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This document represents a Service Level Agreement (i.e., “SLA”) between the Michigan Digital Preservation Network and Northern Michigan University. This SLA describes the provisioning of services and shared responsibilities required to support and sustain the MDPN’s LOCKSS preservation network.
This SLA remains valid until superseded by a revised document mutually endorsed by the stakeholders.
This SLA outlines the parameters of all information technology services covered as they are mutually understood by the primary stakeholders. This SLA does not supersede current processes and procedures unless explicitly stated herein.
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	Acronym/Abbreviation
	Description

	SLA
	Service Level Agreement

	MDPN
	Michigan Digital Preservation Network

	[node host organization acronym]
	[full organization name]
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The purpose of this SLA is to ensure that the proper elements and commitments are in place to provide consistent service and support between the Node Host and the MDPN.
The goal of this SLA is to obtain mutual agreement for service provision between the MDPN and the Node Host.
The objectives of this SLA are to:
· Provide clear reference to service ownership, accountability, roles, and responsibilities.
· Present a clear, concise, and measurable description of service and support to the Node Host.
· Present a clear, concise, and measurable description of service to the MDPN.
· Match perceptions of expected service provision with actual service support and delivery.
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The following service providers and customer will be used as the basis of the SLA and represent the primary stakeholders associated with this SLA:
	Role
	Group

	Service Provider
	MDPN

	Node Host
	[node host organization acronym]





[bookmark: _Toc157779634]Review Process
This SLA is valid from the Effective Date outlined herein and is valid until July 1, 2026, at which point the two parties can reassess their involvement in this cooperative agreement. This SLA should be reviewed at a minimum once per fiscal year (i.e. July 1-June 30 for the MDPN); however, in lieu of a review during any period specified, the current SLA will remain in effect. 
The MDPN Coordinator (i.e. “Document Owner”) is responsible for facilitating regular reviews of this document. Contents of this document may be amended as required, provided mutual agreement is obtained from the primary stakeholders and communicated to all affected parties. The Document Owner will incorporate all subsequent revisions and obtain mutual agreements / approvals as required. 
	Document Owner: MDPN Coordinator
	Review Period: Annually
	Previous Review Date: n/a
	Next Review Date: July 1, 2027
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The following detailed service parameters are the Service Providers' responsibility in the ongoing support of this SLA.
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· With MCLS, will replace hardware in the event of any failure or decline in performance.
· MCLS maintains ownership of all purchased hardware
· Host and manage the LOCKSS administration (“props”) server and staging servers, and institute access controls to these servers.
· Provide up-to-date and accurate documentation regarding node host responsibilities, including software updates, harvesting content, and requesting support.
· Maintain and monitor reporting system for support requests and provide up-to-date and accurate guidance for submitting requests.
· Maintain network storage use information and billing statistics.
· Monitor network connectivity and provide technical support for connectivity and firewall issues.
· Coordinate communications between node hosts, members, and all MDPN stakeholders.
· If necessary, assist with investigating inconclusive poll results, along with the LOCKSS Program.
· If necessary, facilitate takedown or removal of content from the node. 
· Serve as a liaison with NMU and the LOCKSS Program at Stanford University for application-level support for the LOCKSS software.
· With the LOCKSS Program, assist node partners with installation, upgrades, and errors related to the management of the node software.
· Maintain and promulgate all policies and governance of the MDPN.
· Provide the host with a no-cost storage allocation of 2% of the total storage provided by the host to the network. 
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Responsibilities and/or requirements in support of this SLA include:
· Availability of a technical services representative(s) within 3 business days when resolving a service-related incident or request.
· Provide MDPN or the LOCKSS Program with remote access to the server on which LOCKSS software is hosted.
· Maintain open firewall ports detailed in the MDPN LOCKSS Network Configuration document or other ports that may be determined to facilitate the use of the software.
· Perform routine server maintenance and monitoring, including operating system updates and network connectivity, and report outages or failures to the MDPN that last longer than 1 business day.
· Harvest content loaded onto the MDPN Staging Server within 3 business days of notification. 
· Identify at least two Node Host institutional staff responsible for managing the node and communicate these contacts to the MDPN in a timely manner. 
· Assign at least one participant directly involved in node management to the MDPN Technical Committee
· Install updates to the LOCKSS software version within 10 business days from initial request by MDPN.
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Service Provider responsibilities and/or requirements in support of this SLA include:
· Meeting response times associated with service-related incidents.
· Appropriate notification to Node Host for all scheduled maintenance.
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Assumptions related to in-scope services and/or components include:
· Changes to services will be communicated and documented to all stakeholders.
· LOCKSS/LAAWS software versions should stay as current as possible. 
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Effective support of in-scope services is a result of maintaining consistent service levels.
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Coverage parameters specific to the service(s) covered in this SLA are as follows:
· Service via the MDPN props and staging servers should be available for Node Host use during regular business hours, Monday through Friday, 8am - 5pm. 
· Support via RT should be 99% available for Node Host use during regular business hours, Monday through Friday, 8am - 5pm.
· Regular maintenance will be scheduled outside of these business hours.
· Unplanned outages will be communicated to the Node Hosts via email or Slack within 4 business hours.
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In support of services outlined in this SLA, the MDPN will respond to service-related incidents and/or requests submitted by the Node Host within the following time frames:
· Cases sent via email will have a written response through RT within 2 business days.
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