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1 General Overview

This is a Service Level Agreement (“SLA”) between the campus community and the Information Technology
Services Division (ITS) to document:
· The technology services ITS provides to the campus
· The general levels of response, availability, and maintenance associated with these services
· The responsibilities of ITS as a provider of these services and of clients receiving services
· Processes for requesting services

This SLA shall remain valid until revised or terminated.
2 [bookmark: _Toc276478570][bookmark: _Toc276479526]Service Description
a. [bookmark: _Toc276478571][bookmark: _Toc276479527]Service Scope
Provide Creative Suite software to Students thru Weber’s Virtual Lab
b. [bookmark: _Toc276478572][bookmark: _Toc276479528]Assumptions
· Services provided by Virtual Lab are clearly documented in the ITS service catalog.
· Major upgrades will be treated as projects outside the scope of this Agreement.
· Funding for major updates will be negotiated on a service-by-service basis.
· Changes to services will be communicated and documented to all stakeholders via email.
· Service will be provided in adherence to any related policies, processes and procedures
· Scheduling of all service related requests will be conducted in accordance with service descriptions.
3 [bookmark: _Toc276478573][bookmark: _Toc276479529]Roles and Responsibilities
a. [bookmark: _Toc276478574][bookmark: _Toc276479530]Parties

	Stakeholder 
	Title/ Role
	* Contact Information


	Sharon Dover
	Technology Resource Coordinator
	LP218F
Ex 6080
sdover@weber.edu 

	Shelly Belflower
	Director Technology Services
	LP218K
EX 8610
sbelflower@weber.edu 


b. [bookmark: _Toc240708289][bookmark: _Toc276479531]Computing Support’s Responsibilities

Computing Support’s responsibilities and/or requirements in support of this Agreement include:

· Meet response times associated with the priority assigned to incidents and service requests.
· Generating quarterly reports on service level performance.
· Appropriate notification to Customer for all scheduled maintenance via the Maintenance Calendar, Service
· Catalog web page and/or a communication to campus via the CSS Communication Manager
· CSS will implement defined processes to deliver these service levels

a. [bookmark: _Toc240708290][bookmark: _Toc276479532]Customer Responsibilities

Customer responsibilities and/or requirements in support of this Agreement include:
· Availability of customer representative(s) when resolving a service related incident or request.
· Communicate specific service availability requirements
· Notify Computing Support of any problems or issues 

