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[bookmark: _Toc238016605][bookmark: _Toc428888263]Purpose & Scope
The purpose of this document is to describe MassIT’s service offerings for Assistive Technology Services.


[bookmark: _Toc238016606][bookmark: _Toc428888264]Document Ownership
This document is owned by the Product Manager for the Assistive Technology Group:
Sarah Bourne
sarah.bourne@state.ma.us
Assistive Technology Director	


This document is reviewed and approved by the Director of Enterprise Policy:
Kevin Prefontaine
Kevin.Prefontaine@MassMail.State.MA.US 
Enterprise Policy Director



			
[bookmark: _Toc302633741][bookmark: _Toc428888265]Service Offerings
[bookmark: _Toc302633742][bookmark: _Toc428888266]Description of Service
MassIT Assistive Technology Group provides guidance on accessibility requirements and access to the Assistive Technology Lab to all agencies of the Commonwealth based on available resources.  


This service includes:  
· Provide assistance to support agency self-audits of agency applications and makes recommendations on how they can be improved to meet recognized accessibility standards. 
· Provide guidance on how to create accessible applications, web spaces and information content.  In addition, guidance on the acquisition of accessible COTS applications is provided. 
· Coordinate the handling of accessibility waiver requests.  Collect data and provide assessments and recommendations to MassIT Legal and the Massachusetts Office of Disabilities (MOD).  Track conditions of mitigation plans for compliance. 
 	Please note: The waiver process is dictated by Enterprise IT Accessibility Standards
[bookmark: _Toc302633743][bookmark: _Toc428888267]Supported Versions of Service Components
The full range of supported versions of IT assistive technology components and supported platforms can be found at:
Generic Assistive Technology IT Environment List


[bookmark: _Toc302633744][bookmark: _Toc428888268]Service Targets
The primary goal of ATG is to support compliance with the Commonwealth’s accessibility standards by providing practical information in support of procurements and development projects and maintaining a test facility.  

	Service Requirement
	Description

	Service Availability
	Service availability hours are 9:00 am – 5:00 pm Monday through Friday excluding holidays.



[bookmark: _Toc302633745][bookmark: _Toc428888269]Service Reporting 
The following reporting information is provided to customers as part of this service:
	Report
	Description
	Reporting Interval

	Waiver Request Status
	Information tracking the progress of waiver requests.
	See wiki(link)




[bookmark: _Toc302633746][bookmark: _Toc428888270]Service Requests

	COMiT Service Request
	Description
	Lead Time- Business Days

	Consulting and Support

	This service request includes consulting and support for Assistive Technology services.

	Services are based on available resources

	Lab Facility Assistance 
	This service request includes reserving time in the AT Lab, and requesting help in using specialized software and equipment.
	Services are based on available resources

	Waiver Request
	This service request includes receiving and evaluating accessibility waiver requests, tracking activities through MassIT Legal, MOD, and the CIO, and monitoring for compliance of imposed conditions.
Note: Waiver process is dictated by the MassIT Enterprise IT Accessibility Standards (http://www.mass.gov/anf/research-and-tech/policies-legal-and-technical-guidance/it-policies-standards-and-procedures/ent-pols-and-stnds/accessibility-standards/enterprise-it-accessibility-standards.html).
	Services are based on available resources



[bookmark: _Toc302633747][bookmark: _Toc428888271]Customer vs. MassIT Responsibilities
This section describes scope of responsibility for both customers and MassIT in relation to providing the defined service. This section will be included in a customer Service Level Objective (SLO).



[bookmark: _Toc302633748][bookmark: _Toc428888272]Summary Customer Responsibilities
Customer responsibilities include but are not limited to:
Customer’s responsibilities are to ensure that all applications, web spaces and information content they implement satisfy the usability requirements of all personnel within their organization as well as external users.

[bookmark: _Toc302633749][bookmark: _Toc428888273]Detail Customer VS. MassIT Responsibilities

	Responsibilities
	Customer  
	MassIT

	Ensure that all information technology implemented by Executive Branch agencies adhere to the Commonwealth’s accessibility standards.
	X
	

	Ensure that conditions agreed in mitigation letters are adhered to.
	X
	

	Verify that conditions agreed in mitigation letters are adhered to.
	
	X



[bookmark: _Toc302633750][bookmark: _Toc428888274]Agreements
[bookmark: _Toc302633751][bookmark: _Toc428888275]Internal MassIT Agreements

	Underlying Service Offerings
	Contact 
	Description of Agreements

	Network Services
	Jim Girardi
	Support for new AT equipment installation.

	Security Services
	Jim Cusson
	Support for new AT application installation.




	Support Functions
	Contact 
	Description of Specific Agreements


	Commonhelp
	Emmet Millet
	Incident Management and reporting 

	Service Account Management
	Don Chamberlain
	Project management and support




	Vendor
	Contact 
	Description of Specific Agreements


	 N/A
	
	







[bookmark: _Toc302633752][bookmark: _Toc428888276]External Agency Agreements

In accordance with the Memorandum of Understanding signed jointly by the Executive Office of Administration & Finance MassIT, the Massachusetts Office of Health & Human Services and its constituent agencies (EOHHS) and the Massachusetts Office on Disability (MOD), MassIT and MOD will work together to assure information technology accessibility compliance with:
· Current Enterprise Information Technology Standards
· Current Web Accessibility Standards
· Federal “Section 508” Standards
· Federal Telecommunications Act

[bookmark: _Toc302633753][bookmark: _Toc428888277]Chargeback Rate Information
The costs pertaining to this service are offered free of charge by MassIT.  This is to ensure that customers are able to utilize these services as needed.  No additional detail is available for review.
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