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SLA N Overview and Requirements

Service Level Agreements (SLA) are documents of understanding between the Ohio Department of Job and Family Services (ODJFS) Office of Information Services (OIS) and __________________________​​​​​​​​​​​​​​​​​​​​​​.  The overall goal of the SLA Program is to define Information Technology (IT) expectations between ODJFS and the County Agency and to determine the appropriate level of service relating to system response, system availability, quantity of work processed, delineation of duties, and service support.  ODJFS is committed to the SLA Program and views its success as significant to delivering quality service and products to its customers. 

SLA N (FY 2012-2013) is intended to address the flexibility required by County Agencies while maintaining the integrity of the SLA Program.  ODJFS recognizes that a County Agency that elects and is eligible for a negotiated SLA (N) is substantially different from other County Agencies.  This SLA N supporting documentation identifies the scope of services performed either by ODJFS or the County Agency as required to maintain the IT environment.  Through SLA N, ODJFS and the County Agency will work together to negotiate the level of responsibility as to who will fund, supply, maintain, and administer the County Agency’s IT environment.

While SLA N allows for a high degree of flexibility, universal provisions included in SLA V6.0 still apply to an SLA level N County Agency.  These provisions include but are not limited to agreement by the County Agency to abide by ODJFS security policies and ODJFS’ retention of ownership of ODJFS hardware, software, and network equipment should ODJFS provide such items.  All ODJFS commitments are subject to the availability of federal funds and appropriations from the General Assembly.
Election of an SLA N is available to those County Agencies who have greater than 500 filled, verifiable Full Time Employees (FTE).  In addition, the three freestanding Public Children Services Agencies (PCSAs) who have never been on the ODJFS network and who have under 500 FTEs. Those PCSAs are Lucas, Summit and Lorain.  These three agencies may negotiate for goods and services under the SLA N.    
If a SLA-N agency should elect to join the ODJFS network, they will be required to elect a new SLA level based upon the current SLA designation criteria.  Conversion from a SLA-N to a standard SLA level will typically require significant technical engineering, network hardware modifications and project management to comply with SLA 1-3 standards and structure.  All costs and resource commitments borne from the SLA conversion project will be jointly shared and negotiated between county and state parties. Final terms of the conversion negotiation will require approval from the County Director and the ODJFS CIO.
This document covers the items in SLA V6.0 that are Negotiable by the county agencies that elect to be an SLA-N. 
N = Negotiated; the item will be negotiated between the County Agency and ODJFS as to the level of responsibility which will be assumed by each entity.
SLA N Requirements and Negotiation Framework
The following table details only negotiable responsibilities for the SLA N as outlined in  SLA FY 2012-2013 V6.0.  Where a responsibility is indicated as an “N”, ODJFS and the County Agency will work together with the County to determine whether and to what extent the responsibility belongs to ODJFS or the County Agency or is shared by both parties.

Details in this table are only applicable to an SLA-N.  See SLA FY 2012-2013 V6.0 for the complete agreement, expectations and definitions. 
Table of Negotiated Service Level Agreement (SLA N) Responsibilities
*this table is comprised of only items that are identified as negotiable (N) 
	REF
	Description
	LN

	SLA.04  Technology and Service Support

	4.1  Equipment – Defined as Workstations, Printers, Servers, Infrastructure and VoIP

	4.1.02
	Provide 1.1 workstations per filled FTE in accordance with TSSP
	N

	4.1.03
	ODJFS provides 1 Network Printer for every workgroup of 10
	N

	4.1.05
	Requests for Additional Equipment in excess of standard allocation
	N

	4.1.05.a
	Acquiring Additional workstations 
	N

	4.1.05.b
	Acquiring Additional Printers (MFP Service units)
	

	SLA.06  IT Data and Systems Recovery Plans

	6.1  Planning


	6.2.02
	Supply workstations, printers, software, and services in accordance with TSSP
	N

	6.2.03
	Supply servers and infrastructure hardware, software and services in accordance with TSSP
	N

	SLA.07  Operations and Management 

	7.3  Network  Administration

	7.3.17
	Supply ODJFS standard software rollout to agency TPOC
	N

	7.3.18
	Provide anti-virus tools, including updates
	N

	SLA.12  ODJFS Specific Applications

	12.1  General Information

	12.1.02
	Supply ODJFS provided application software for client-server and workstation environments
	N

	12.1.06
	Install ODJFS provided applications in client- server environments
	N


SLA N Additional Negotiated Responsibilities
Negotiation is the process by which a County Agency and ODJFS OIS negotiate and agree upon the level and assignment of responsibility for items not otherwise ascribed in the Table of Negotiated Service Level Agreement (SLA N) Responsibilities.  Results of the negotiation should be recorded, including any supporting detail as necessary to the satisfaction of both Parties, using the format template provided in the Table of SLA N Responsibility Negotiation Decisions below.  When possible, similar negotiated items should be grouped together in sections for ease of future reference.  

As in the Table of Negotiated Service Level Agreement (SLA N) Responsibilities in the section above, responsibility for each negotiated item should be indicated by one of the following alpha characters: 
	C
	=
	County Agency mandatory responsibility;

	S
	=
	ODJFS (OIS) responsibility; and

	B
	=
	Both County Agency and OIS responsibility;


Table of SLA N Responsibility Negotiation Decisions
EXAMPLE
	REF
	Description
	LN

	1.0 Section Heading

	1.A
	Description and/or brief definition of negotiated responsibility, including any relevant supporting detail or level of responsibility for the negotiated item provided in writing below.  The RE (Responsible Entity) column indicates the agreed upon responsible entity.  
	X

	1.B
	Description and/or brief definition of negotiated responsibility, including any relevant supporting detail or level of responsibility for the negotiated item provided in writing below.  The RE (Responsible Entity) column indicates the agreed upon responsible entity.  
	X
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This is a Service Level Agreement, hereinafter known as the Agreement or SLA, between the Ohio Department of Job and Family Services (ODJFS) Office of Management Information Services, hereinafter known as ODJFS OIS and <insert County Agency Name> hereinafter known as the County Agency.  The County Agency and ODJFS OIS are hereinafter collectively known as the Parties or individually as a Party.

1.2.8  Provide name and contact information of Technical Point of Contact (TPOC) and secondary TPOC.  The TPOC serves as the single point of contact between ODJFS and the County Agency regarding technical issues.

Primary TPOC (name): ______________________________Phone:________________
Secondary TPOC (name): ___________________________Phone:________________
1.2.9 Provide name and contact information of Local Security Coordinator (LSC) and secondary LSC.  The LSC serves as the single point of contact between ODJFS’ Access Control unit and the County Agency.
Primary LSC (name): _______________________________Phone:_________________

Secondary LSC (name): ____________________________Phone:__________________
1.2.10 Provide name and contact information of ODJFS point of contact.  The ODJFS point of contact serves as a primary point of contact between the County Agency and ODJFS.

ODJFS POC:  Larry Lynch, County Partner___Phone:___641.387.8225_____________  
The County Agency and ODJFS OIS each agree that they have individually read, understand, and agree to the negotiated and non-negotiable terms of this SLA as defined in the SLA N Requirements and Negotiation Framework and SLA N Additional Negotiated Responsibilities sections as recorded in this document.  

Signatures
By affixing their signatures below, the Parties agree to be bound by the terms of this Agreement and the supporting documentation as described above.

	For <insert County Agency name>:
	
	

	
	
	
	

	Approved by:
	<insert name >
	Date:
	<insert date>

	
	<insert title >
	
	

	
	
	
	

	
	
	
	

	Signature:
	
	
	

	
	
	
	

	
	
	
	

	For ODJFS OIS:
	
	

	
	
	
	

	Approved by:
	
	Date:
	<insert date>

	
	ODJFS CIO
	
	

	
	
	
	

	
	
	
	

	Signature:
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