Service Level Agreement
Between eiNetwork & Libraries – July 2010

EnvisionWare

This document describes the terms and service levels for the public PC time and print management services provided by the EnvisionWare software.  The EnvisionWare Management Console is installed on each library’s local site server and can be used by libraries to make settings changes related to PC time management for patrons, staff, and public reservation stations.  Libraries are responsible for making routine changes as outlined below in the Library Responsibilities.  Documentation and video tutorials can be found on the member page by visiting http://www.einetwork.net/member/Envisionware.html and reviewing the content under the EnvisionWare Administration section.  Libraries should follow the normal help desk request process for all of the changes outlined under eiNetwork Help Desk Responsibilities.

The eiNetwork maintains a weekly Sunday night backup of each library’s EnvisionWare site server configuration.  Any changes made by libraries beyond the outlined items could result in unexpected behavior in the EnvisionWare PC Reservation software, and could potentially cause a service outage to patrons.  If needed, the eiNetwork Help Desk can restore a library’s EnvisionWare configuration from the previous Sunday night’s backup.  However, any changes made since the most recent backup will be lost.

Library Responsibilities
· Editing the text of messages that appear to patrons:
· Welcome message for public Reservation Stations.
· Shutdown message for all public PCs before closing.
· Warning messages that appear in a specific PC Area.
· Logon instructions for a specific PC Area.
· Changing the time intervals for warning messages and the end of day library closing message.
· Enabling and configuring guest passes.
· Enabling and configuring future reservations.
· Changing the appearance (background and foreground colors) of PC Areas and public Reservation Stations.
· Adding/removing programs that automatically start up when a patron begins their session.
· Changing EnvisionWare internal passwords and PINs (this does not include the password used to logon to your site server).
· Changing the days and hours that your library is open.
· Enabling patron authentication with PINs.
· Changing the session length of a specific PC Area.
· Changing the total number of minutes or sessions allowed per day for patrons.
· Allowing and configuring extra time for patrons when no one is waiting for their PC.
eiNetwork Help Desk Responsibilities
· [bookmark: _GoBack]Changing the password used by a library to log on to their site server.
· Connecting a receipt printer to a public Reservation Station for printing receipts.
· Adding/removing printers being used for public printing.
· Adding/removing LPT:One Print Release Terminal icons from staff PCs.
· Changing the printing costs associated with public printers.
· Changing the print messages that appear to patrons.
· Adding a public Reservation Station.
· Changing the III authentication rules being applied when patrons log on to a public PC.
· Adding a new PC Area.
· Changing a library’s Computer Use Policy.
