
CNS Support Agreement

for the IFAS Wide Area Network

July 1, 2008

Summary

CNS will provide support for all IFAS networks outside of the Gainesville main campus for a cost of $120,000 per year.  This amount includes funding for support staffing and lifecycle equipment replacement costs.  All circuit charges will remain the responsibility of IFAS. 

IFAS IT will continue to provide WAN support during the transition as appropriate until all accounts and passwords, configuration settings, documentation, and equipment can be transferred. 

Note: CNS will eventually be providing support for IFAS networks within the Gainesville area also, according to the scope and schedule specified in the campus-wide Wall-Plate project. In the meanwhile, IFAS IT will continue to support their non-Wall-Plate buildings.

Scope of Work
CNS will support IFAS networks by following the current IFAS support model.  Currently, the IFAS WAN includes approximately 1750 total ports, on 120 network devices, located in 80 sites, across the State of Florida.  CNS support includes all network changes and troubleshooting (including the troubleshooting of WAN circuit problems). CNS will need help from the 5 IFAS Regional Techs to continue such as it is now.  The Regional Techs will remain the primary contact for IFAS remote users, but now will also be getting some work requests from CNS.  CNS will provide the overall lifecycle management of network equipment, and will assist IFAS with equipment purchases as the budget allows.

All layer 1 wiring projects will be coordinated with CNS. CNS will assist local units in defining their layer 1 needs and selecting outside contractors. IFAS will be responsible for all layer 1 wiring costs. CNS shall support the IFAS networks by providing DHCP, address space assignment, and network device management unless local units have made other arrangements. CNS will honor existing IFAS demarcations for support but will also hold local units to their promise of local support if that is their current model. 

CNS will provide same day response to IFAS WAN problems reported during normal business hours.  CNS will respond to problems reported on nights and weekends, by the next business day. Users may call Operations after hours to request emergency service. The on call engineer will decide what can and should be done after talking with the user. The Regional Education Centers are an exception, if/when they have agreed to come on site and assist with troubleshooting after hours. Those sites will be covered 24/7.

A more detailed Service Level Objectives document will be developed by Jan. 1, 2009.

This agreement is made between IFAS IT and CNS.

CNS Director: Tim Fitzpatrick _________________________________ Date: ________

IFAS IT Director: Daniel Cromer _______________________________ Date: ________


