
Washington State Board for Community and Technical Colleges

WashingtonOnline ANGEL

Service Level Agreement

This Agreement, dated effective as of _______________, 2009, is made by and between:

The Washington State Board for Community and Technical Colleges (SBCTC) with offices at: 1300 Quince Street SE, Olympia, WA 98504





AND

______________________________, (the “College”), with offices at: 
____________________________________________________________.
Following the principles established in Strategy One of the System Strategic Technology Plan (http://www.sbctc.edu/College/_g-strategictechplan.aspx), the Washington State Board for Community and Technical Colleges agrees to provide hosting services for WashingtonOnline ANGEL Learning Management System (WAOL ANGEL) for Washington Community and Technical Colleges.  The College agrees to manage its ANGEL domain and users as outlined below.
SERVICE CHARACTERISTICS

1.1 Availability: The WAOL ANGEL system will be available for use 24 hours a day, 365 days a year, except for scheduled maintenance every Friday between 2:00am and 5:00am PST. The service level target for availability is 99.9% measured on a monthly basis (<11 minutes of unscheduled downtime per month.) Availability measures exclude network access for the College and the SBCTC on the Washington K-20 network (local access is at best 99% available).
1.2 Backup/Restore: SBCTC system and College ANGEL domain administrators can import, export, and restore courses without ANGEL assistance. When a course is accidentally deleted by College staff and must be restored by ANGEL from back-ups, the College will pay any fees charged by the vendor (currently $500 per course).
1.3 Scheduled Maintenance: College will be notified at least 3 business days in advance of maintenance outside the weekly window that will impact the College’s user community on WAOL ANGEL.
1.4 Monitoring: WAOL ANGEL is monitored and managed 24/7/365 by ANGEL Gold Hosting.

1.5 Support: WAOL ANGEL maintains two help desks: (1) a 24x7 Technical Support Help Desk managed by Presidium for user support, and (2) an SBCTC / WAOL Help Desk for College domain administrator support. The College will also maintain a help desk that has primary responsibility to manage College accounts if the College is managing its own accounts and provide end user support for College users. The College domain administrator may contact SBCTC / WAOL system administrators 8:00am - 5:00pm, Monday - Friday to report incidents and make service requests. College domain administrators and all College users may contact the Presidium Help Desk 24x7x365.  Only Named College domain administrators may enter tickets into the ANGEL support desk 24x7x365.
	Support Method
	Target Audience
	Support Provided
	Hours
	Access Methods

	Presidium 24x7x365Support Help Desk
	All ANGEL users including students, faculty and staff
	Log in to  ANGEL,  how to use ANGEL, loss of ANGEL service
	24x7x365
	1-866-425-8412  http://d2.parature.com/ics/support/default.asp?deptID=8161 

	College Help Desk
	Local College ANGEL users
	User accounts, local issues – network access, PC configuration, local backup/restore, policies
	Varies by College
	Varies by College

	SBCTC / WAOL Help Desk
	College Domain Administrators, 
College eLearning staff
	Incident support, problem resolution, security policy updates, WAOL ID Integration, etc
	Mon - Fri
8:00am – 5:00pm PST
	1-888-580-9011

Wa-online@ctc.edu 
www.waol.org

	ANGEL Service Portal
	College Named ANGEL Administrators and SBCTC / WAOL staff
	Unresolved incidents; software errors; system down


	Mon - Fri
8:00am – 7:00pm EST
After-hours ANGEL Premium support for emergencies
	http://support.angellearning.com   317-333-7300 (ext 2)

(Requires an administrator account with ANGEL)

	
	
	
	
	


1.6 Technical Support Policies: College end users and College administrators will follow industry-standard protocols when seeking technical support.  These protocols include the following: (1) Encourage College users to use Presidium resources, including the Presidium Knowledge Base articles, live chat, and 24x7 telephone support in the Presidium Portal to open a ticket and establish a record of technical issues; (2) Create a process to investigate technical issues, including establishing that a technical issue can be replicated; (3) Check existing resources such as the ANGEL Service Portal, ANGEL and WAOL documentation, Presidium Knowledge Base articles, and/or system or ANGEL administrator listservs to determine if a ticket is already open for the technical issue or to learn if the technical issue is known and has been resolved; (4) Include all relevant information when requesting assistance from any help desk and promptly provide additional information when requested by help desk; and (5) Use published protocols for establishing the priority of help requests.
REPONSIBILITIES OF THE Washington State Board for Community and Technical Colleges

1.7 SBCTC will be responsible to contract for or host the necessary hardware, ANGEL software, and any required database software. SBCTC or its vendors will provide redundant application and database servers and redundant power supply grids with backup generators to support the use of this product. SBCTC will work with the College to establish secure data transfer between WAOL ANGEL and the College’s student management and authentication systems. 

1.8 SBCTC or its vendors will be responsible for backing up the servers on a daily basis in order to guard against catastrophic failure. To further minimize the risk of data loss in the event of a catastrophic failure, a rotation of tapes to an offsite storage location will be established. SBCTC or its vendors will also be responsible for maintaining the security of these backup tapes. If data restoration is needed because of error on part of SBCTC or its vendors, SBCTC will do so at no cost to the College.  If the restoration is necessary due to error on part of the College, the College will pay any fees charged by the vendor (currently $500 per course). Because the ANGEL software includes tools that allow instructors and students to maintain backup copies of its data, it is expected that the College will instruct its users on the use of these tools, and will discourage its users from making requests to have data restored by SBCTC or ANGEL.
1.9 In conjunction with the College, SBCTC or its vendors will conduct periodic capacity planning sessions. Based on these planning sessions, SBCTC or its vendors will maintain sufficient hardware, software, and bandwidth to ensure a reasonable response time to the College. The College will be responsible for providing sufficient bandwidth to its users (estimated to be the equivalent of 1.5 Mbps per 500 concurrent users).
RESPONSIBILITIES OF THE COLLEGE
1.10 The College is responsible to manage its own ANGEL domain branding, establish ANGEL business rules, and manage classrooms and user accounts. If the College uses WAOL ID Number Integration for any or all courses, those classrooms, accounts and archives will be managed by SBCTC staff.
1.11 The College will provide data from its student management system (SMS) for storage in appropriate and mutually agreed upon locations and format. As all Colleges in the WA Community and Technical College system share a common SMS, SBCTC will work with College and ANGEL to integrate SMS and ANGEL so data such as rosters, grades, and course and section information can be moved between SMS and ANGEL in standardized processes, including full integration, single sign on, or other features.

1.12 College agrees to use global settings and common published procedures managed by SBCTC. These settings and procedures are located on this web page: http://www.waol.org/faculty_and_staff/AngelAdminInfo.aspx.  Significant changes or customization of processes will be discussed at the WAOL Advisory Group.

1.13 College agrees to be invoiced quarterly by the SBCTC for the WAOL ANGEL hosting services provided by SBCTC and to pay invoices within 30 days.

1.14 College agrees to train College support staff on procedures to protect student information.
1.15 College agrees to share information with SBCTC on College user technical support tickets entered into the Presidium Help Desk.
1.16 College agrees to be current on SBCTC policies and procedures, to assist in clarifying these to College staff, and to convey WAOL ANGEL messages and other SBCTC communication important to College users. Policies and other supporting information are located on this web page: http://www.waol.org/faculty_and_staff/index.aspx 
1.17 College agrees to participate in WAOL Advisory Group meetings and any appropriate work groups or activities (for example, named ANGEL administrators participate in the WAOL ANGEL Admin Work Group) and to cover travel expenses and provide necessary technical resources for College staff to attend meetings.

1.18 College agrees to attend all professional development activities necessary to effectively manage the College domain in WAOL ANGEL.
CUSTOMIZATIONS

College’s ANGEL domain will be branded using graphics and logos provided by the College. The College will retain the right to configure its WAOL ANGEL domain to suit the needs of the College’s organization, provided that doing so does not impact the functionality of other domains hosted by SBCTC, or any other College hosted by SBCTC. 

Should the College wish to install any third-party software on the WAOL ANGEL installation, or any software which is not part of the standard WAOL ANGEL learning management system, SBCTC, in consultation with the WAOL Advisory Group and ANGEL, will evaluate the software to determine whether installing the software will negatively impact system performance, reliability, cost efficiency or any other college hosted by SBCTC. 

If, after investigation, testing and consultation with the WAOL Advisory Group, SBCTC / WAOL agrees to do the work, the College and the SBCTC will create a timeline and a project plan for the completion of the work.  Potentially unstable software may first be installed and tested on the WAOL ANGEL development server.
ACCESS LEVELS

SBCTC will work with the College to establish policies governing the level of access that each of the College’s users will have to the College’s WAOL ANGEL domain. As future versions of the ANGEL software are released, SBCTC in conjunction with the College shall determine the College’s level of access.

No other party, including another College, vendor, or other educational support organization will be given access to the College’s WAOL ANGEL domain or data without prior written permission of the College. 

SBCTC will make every effort to ensure that the College is able to customize its WAOL ANGEL domain based on the College’s needs and desires. Nothing in this section should be construed to mean the College will have direct access to the entire WAOL ANGEL database or the servers in the WAOL ANGEL installation.

1.19 Presidium 24x7 HELP DESK SUPPORT

1.20 Options and Hours: SBCTC, through a contract with Presidium, will provide and manage a 24x7x365 Technical Support Help Desk (24x7 Help Desk) that will be available to all WAOL ANGEL users. College will agree to a common script for technical support staff and technical support materials. Presidium will provide Tier 1 and Tier 2 (most basic) support for all users and will notify ANGEL of system problems if they occur after hours.
1.21 Costs: The cost of the Presidium 24x7 Help Desk is included in the per-active-unduplicated-user cost the College pays to use WAOL ANGEL. If the College wants its own College-branded technical support, College will pay any fees associated with branding and with help desk script differences, including changes made as ANGEL upgrades occur. The College will pay these costs directly to Presidium.

1.22 Methods: A toll-free phone number (1-866-425-8412), e-mail, and web form options have been established for support requests to the Presidium 24x7 Help Desk. This information can be found at http://d2.parature.com/ics/support/default.asp?deptID=8161  
1.23 Presidium Support Protocol: Support protocol scripts have been provided to the Presidium 24x7 Help Desk that specify what steps to take if the 24x7 Help Desk cannot address a user’s need.  College and WAOL staff will establish the appropriate resource for different support issues (faculty training, student accounts, and software issues). The escalation steps are published here: http://www.waol.org/faculty_and_staff/PresidiumProtocol.aspx  
COLLEGE HELP DESK SUPPORT

1.24 Options and Hours: The College will provide a College Help Desk for its users. The College Help Desk will be available during normal business hours to handle requests for support for its users. Issues handled by the College Help Desk and hours of availability will be negotiated and reviewed periodically by the College and SBCTC. 

1.25 Costs: The cost of the College Help Desk is the responsibility of the College.

1.26 Methods: College Help Desk phone number, web form, and email address are: 

1.27 College Help Desk Procedure: The College Help Desk will develop its own policies that take advantage of existing support tickets, Presidium Knowledge Base articles, listservs, and documentation provided by SBCTC / WAOL or ANGEL (see 1.5 and 1.6) in order to assist its users. 
1.28 ANGEL Premium Support: SBCTC will pay for one named ANGEL Domain Administrator per College using WAOL ANGEL; the College can contract directly with the vendor for additional named administrators. If, after taking advantage of support resources (see 1.5 and 1.6), the College Domain Administrator cannot resolve an incident or if the system is down, the College Named Administrator can put in a ticket to ANGEL through the ANGEL Service Portal. ANGEL is available 8:00 AM to 7:00 PM, M-F, EST. 
The College’s ANGEL Domain Administrator may contact ANGEL Premier support during non-business hours for emergencies (e.g., unplanned downtime) or the College may notify Presidium 24x7, and Presidium will contact ANGEL Premier support. SBCTC / WAOL staff and College Domain Administrators will use the Ticket Wizard in the ANGEL Service Portal to determine the priority level assigned to tickets submitted to ANGEL.
2 SBCTC / WAOL HELP DESK SUPPORT

2.1 SBCTC System Administrators: SBCTC system administrators will monitor the WAOL ANGEL hosting environment 24x7x365 through the use of ANGEL Premium hosting services. The College ANGEL domain administrator may contact SBCTC system administrators 8:00am - 5:00pm, Monday - Friday for reporting incidents and service requests, and by calling Presidium during non-business hours for emergencies (e.g., unplanned downtime).
2.2 Methods: Colleges and users can reach the SBCTC / WAOL Help Desk 8:00am - 5:00pm, Monday - Friday by calling 1-888-580-9011 (434-5155 in Spokane), or by writing wa-online@ctc.edu.  Administrator documentation is available on the WAOL web site (http://waol.org/faculty_and_staff/AngelAdminInfo.aspx) and in the ANGEL Admin Work Group area in WAOL ANGEL.
2.3 Response Time: SBCTC / WAOL staff will strive to ensure that support calls are classified appropriately, either as Incidents (impairments, faults) or service requests (access, enhancements, etc.).  Incidents will be prioritized according to urgency and impact. The Help Desk will respond to higher priority incidents more quickly than lower priority incidents.
2.4 Mass Communication: The College agrees to allow SBCTC to send messages to its students, faculty, staff, and other users of WAOL ANGEL in the event of emergencies such as system downtime. WAOL will send routine messages on quarterly deadlines to faculty who are teaching classes using WAOL ID Integration. Methods for communicating with the College’s users include, but are not limited to, posting announcements on WAOL ANGEL and/or sending email to the address the user provides in their WAOL ANGEL profile. The College ANGEL domain administrator will be provided all general routine messages from the SBCTC at least three days before they are sent to all systems users except in urgent cases such as system wide failures or emergencies.  
2.5 Supported Platforms: Where applicable, SBCTC will provide to the College a list of supported platforms and technologies (browser versions, settings, plug-ins, etc.). When SBCTC or its vendors receive requests for support where the user’s hardware and/or software does not conform to the standards published by the vendor, SBCTC shall, if resources are available, make a “best effort” attempt to assist the user. SBCTC is not responsible for errors created by third party software, flaws in the ANGEL code, or errors in the course content created by the College’s users (e.g. mistakes in faculty generated quizzes and tests).
PROFESSIONAL DEVELOPMENT

SBCTC will provide online professional development materials and opportunities for College’s faculty and ANGEL domain administrator. SBCTC will make available support materials which are specific for WAOL ANGEL, including multimedia tutorials, and online WAOL ANGEL documentation for students, faculty and staff.  However, the College has the primary responsibility to provide student support, and professional development to its staff and faculty.
WAOL ADVISORY GROUP

2.6 Membership: College will designate one or more representative(s) who will attend meetings of the WAOL Advisory Group and appropriate work groups.

2.7 Mission: The WAOL Advisory Group will work to support each College’s ability to use WAOL ANGEL to support learning at the highest possible level of reliability and for the lowest possible cost. Opportunities to share resources, information, procedures, and personnel will be a priority of the WAOL Advisory Group.

2.8 Responsibilities: The WAOL Advisory Group will meet to solve issues, share best practices, coordinate upgrades, discuss how to improve hosting and support services, test new WAOL ANGEL modules and discuss when to move them to production, and plan for future needs. While the WAOL Advisory Group will provide guidance, the decision whether or not and when to implement any new ANGEL upgrade, service, integration, or third party software will be made by the SBCTC.

2.9 Meetings: The WAOL Advisory Group will meet online at least monthly with additional meetings scheduled as needed. Any WAOL Advisory Group representative may suggest agenda items. The WAOL Advisory Group may meet in person once a year. Remote attendance options (e.g., Elluminate, ITV, phone) will be available for those who do not wish to travel.
2.10 Process: SBCTC staff will l convene meetings, form agendas, and archive records of the WAOL Advisory Group meetings. Guests may be invited to meetings.

2.11 Communication:  SBCTC will use system listservs, WAOL Advisory Group meetings, and council and commission meetings to communicate with the College, in addition to email, telephone and other methods. The WAOL Advisory Group representative(s) is responsible to communicate to any other parties at the College. 
DISPUTE RESOLUTION

If SBCTC’s WAOL ANGEL system administrator and the College’s ANGEL domain administrator are unable to resolve a dispute to either party’s satisfaction, the dispute can be escalated to the SBCTC Director of eLearning and the equivalent or designated position at the College’s organization. If those individuals are unable to resolve the dispute, the SBCTC Deputy Executive Director of Education and the College Vice President for Instruction will be responsible for achieving a resolution. If those individuals are unable to resolve the dispute, the SBCTC Executive Director and the College President will be responsible for achieving a resolution.
PERIOD OF PERFORMANCE

The term of this Agreement shall commence on the date first written above and shall continue unless terminated earlier as provided herein. 
GOVERNING LAW

The laws of the State of Washington and the United States shall govern the validity and interpretation of this Agreement and the legal relation of the parties to it.
FORCE MAJEURE

Neither the SBCTC nor the College shall  be responsible for failure to perform any of the obligations imposed by this Agreement, provided such failure shall be occasioned by negligence of the other party, fire, flood, explosion, lightning, windstorm, earthquake, subsidence of soil, failure or destruction, in whole or in part, of machinery or equipment or failure of supply of materials, discontinuity in the supply of power, governmental interference, civil commotion, riot, acts of terrorism, war, strikes, labor disturbance, transportation difficulties, labor shortage, or any cause beyond the reasonable control of  either party.
NO INDEMNIFICATION 

Each party to this agreement shall be responsible for its own acts and/or omissions and those of its officers, employees and agents. No party to this agreement shall be responsible for the acts and/or omissions of entities or individuals not a party to this agreement.
3 LIMITATIONS ON LIABILITY

3.1 SBCTC will not be responsible for damages, malfunctions or failures caused by:

· College’s failure to follow any operation or maintenance instructions provided by SBCTC to the College;

· Defects or errors in the WAOL ANGEL software or any other software; or

· SBCTC’s vendors.

3.2 To the maximum extent permitted by law, in no event will SBCTC be liable to College for any of the following types of loss or damage: (A) any loss of business, contracts, profits, anticipated savings, goodwill or revenue, (B) any loss or corruption of data or (C) any incidental, indirect or consequential losses or damages whatsoever (including, without limitation, special, punitive, or exemplary damages).
TERMINATION

Either party may terminate this Agreement if the other party is in material breach of this Agreement and such breach remains uncured for a period of 30 days after notice of such breach has been given in writing to the breaching party by the other party. Should SBCTC choose to stop hosting WAOL ANGEL, they will provide no less than 12 months written notice to the College. In the event that a College is no longer being hosted under this agreement, SBCTC will remove the College’s data from the system within 30 days of termination. Because it is cost prohibitive and time consuming to delete data from backups, the College understands that copies of the College’s data may remain on the backup media until the media are reused as part of the normal rotation. SBCTC will still be responsible for maintaining the security of such data after the termination of this agreement. A College may leave the SBCTC hosting agreement at any time, and the College will choose the level at which they will use WAOL ANGEL. 
NOTICES

Any notices permitted or required by this Agreement shall be in writing and shall be deemed effective when received. Notices may be given by hand delivery, by mail, by courier service, by facsimile transmission, or by e-mail. Notices shall be addressed to the parties at the addresses set forth above, to the contacts shown hereunder.
ENTIRE AGREEMENT

Unless otherwise specified, this Agreement embodies the entire understanding between SBCTC, the College, and any prior or contemporaneous representations, either oral or written, are hereby superseded. No amendments or changes to this Agreement shall be effective unless made in writing and signed by authorized representatives of the parties.

SBCTC Executive Director
College President
Definitions
	Term
	Definition

	24 x 7 Technical Support Help Desk
	24x7x365 end user technical support provided by Presidium Learning; can also be used by College ANGEL administrators to notify ANGEL of after-hours incidents resulting in inability for users to access ANGEL.

	SBCTC / WAOL Help Desk
	SBCTC / WAOL Help Desk functions as the operations bridge for the College, continually monitoring and managing WAOL ANGEL. College ANGEL Domain Administrator may contact this help desk for support that is beyond the scope of the 24x7 Help Desk.

	College Help Desk
	End user support for faculty and students in the College domain on WAOL ANGEL.

	College Named Administrator
	College staff who has taken requisite training and attends WAOL Advisory Group meetings; this person manages content and users within the College domain and has access to the ANGEL Service Portal to turn in tickets to ANGEL.

	SBCTC WAOL ANGEL Administrators
	SBCTC staff assigned to manage WAOL ANGEL and to work with College Named Administrators and vendors.

	Active User
	Any user in any role who accesses his/her WAOL ANGEL account during the audit period each quarter.

	SMS
	Student Management System

	Incident
	Any unplanned interruption to or reduction in the quality of the service. When reported by a user it is typically classified as a fault in the service.

	Problem
	An unknown cause of an incident or multiple occurrences of the incident that does not yet have a workaround or fix identified.

	Dispute
	A disagreement between two parties as to how the two parties should proceed to remedy a situation.

	Known Error
	A problem that has a known workaround or fix identified.

	Service Request
	A request by a user for WAOL services including but not limited to access, password reset, creation of a named administrator, enhancement to the system, etc.

	Service Level Agreement (SLA)
	A Service Level Agreement (SLA) is an agreement between two parties as to their corresponding roles and responsibilities for the service being provided by one of the parties to the other.
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