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	SLA.13 Signature Document and County Agency Specifics for level 1, 2 and 3.



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 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.

Please indicate whether your agency functions administratively as a Stand-Alone, Double-Combined, Triple-Combined or Quad combined agency.  Please indicate which agencies are administratively combined <insert combined agency names> .  Example: PCSA and JFS. 
The County Agency and ODJFS OIS each agree that they have individually read and understand the terms of this SLA and agree that the County Agency shall be a SLA Level <insert elected level> Agency. 

13.1
General Information
	13.1.01   Objective

	Responsibility
	L1
	L2
	L3
	LN

	The SLA was developed for the benefit of ODJFS and the County Agency; both agree to discuss issues 
	B
	B
	B
	B


The objective of the SLA is to specify the expectations of the Parties with regard to, but not limited to, system response, quantity of work processed, system availability, equipment and IT services.  This agreement is for the benefit of both Parties.  The Parties agree to discuss issues concerning or relating to this agreement to reach a mutually satisfactory resolution of issues. 

	Administrative Procedure Manual Ohio Revised Code Rule 5101:9-9-15

	Responsibility
	L1
	L2
	L3
	LN

	Comply with APM OAC Rule 5101:9-9-15
	B
	B
	B
	B


ODJFS OIS requires that County Agencies enter into an SLA to determine the level of service that is necessary for the County Agency and to delineate responsibilities for day-to-day information technology (IT) operations for both entities in accordance with the APM OAC Rule 5101:9-9-15.  












	13.1.03   If County Agency is unable to provide services, ODJFS OIS will do so

	Responsibility
	L1
	L2
	L3
	LN

	County Agency agrees that if the County Agency is unable, at any time, to provide OIS services for Federally mandated programs, then ODJFS OIS shall provide those services to protect ODJFS from Federal non-compliance 
	B
	B
	B
	B


The Parties agree that if the County Agency is unable, at any time, to provide the services required under this SLA for Federally mandated programs, ODJFS OIS will provide those IT services to protect ODJFS from Federal non-compliance. 

	13.1.04   Supporting Documentation

	Responsibility
	L1
	L2
	L3
	LN

	Understand that supporting documentation is incorporated into the Agreement by reference.  County Agencies agree to understand supporting documentation.  ODJFS agrees to maintain the supporting documentation
	B
	B
	B
	B


The supporting documentation is a series of documents that will change to reflect the evolving nature of the supported technology and applications. Where possible, an ongoing review and update process will solicit comments and information from County Agency representatives and ODJFS OIS to ensure, as technology and operating procedures change, the supporting documentation remains current.  The Parties agree to act in accordance with the requirements as set out in the SLA supporting documentation.  ODJFS OIS agrees to maintain the supporting documentation.   

The supporting documentation is listed and provided in printable format on the ODJFS InnerWeb page http://jfs.ohio.gov/omis/sla/.  The supporting documentation is incorporated into the SLA by reference.   

13.2
County Agency contact and Site Specific Information
As part of the SLA election process, the County Agency will supply detailed information about County agency Technical Point of Contact (TPOC), Local Security Coordinator (LSC), emergency network contact and detailed information on each county site (site name, address, number of FTE’s). The purpose for this information is to facilitate effective communication and ensure that the best services will be delivered to end users. 

	13.2.01 Technical Point of Contact (TPOC) Nomination

	Description
	L1
	L2
	L3
	LN

	Provide name, contact information of proposed TPOC and secondary TPOC
	C
	C
	C
	C


The County Agency shall nominate a primary TPOC and at least one secondary TPOC.  The primary TPOC or secondary TPOC shall be the only point of contact with the ODJFS OIS Service Desk.  A TPOC should have experience with the ODJFS IT environment.   ODJFS recommends that the County Agency nominated TPOC be an exempt employee. Only the Director or currently name Primary/Secondary TPOCs can change this list after it is named.  Notification of change can be done by emailing Access Control, your Client Partner or SLA Coordinator. 
Primary TPOC (name): ______________________________Phone:​​​​​​​​​​​​​​​​​​_________________
Secondary TPOC (name): ____________________________Phone:_________________
	13.2.02 TPOC Approval

	Description
	L1
	L2
	L3
	LN

	Review qualifications and accept/reject proposed TPOCs 
	S
	S
	S
	S


ODJFS OIS will approve the TPOC nomination unless prior history shows that the individual is not suitable.  ODJFS OIS will provide a justification letter to the County Agency in the event that the nomination is rejected.

ODJFS OIS Approval: _____________________________________________________
	13.2.03 Local Security Coordinator (LSC) Nomination

	Description
	L1
	L2
	L3
	LN

	Provide name, contact information of proposed LSC and secondary LSC
	C
	C
	C
	C


The County Agency shall nominate a primary LSC and at least one secondary LSC. Agencies also have the option to name additional staff that will be considered tertiary contacts. The primary LSC or secondary LSC shall be the only point of contact with the ODJFS OIS Access Control Unit for all security related issues.  The LSC should be familiar with all IT related policies and procedures. ODJFS recommends that the County Agency nominated LSC be an exempt employee.  Only the Director or currently name Primary/Secondary LSC can change this list after it is named. Only the Director or currently name Primary/Secondary LSC can add or remove names from the tertiary list kept by Access Control. Notification of change can be done by emailing Access Control, your Client Partner or SLA Coordinator. 

Primary LSC (name): _________________________________Phone #__________________
Secondary LSC (name): ______________________________Phone #__________________
	13.2.04 Local Security Coordinator (LSC) Approval

	Description
	L1
	L2
	L3
	LN

	Review qualifications and accept/reject  proposed LSC(s)
	S
	S
	S
	S


ODJFS OIS will approve the LSC nomination unless prior history shows that the individual is not suitable.  ODJFS OIS will provide a justification letter to the County Agency in the event that the nomination is rejected.

ODJFS OIS Approval: __________________________________________________
	13.2.05 Qualifying Certificates

	Description
	L1
	L2
	L3
	LN

	Provide name(s) and photocopies of network administrator(s) and CNE(s) certificates if applicable.
	NA
	C
	C
	C*


The County Agency shall provide the names of network administrator(s) and/or Certified Network Engineer(s), and copies of the qualifying certificates.

Please provide the name of your primary network administrator (or equivalent) or Certified Network Engineer (SLA L3) at Version 6.x.
(Name): ________________________________________Phone #_____________________
Copies of certificates attached?    Yes (     /     No (
Secondary network administrator or equivalent (for SLA L2) or Certified Network Engineer at  Version 6.x (for SLA L3), if available.

 (Name):_______________________________________Phone #______________________
Copies of certificates attached?   Yes (     /     No ( 
Note:  In lieu of CNA certification at 6.x or equivalent for SLA level 2 County Agencies, ODJFS OIS requires that SLA level 2 County Agency TPOCs attend the annual TPOC Information Sessions in order to maintain the SLA Level 2 designation.

	13.2.06  Network Emergency Contact

	Description
	L1
	L2
	L3
	LN

	Provide County Agency contact in the event of an after business hours network emergency
	C
	C
	C
	C


On rare occasions, ODJFS OIS needs a County Agency contact after regular business hours to provide information in the event of a network emergency or power outage.  The contact person should be able to escalate the information, if the situation warrants it, to appropriate County Agency personnel so as to limit any possible disruption in service.

Name:__________________________________ After hours phone:_____________________

	13.2.07 County Agency Owned Software on ODJFS Owned Hardware

	Description
	L1
	L2
	L3
	LN

	Provide a list of County Agency owned software on ODJFS OIS owned hardware
	C
	C
	C
	C


The County Agency shall supply photocopies of licenses, install discs, CDs, or other evidence to show that sufficient software licenses for County Agency software have been acquired. This requirement ensures that both the County Agency and ODJFS OIS will have licenses for all software installed on the network. 

Photocopies of licenses attached?    Yes (     /     No (
	13.2.08 County Agency Owned Hardware on ODJFS Owned Network

	Description
	L1
	L2
	L3
	LN

	Provide list of County Agency owned hardware on ODJFS Network
	C
	C
	C
	C


To assist in problem resolution, the County Agency will provide details on all County Agency owned hardware.   This knowledge enables ODJFS technicians to better troubleshoot problems with the ODJFS OIS owned equipment.   County Agencies are responsible for resolving problems with their hardware.

Hardware list attached?    Yes (     /     No (
	13.2.09 Non-Standard ODJFS Supplied Services

	Description
	L1
	L2
	L3
	LN

	Provide description of any non-standard ODJFS services or equipment currently NOT supplied by ODJFS OIS
	C
	C
	C
	C


The County Agency shall describe any non-standard equipment, software, or services currently NOT supplied to the County Agency by ODJFS OIS.  Non-standard refers to any equipment, software, or services not referenced in another SLA section or in TSSP such as document imaging systems.  All such requests should have obtained TSSP approval prior to purchase. 
	13.2.10   Capacity Planning

	Description
	L1
	L2
	L3
	LN

	Establish and maintain capacity planning definitions, processes and capacity standards
	S
	S
	B
	C


Capacity planning is necessary to ensure that transactions are completed within standards set for response time.  Capacity planning involves sizing computing and network components to provide the desired level of service.  ODJFS OIS uses engineering calculations to size components based on expected numbers of users and transactions.  Correct information at the outset will lead to adequately sized components that can deliver the required service.
Site 1 name:___________________________________________________

Site address: __________________________________________________ 

Number of users currently at this site: _________   Number of FTEs_________
Planned maximum number of users between now and June 2013: ________

Site 2 name: ___________________________________________________

Site address: ___________________________________________________

Number of users currently at this site: __________ Number of FTEs _______
Planned maximum number of users between now and June 2013: _________

List of additional sites attached?       Yes (     /     No (
	13.2.11 Site Plans Submission

	Description
	L1
	L2
	L3
	LN

	Create and maintain site design documents for complete site, file documents with ODJFS OIS
	NA
	NA
	B
	C*


If the County Agency is responsible for site plans, they shall supply a copy of the revised site plan to ODJFS OIS each time that there is a change at the site.   The site plan for each County Agency is necessary for security reasons and to determine overall computing and network 

component sizing and specifications.  The County Agency is responsible for ensuring that all County Agency owned hardware on the ODJFS OIS network is correctly shown on the site design.

Site plan attached for SLA L3 only?          Yes (     /     No (
13.3 Terms and Conditions
	13.3.01   Term

	Responsibility
	L1
	L2
	L3
	LN

	Term of Agreement:  July 1, 2011 - June 30, 2013  
	B
	B
	B
	B


Any pre-existing or expired SLA becomes null and void on June 30, 2011. 

This agreement becomes effective:  when both party’s signatures are affixed to the sign-off page and is retroactive to July 1, 2011.

This agreement expires the earlier of:

· June 30, 2013 or

· after 60 days written notice to the other Party, or

· if there are serious violations of this Agreement that remain at issue after the ODJFS CIO and the County Agency Director (or their designees) have determined are not resolvable. 

Subsequent SLAs shall have a term of July 1 to June 30 and shall cover the biennium period (24 months). 

	13.3.02   Financial Responsibility

	Responsibility
	L1
	L2
	L3
	LN

	Parties agree to the financial responsibilities as defined in TSSP 
	B
	B
	B
	B


The Parties agree to the financial responsibilities as defined in SLA.04 Technology and Service Support Policy (TSSP).

	13.3.03   Amendment Process

	Responsibility
	L1
	L2
	L3
	LN

	Amendment by mutual agreement.  Change to supporting documentation not to be considered amendment
	B
	B
	B
	B


This SLA may be amended by mutual agreement of the Parties.  Any amendment must be recorded in writing and signed by the Parties.  Changes to the SLA supporting documentation are not to be considered an amendment to this agreement.

	13.3.04    Signatures for SLA 1, 2, 3 elections

	Responsibilities
	L1
	L2
	L3
	LN

	Signatures of County Agency Director and ODJFS CIO Office of Information Services. 
	B
	B
	B
	B


*For SLA-N, see appendix 
By affixing their signatures below, the Parties agree to be bound by the terms of this Agreement and the supporting documentation as previously described.  County Agency to submit two (2) signed originals of this SLA.13 Signature Document and County Agency Specific Information to ODJFS OIS, SLA Program, 4200 E. Fifth Avenue, Columbus, OH  43219.   The ODJFS CIO will affix their signature to both documents, one of which will be returned to the County Agency and one will be retained by OIS.

For the County Agency: 
<insert County Agency name>

Date: <insert date>
Approved by:




<insert name and position>

                                               <insert address>___________

                                               ________________________ 
                                               <insert telephone number>
Signature: _____________________________________

For ODJFS OIS:






Date:   <insert date>
Approved by: ODJFS CIO, Office of Information Services

Signature: _______________________________________________

Please mail two (2) original documents to:

ODJFS OIS
SLA Program
4200 E. Fifth Avenue
Columbus, OH  43219
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