Service Level Agreement

Between eiNetwork and Library –updated April 2006
CPUs, Monitors, and Laptops
Background
eiNetwork provides managed desktop computers for Allegheny County Libraries.  This includes CPUs, monitors, laptops, software, and support-related services. The computers are for both public and staff use and are connected to the eiNetwork local area network within the libraries.  

Libraries have the option of purchasing or leasing CPUs, monitors, or laptops. Libraries may add CPUs, monitors or laptops throughout the term of the current lease.  Libraries wanting to add CPUs, monitors or laptops should refer to the member page at the following link: http://www.einetwork.net/Estimated cost of adding new equipment to lease.xls
for current estimated pricing.  Libraries will reimburse eiNetwork for the costs of purchasing or leasing the computer equipment and desktop software.  The Library owns the equipment it purchases.  Leased equipment is “owned” by eiNetwork for the duration of the lease. 
Leased or purchased CPUs and laptops include all costs associated with the following: software; setup and installation; return; and leasing or purchase. Leased or purchased monitors include all costs associated with the following: setup and installation; return; and leasing or purchase.  In the event that leased equipment is missing or damaged, the library should contact the Support Center and refer to the eiNetwork Policy for Missing or Damaged Equipment. 
This document describes the terms and service levels provided for eiNetwork Managed Computers.  Only eiN Managed Computers are allowed to connect directly to the internal network.  Unmanaged computers may connect via VPN or Public WiFi.
General Terms

· All computers connected to the internal network are considered part of this agreement.

· All eiNetwork-managed computers must be on the internal network.

· eiNetwork will specify the equipment and software standards as minimum for computers on the internal network.  Library will abide by these standards.

· All eiNetwork managed computers connected to the internal network must have a standard eiNetwork image as a base software installation.

· All eiNetwork managed computers connected to the internal network must have virus protection, current security updates, SMS clients (used for software updates), and standard desktop software (as prescribed by eiNetwork) with valid licenses.  Libraries may purchase and request eiNetwork to install additional types of software for local use.  

· All eiNetwork managed computers connected to the internal network must be under a manufacturer’s hardware warranty unless specific exceptions are granted in writing by eiNetwork.

· Libraries are responsible for insurance (or costs of replacement) for all equipment at their premises regardless of whether the Library or eiNetwork owns the equipment. 

· Libraries must supply proof of insurance for all leased equipment supplied by the eiNetwork.

· Libraries are responsible for regular inventory of eiNetwork equipment located on library premises.  

· Network drops (usually located on the wall or floor near the PC) may be required for each computer or laptop. These drops are the financial responsibility of the Library. 

· Network ports (located on the network equipment installed at the Library) may be required for each computer or laptop and any additions or upgrades needed for the equipment are responsibility of Library.

· Cabling costs are also the financial responsibility of the Library.  However, eiNetwork defines cabling standards and will assist libraries with cable and network drop installations through the use of a Library-paid contractor.   A reporting certifying the cabling is required if the Library does not use the eiNetwork-identified contractor and standards.   

· The eiNetwork will maintain the library’s existing circuit bandwidth.  However, libraries will be financially responsible for any circuit bandwidth increase that may be required due to the library’s decision to add computers or laptops.

· Library understands that eiNetwork provides some equipment for library use that is leased.   The Leasing Company used by eiNetwork or eiNetwork has the right to remove any and all leased equipment on library premises if the lease is in default.   
Service Levels and Responsibilities

eiNetwork Responsibilities

	
	Leased Equipment
EiN-managed
	Library-Owned Equipment
EiN-Managed
	Non-eiN Managed

Equipment

	Provide libraries the opportunity to add laptops, CPUS, and monitors throughout the term of the lease
	X
	
	

	Assist library in determining suitable hardware configurations, order equipment, and invoice library
	X
	X
	

	Deliver and install PC
	X
	X
	

	Provide service pack and plug-in updates provided according to the eiNetwork schedule
	X
	X
	

	Provide virus protection installation and updates supplied  by eiNetwork
	X
	X
	

	Ensure license compliance for core eiNetwork installed software 
	X
	Libraries must purchase licenses for new PC’s
	

	Provide PC maintenance and support for PCs currently under manufacturer's warranty at no additional charge to the library
	X
	X
	

	Whenever possible provide free loaner PC while library PC is being repaired
	X
	
	

	Return leased assets to leasing agent.
	X
	
	


Library Responsibilities

	
	Leased Equipment
EiN-managed
	Library-Owned Equipment
EiN-Managed
	Non-eiN Managed

Equipment

	Provide proof of insurance even if self-insured
	X
	
	

	Regularly inventory equipment and report to eiNetwork
	X
	
	

	Liability for network outages/damage incurred as a result of malicious actions on PC’s
	
	
	X


I understand and accept this Service Level Agreement.  

__________________________________              ____________________________________

(Library)





(eiNetwork)

