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My Portfolio

(Powered by ePortfolio system Mahara)

Service Level Agreement

Standard Terms

Between



And

The Teaching Organisation (The Client) 

Dated:  
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1 Agreement

This agreement is between:

Flexible Learning Network Limited of Wellington (“Flexible Learning”) 

and

_____________________________________ of ______________________  (“The Client”)


2 Term

This Agreement commences on the Commencement Date and shall remain in force until terminated in accordance with Clause 6.

3 Scope of Services

Flexible Learning agrees to provide site administration and support services on My Portfolio and to keep the System in, or restore it to, good working order.

Flexible Learning will provide site Administration services during normal working hours. 

Flexible Learning will provide Facilities Management services in association with its technical partner, Catalyst IT at their Wellington based hosting facilities. 

The Hosting Services will be provided 24 hours a day, 7 days a week. In association with Flexible Learning, our hosting partners will provide housing, administration, and monitoring services on My Portfolio and to keep the System in, or restore it to, good working order.

Flexible Learning’s pro-active services will be designed to promote continuous service to all My Portfolio users with minimal disruption.

Flexible Learning will provide Help Desk services providing a single point of contact for The Client, and will manage calls from their time of logging through to their resolution.

Where The Client requests additional services that is outside the scope of the Services, Flexible Learning may provide those services at standard time and material rates and conditions then in effect. 

4 Charges and Payments

Payment terms

	Size of Institution
	Monthly Fee (excluding GST)

	
	

	0-200 users
	$100

	201 – 1000 users
	$250

	1001-5000 users
	$500

	5001-10,000 users
	$1000

	10,000+
	Price on application

	Additional services
	$120 per hour or as agreed


Additional services means work performed that has been agreed as being additional to the maintenance and support services for My Portfolio.  Such work would be agreed with the Institution prior to it being performed.   

Examples of additional services are:

i. User Training

ii. Business requirement analysis

iii. Integration with their Student Management System

iv. Integration with Learning Management System

v. Creation of additional reports

vi. Creation of organisation specific themes.

The Charges for the Services shall be invoiced monthly in advance, unless a direct debit payment has been arranged. 
All prices are based on storage limits of 1GB storage capacity per user. 

5 New Releases

My Portfolio uses the Mahara open source ePortfolio software application. Open source software evolves at the speed at which the developer community adds functionality. There are no guarantees regarding the timeframes of version releases, nor what functionality will be included.  

Flexible Learning will keep My Portfolio versions current with the recommended stable release of Mahara. 

All new releases, and any other changes, shall originate from a Work Request on http://wrms.flexible.co.nz or other agreed form and shall be documented.

6 Termination

6.1 Without prejudice to any other rights either Party may have under this Agreement or at law, either Party may terminate this Agreement with 10 business days notice by giving the other Party written notice if there is a material breach of any term of this Agreement by the other Party and that breach is not remedied in the 10 business days from date of receipt of the notice.

6.2 Either Party may terminate this Agreement without cause upon 60 business days notice in writing PROVIDED THAT neither Party shall be entitled to give notice in accordance with this sub-clause for the initial six months from the date of the Agreement.
6.3 In the event of termination, Flexible Learning will provide migration services at the Additional Services rate to ensure transfer of portfolio date to the new environment. 
7 Confidentiality

Both parties agree that, unless they have the prior written consent of the other, they will not use or disclose to any third party (other than for the purpose of performing this Agreement or as required with proceedings in a court of competent jurisdiction) the terms and conditions of this Agreement or any information confidential to the other party. The obligations of this Clause 10 shall survive termination or cancellation of this Agreement.

EXECUTED as an Agreement on the date first above written.

SIGNED on behalf of Flexible Learning Network Limited
}
by a duly authorised representative in the presence of:
}


}

SIGNED on behalf of _______________________ 
}
by a duly authorised officer in the presence of:
}



}

Schedule A Hosting and Support responsibilities

A.
Hosting and System Administration Services

The scope of  responsibilities in the hosting of My Portfolio production equipment and support of the Mahara system is summarised here.

Housing 

Includes the provision of:

· Floor Space

· Fire Protection

· Site Security

· 100 Mb Internet access
· UPS (Uninterruptable Power Supply)
Administration Services on this equipment is summarised below:

System Administration Services

· Systems security monitoring

· Regular system backups

· Tape management including off-site backup

The Administration Service will provide the following:

	Physical Environment
	Managing of the physical security, the environment and access to the equipment.

	Backup Management
	Daily management of an appropriate backup regime for the production servers, including off-site tape storage, to ensure systems and data are appropriately protected.

Regular checks, at an agreed frequency, to ensure backup integrity and usability.

	Change Management
	Centralised administration, management and monitoring of all change activity affecting the hardware being hosted and administered.


B.
 Support Services

The following table lists our Support Services 

Software versioning

· Keep My Portfolio versions current with the recommended stable release version of Mahara

Application Monitoring

· Provide automated monitoring of My Portfolio key services

· File System / Database Space Management. 

· Maintain File system structure , ensure that old logs are rotated / deleted etc. 

· Modification of table spaces / rollback segments workspace etc.

· Capacity Planning 

· Growth Statistics 

Fault Monitoring

· Checking system logs , ensuring backups are performed , processes / jobs running correctly

· Logging  / checking of Database Trace , Alert , Batch Job , Database error Log files.

· Logging of errors against vendors – to communicate back to customer. 

· Monitoring and reporting of any other application features. 

Performance Monitoring

· Performance Monitoring scripts for UNIX and Database Performance Monitoring

· Performance Tuning of Operating Systems and application software. (database / webserver)

· Suggested performance solutions – i.e. more memory , more disk space etc.

Security Monitoring

· Monitoring Access Violation on Operating systems and applications

· Monitoring of intrusion detection software

· Virus detection and disablement

· Suggesting any security improvements. 

Application Environment Software Maintenance

· Applying software patches to the Application Backend Environment components

· Checking and repairing any software corruption. 

Documentation Maintenance

· Operating System Disk Layout and configuration

· Database Schema / Layout

· Non- Standard Scripts (eg, cronjobs, crontabs)

· Backup and recovery procedures ( backup logs)

· Procedures of all standard Administration Tasks

· Change control Documentation. 

Recovery services

· Restore My Portfolio to full operation following any outage

Schedule B Flexible Learning’s Site Administration and Support responsibilities

Maintain Main Menus (logged in and public)

· Add, Remove, Update files and links

· Provide access to latest user-guides

Maintain Site Pages

· Modify, customise and update content

· Post Announcements

Managing Developments and Upgrades
· Manage development roadmap

· Provide organisational management of Mahara Community

· Participate and monitor forums for upcoming events and developments

Set up and Maintain Site Configurables

· Configure Site options

· Configure and maintain Plug-in Settings

User Management

· Respond to Contact Us emails and help requests (Helpdesk service)

· Investigate objectionable material reports

· Release clean virus flagged files 

· Suspend and Delete users as appropriate
· Assign Staff access rights and Organisational Admins
Provide Developer Liaison Service

· Create, monitor and sign-off technical work /fix requests 

· Provide Business Analysis, Project Management and Quality Assurance of Mahara developments

· Manage scheduled outages

Training Services 

· Facilitate training work-shops as requested.

· Manage system support documentation.

· Provide training manuals and online training support systems as appropriate

· Maintain Help files. 

My Portfolio Support Procedures

1. Support Contact Details

Support requests can be entered at the following URL  - http://wrms.flexible.co.nz 
	Telephone Number (office)
	04 

	E-Mail Address
	support@myportfolio.ac.nz


2. Institution Helpdesk  Support


2.1.  What to do when you receive a call

Establish:

· The nature of the problem.

· How many users it is affecting? (if this is possible to determine).

· Has Flexible Learning been issued an alert relating to a problem?

· Which area/s of the site are affected 

· What is the caller’s physical location?

· What operating system and browser are they using? 

· How serious is the problem?  Is it causing major disruption or is it merely inconvenient?

· The contact details of the person you are talking to.

· Is this something that needs to be attended to urgently, or can it wait until working hours.
2.2. Problem Determination and Resolution

Can you replicate the problem yourself:

· Can the user access other sites - if not, it is likely to be network or local issues.

· Check the user has the correct URL

· Can you access My Portfoio?

· Is this a security problem?  Is the user’s username / password being declined?  If so, ask the user to reset their password.

· Using your support login, can you replicate the problem?

· Is My Portfolio performing as you would expect – eg: pages look OK, performance OK? 

· If you believe the problem is linked to a My Portfolio operational problem (either hardware, network or application) then escalate the call to Flexible.  

2.3. For non-urgent or information requests

1. Access support at http://wrms.flexible.co.nz
2. Create a new work request by clicking on the ‘New Request’ menu link 

3. Enter a brief description of the problem

4. Choose My Portfolio Support as the System 

5. Choose the appropriate code description for Type

6. Select an Urgency rating

7. Select an Importance rating 

8. Enter a full description of the problem, along with any supporting screen dumps where possible

9. Enter any other staff you wish to add to the standard list of recipients

10. Submit the Support Request noting the Support Request number.

2.4. Notification of problem resolution progress 


Following their assessment or resolution of the problem, Flexible Learning will notify you by either phone (if this was requested or if the request came via pager or cell phone), or by updating the status of the support request (if the request came via the online support system at http://wrms.flexible.co.nz).  
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