LEA Brokered Internet Service
Service Level Agreement 2004-2005
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Service Summary

To provide a managed, safe, reliable and consistent access to the world-wide-web and LEA
Intranet, including specific access to curriculum materials on Hull Grid for Learning, the
MyDesktop VLE (HGFL+) and other identified sources of information contained on the Internet.
To provide e-mail addresses for use of pupils and staff and others nominated by the school in a
secure and controlled environment.

Service Delivery

The service will include the following;

a) Access to the Internet
Access to the world-wide-web from school 24 hours a day, 7 days per week for all
networked machines. It will incorporate Web filtering software to protect access to
undesirable sites.

b) Access and development of the Hull Grid for Learning
The LEA Intranet (Hull Grid for Learning) will provide access to locally produced
curriculum materials and other information to support teaching and learning across
the city and provide teachers and pupils with an opportunity to display their work and
share best practice. Schools will be able to contribute their ideas for the generation of
materials which can then converted into learning resources by an external developer
once approved by the Grid editorial board.

c) Implementation and management of e-mail
The MyDesktop environment will provide provision for the set up of email addresses
for schools including options of individual e-mail addresses for all teaching and
administrative staff and an option for individual pupil addresses. Filtering software will
be provided as part of the e-mail service to protect schools from viruses and
undesirable content. Access to e-mails will be available from any web enabled device
including the home, and libraries.

d) Access to corporate and administrative systems
Provide the opportunity to access appropriate corporate systems. Access will be
given to the City Council Intranet to provide on-line access to LEA policies, advice,
and documentation including electronic forms to enable on-line requests to be made.

e) Web space
Space on web server to publish web materials, space available up to 100mb but more
if required.

f) E-briefing
Schools will be able to download LEA policies and information from a centralised
point and be notified of updates when they occur. Schools and individuals will be able
to register interest in particular briefing areas.
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Responsibility for the Service

The Business Manager has overall responsibility for service delivery working in partnership
with a 3" party provider and other external providers. He is the first point of contact for any
suggestions for improving the service. Any specific problems being encountered should be
reported to the 3™ party provider or the schools IT Service desk.

Service Standards

a) The service will seek to provide twenty-four hour unlimited access to the Internet, LEA
Intranet, Corporate Systems and Educational Content at guaranteed speeds over a
dedicated digital communication link. The Council will seek to ensure that the service
is available on 99.5% of all days with notice in advance, where possible, on down
time.

b) The most regularly accessed sites will be downloaded (cached) onto a proxy server
for speed of access.

c) The service will be monitored centrally for any performance degradation or faults and
the LEA will endeavour to ensure faults are rectified within 24 hours.

Requirements of the Customer

a) Schools identify a point of contact (in addition to the Head) through which any queries
are channelled.

b) That all reasonable access to appropriate computer systems is made available to the
LEA or its external ISP.

c) Appropriate back up procedures will be in place in the school and the most recent
back up made available if necessary

Service Specification

IT Support and assistance

The LEA through 3rd party provider will manage the central infrastructure, identifying any poor
performance and liaise with service providers. The LEA will endeavour to ensure faults are
rectified within 24 hours. Any faults in the service should be reported to 3rd party provider and
then the schools IT Service desk.
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Length and Charge for Service
Base Entry Charge

The base entry charge will be:

e £1,800 for Primary/Special ISDN Schools
e £2,500 for Primary Broadband Schools
e £6,000 for Secondary broadband schools

For the 2004/05 financial year, this will cover...

(line rental included)

(plus line rental — approx £2000)
(plus line rental — approx £2000 2Mb
or £5000 10Mb)

a) router hardware maintenance (excludes hubs and switches)

b) access to the world-wide-web with filtering software

c) access, developments and upgrades to Hull Grid for Learning and MyDesktop VLE

d) access to administration Intranet and other corporate systems

e) management and filtering of e-mail
f) e-briefing
g) unlimited emails

This SLA will not cover...

a) call charges (ISDN)

b) call out support calls (reconfigures) at a cost of £75 per visit

Notes:

Separate arrangements will be made for purchase of curriculum content outside the Internet

SLA.

A period of notice of one term is required if either party wishes to terminate the agreement.

Hull City Council Learning and Culture

Page 4 of 4



	LEA Brokered Internet Service�Service Level Agreement 2004-2
	Table of Contents
	Service Summary
	Service Delivery
	Responsibility for the Service
	Service Standards
	Requirements of the Customer
	Service Specification
	IT Support and assistance

	Length and Charge for Service
	Base Entry Charge

	Notes:



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /SyntheticBoldness 1.00
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /Description <<
    /ENU (Use these settings to create PDF documents with higher image resolution for high quality pre-press printing. The PDF documents can be opened with Acrobat and Reader 5.0 and later. These settings require font embedding.)
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308030d730ea30d730ec30b9537052377528306e00200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /FRA <>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


