT 
Users requiring immediate action troubleshooting or urgent requests may contact Fermilab Videoconferencing Service Coordinator directly by email, pager or phone, see contact information in Section 2.1.  Videoconference Service will create a Service Desk incident ticket after the request is investigated or resolved. Clients and customers may be contacted by the Service Desk for follow-up after the incident is resolved.    
Users requiring guidance for on- or off-site meetings, technology questions, and/or registration issues about a video or audio conference that is scheduled for three or more business days from request date should submit a Service Desk ticket.  Guidance will be provided for the following issues:  a large number of sites; new users or sites; communications with DOE HQ over ISDN networks; request for specialized a/v equipment; non-standard location; or VIP clients. 
Videoconference or audio conference needs may be requested through the Facilities Request Form (FRF) http://bss.fnal.gov/facilities/disclaimer.html when applicable.  A Service Desk incident ticket will be created to track the incident and resolution.  Clients and customers may be contacted by the Service Desk for follow-up after the incident is resolved.    
Requests for videoconferences in rooms which are not equipped with dedicated videoconference or audio/video equipment will be negotiated on a case-by-case basis. A Service Desk incident ticket will be created to track the incident and resolution.  Clients and customers may be contacted by the Service Desk for follow-up after the incident is resolved.    
For general inquiries or assistance that does not require immediate attention clients should submit a Service Desk ticket. 
[bookmark: _Toc339401468]STANDARD ON-HOURS SUPPORT
[bookmark: _Toc254874275]HOURS
8x5 support.
[bookmark: _Toc254874276]SUPPORT DETAILS
[bookmark: _Toc254867558][bookmark: _Toc254867895][bookmark: _Toc254868133][bookmark: _Toc254868245][bookmark: _Toc254874277][bookmark: _Toc254875702]8 x 5 Support: Monday through Friday, 8:00am-4:30pm US Central Time, not including Fermilab work holidays.
[bookmark: _Toc339401469]STANDARD OFF-HOURS SUPPORT
[bookmark: _Toc254874278]HOURS
[bookmark: _Toc254874279]Negotiable.
SUPPORT DETAILS
[bookmark: _Toc254867559][bookmark: _Toc254867896][bookmark: _Toc254868134][bookmark: _Toc254868246][bookmark: _Toc254874280][bookmark: _Toc254875703]Off-hour and weekend support for conferences, workshops and VIP events are negotiated ahead of time.
[bookmark: _Toc339401470]SPECIAL SUPPORT COVERAGE
[bookmark: _Toc230609365][bookmark: _Toc254867560][bookmark: _Toc254867897][bookmark: _Toc254868135][bookmark: _Toc254868247][bookmark: _Toc254874281][bookmark: _Toc254875704]Videoconferencing Service will provide special support coverage such as collaboration meetings, large media events, or VIP conferences and must be arranged and negotiated ahead of time.
[bookmark: _Toc339401471]SERVICE BREACH PROCEDURES
[bookmark: _Toc212977950][bookmark: _Toc213019257][bookmark: _Toc254867561][bookmark: _Toc254867898][bookmark: _Toc254868136][bookmark: _Toc254868248][bookmark: _Toc254874282][bookmark: _Toc254875705]The IT Service Level Management process determines how service breaches (failures to meet service level agreement goals or conditions) will are handled to prevent recurrence and mitigate the consequences. In general, this process involves offline interaction between the Service Level Manager and customer.
[bookmark: _Toc339401472]SERVICE TARGET TIMES AND PRIORITIES
[bookmark: _Toc254867562][bookmark: _Toc254867899][bookmark: _Toc254868137][bookmark: _Toc254868249][bookmark: _Toc254874283][bookmark: _Toc254875706][bookmark: _Toc339401473][bookmark: _Toc254867563][bookmark: _Toc254867900][bookmark: _Toc254868138][bookmark: _Toc254868250][bookmark: _Toc254874284][bookmark: _Toc254875707]RESPONSE TIME
[bookmark: _Toc339401474]The response time target for immediate action requests is within ten minutes of phone, email or pager notification.   Standard videoconference incidents and requests follow the Foundation SLA.
[bookmark: _Toc339401475]RESOLUTION TIME
Resolution time for incidents follows the Foundation SLA. 
[bookmark: _Toc254867564][bookmark: _Toc254867901][bookmark: _Toc254868139][bookmark: _Toc254868251][bookmark: _Toc254874285][bookmark: _Toc254875708][bookmark: _Toc339401476]INCIDENT AND REQUEST PRIORITIES 
Refer to the Foundation SLA.
[bookmark: _Toc254867565][bookmark: _Toc254867902][bookmark: _Toc254868140][bookmark: _Toc254868252][bookmark: _Toc254874286][bookmark: _Toc254875709][bookmark: _Toc339401477]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.
Reminder: The service levels defined in this agreement are in effect during normal operations, in the case of a continuity situation they may change.

[bookmark: _Toc339401478] 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: _Toc339401479] SERVICE CHARGING POLICY
Customers provide task codes for installation and equipment but no other charges for Videoconference service are required.
[bookmark: _Toc212977954][bookmark: _Toc213019266][bookmark: _Toc254867570][bookmark: _Toc254867907][bookmark: _Toc254868145][bookmark: _Toc254868257][bookmark: _Toc254874291][bookmark: _Toc254875714][bookmark: _Toc339401480]SERVICE MEASURES AND REPORTING
The Service Offering dashboard for Video Conferencing is available in the service desk application under the report section. The dashboard measures each offering for this service against the incident response and resolution times and request response times defined in the Foundation SLA. The dashboard shows performance trending for the Service Offerings on a weekly/monthly/yearly basis.
The Service Offering dashboard is available to Service Owners and Providers, Business Analysts, Process Owners and Senior IT Management.  
Service Level breaches are identified in the service offering dashboard and are monitored by the Service Owners, Incident Manager and Service Level Manager.


[bookmark: _Toc212977957][bookmark: _Toc213019272][bookmark: _Toc233013684][bookmark: _Toc339401481]APPENDIX A: SUPPORTED HARDWARE AND SOFTWARE
Videoconferencing Service supports H323 (voice and video over IP) hardware in Fermilab videoconference rooms. Fermilab provides an EVO server to which desktop or H323 rooms will communicate. Desktop collaboration applications are not operationally supported by Videoconferencing Service but consulting is available for problem resolution.
[bookmark: _Toc212977956][bookmark: _Toc213019268][bookmark: _Toc233013685][bookmark: _Toc339401482]APPENDIX B: SLA REVIEW PROCEDURE
[bookmark: _Toc213019270][bookmark: _Toc233013687][bookmark: _Toc213019269][bookmark: _Toc233013686]The following steps will be conducted on at least an annual basis. The Customer, Service Owner or Service Level Manager may request additional reviews as necessary.
· At least one month prior to the expiration of this agreement, the customer will be sent notification via email requesting that a face-to-face review be conducted between the Service Owner and the Customer regarding Videoconference Service.
· During the review, customer may negotiate changes to the Videoconference Service Level Agreement with the Videoconference Service Owner.  Requests for changes are subject to approval based on the limitations of resources from the Videoconference 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: _Toc339401483]APPENDIX C: OPERATIONAL LEVEL AGREEMENT (OLA) CROSS-REFERENCE 
Not applicable.
[bookmark: _Toc339401484]APPENDIX D: UNDERPINNING CONTRACT (UC) CROSS-REFERENCE 
[bookmark: _Toc255304211][bookmark: _Toc233013688]Polycom video conference systems are covered under Gold Seal, a Polycom endorsed maintenance program. Gold Seal provides unlimited technical phone support, 24 hour video test facility, firmware upgrades, and hardware replacement within 24 hours.
[bookmark: _Toc339401485]APPENDIX E: TERMS AND CONDITIONS BY CUSTOMER
[bookmark: _Toc255304212][bookmark: _Toc339401486]E.1	CUSTOMER s
 No terms and conditions have been negotiated for listed customer.
[bookmark: _Toc339401487]APPENDIX F: ESCALATION PATH
[This section outlines the Escalation Path to be followed if there is a specific workflow for this service. The default escalation path is defined in the Foundation SLA as hierarchic (line management).]
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