Service Level Agreement

Between eiNetwork and Library – March 2009
Support of Roaming Profiles for Library Staff
Background

This document describes the terms and service levels for eiNetwork support of the creation and support of roaming profiles for library staff.  Most library staff currently log on to their windows desktop using a mandatory or “generic” staff profile.  These profiles are designed to prevent users from making changes to the desktop environment since many different user share the same profile. 

Roaming profiles enable to users to customize and save their desktop settings according to personal preferences. This empowers users to make changes to their personal desktop environment.   Users will also have a personal network share or “home” folder in which to store personal files.  Home folders are backed up nightly.  
Terms

All library staff that use roaming profiles are considered part of this agreement. 

· Staff members who have roaming profiles assume the responsibility for making routine adjustments to their desktop settings.  This includes but is not limited to; setting default printer, adding or removing a shared network printer, changing the desktop background, or adding or removing desktop shortcuts. 

· The eiNetwork sends regular system and application updates to computers and profiles.  In certain instances, these updates may alter how staff would access their resources and may conflict with any personalization staff may have set.  Staff will be responsible for resetting their personalization as necessary.
· eiNetwork reserves the right to apply specific quotas to individual logins and home drives and prevent further access should the quotas be exceeded.  
· The same 90 day password rotation applies whether logging into Windows or OWA (Outlook Web Access).  Because these are the same accounts, passwords will be able to be changed either through Windows or through OWA (Outlook Web Access).

· Individual logins may take longer to load. When files are saved to the desktop and changes made to the environment, this information must be copied to the server every time the account is logged in and logged out.  

· Each staff member will have their own personal network directory associated with their individual profile. They will also retain a connection to the library's shared network drive.  Network directories should not be used for things such as saving personal music, pictures, etc…   
· Items saved on a computer are not backed up and cannot be recovered.  Individual profiles will be copied to a server every time a user logs outs and are backed up every night.  This may not be a common occurrence; however, staff should be aware that critical documents should be saved directly to network drives.

