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[bookmark: _Toc459732668]Purpose & Scope
CommonWiki is to be added to the MassIT Service Catalog and support requests can be handled through the Service Desk. This also opens up the possibility of delegating tier 1 support (usage, password issues) to CommonHelp.
[bookmark: _Toc459732669]Document Ownership

This document is reviewed and approved by the Line of Business Director for Integration Services:

Rich Wolverton
Richard.Wolverton@state.ma.us
Director of Integration Services 

0. [bookmark: _Toc459732670]Background Information
The purpose of this new service is to promote a workplace culture of collaboration, openness and transparency within MassIT and throughout state government by:
· Establishing guidance and best practices, and as appropriate, formal training, for use of the suite of collaboration tools. 
· Promoting adoption of collaborative business practices and collaboration tools and technologies. 
· [bookmark: _GoBack]Publicizing and recognizing successes that emanate from open, collaborative work. 


[bookmark: _Toc459732671]
Service Offerings

[bookmark: _Toc459732672]Description of Service

CommonWiki is provided by an Enterprise Wiki solution called Confluence. CommonWiki is primarily used as a collaboration and knowledge management tool and is not intended to be a repository for static documents or for storing source code or configuration data.
This service is available to all

[bookmark: _Toc459732673]Supported Versions of Service Components
We are running Confluence 3.3.1 for CommonWiki. 

· Microsoft Internet Explorer (Windows) 7, 8
· Mozilla Firefox (all platforms) 3, 3.5, 3.6
· Safari 3, 3.1, 4



[bookmark: _Toc459732674]Service Targets


	Service Requirement
	Description

	Service Availability
	Service availability hours are 24x7 with no after- hours support.

	Maintenance
	Maintenance is performed on an ad-hoc basis and is scheduled through change control.  Customers are notified as part of the change control process.

	Incident Management*
	ITS Service Management Office has a standard process to manage incidents, requests, changes and problems.

	Request Fulfillment 
	Staff will respond to service requests between 9:00 am - 5:00 pm Monday through Friday excluding holidays. After hours outages or urgent issues should be reported by phone.

	Planned Maintenance
	Code-drops for updates to plugins or other configuration occurs on a bi-weekly basis on Wednesdays starting at 9:00 am.



	*MassIT Service Management Office has standard processes to managing incidents, requests, change orders and 	problems. 

No CommonHelp support required at this time.



[bookmark: _Toc459732675]Service Reporting 
	Currently, there are no reports available for this service. 

	
[bookmark: _Toc459732676]Service Requests

	COMiT Service Request
	Description
	Lead Time-Business Days

	User Account Maintenance
	Password Reset, Remove Wiki Access, Unable to login to Wiki, Add/Remove User to/from a Group.
	1 Business Day

	Create New User Accounts
	Add Non-State User Account, Add a Group. 
	2 Business Days

	Space Maintenance
	Add/Remove a space to/from the wiki. 
	2 Business Days

	General Inquires
	Additional request such as unable to access a page, permissions, How to, etc. 
	2 Business Days




[bookmark: _Toc384648462][bookmark: _Toc395877257][bookmark: _Toc459732677]Metrics Reporting 

	Performance
	Description
	Measurements 

	 < 5 sec response time
	CommonWiki is expected to refresh pages in less than 5 seconds.
	 Tivoli Enterprise Monitoring






	Availability
	Description
	Measurements

	95% Availability 
	CommonWiki is expected to be available 24 by 7 except during infrequent maintenance windows. There is no on call support as the application is informational only and not transaction oriented.
	Tivoli Enterprise Monitoring





[bookmark: _Toc214270703][bookmark: _Toc459732678]3. 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).
Service Management Responsibilities that are common across many MassIT Services e.g. Facilities Management, Incident Management,  Change Control, are described in the “Service Management Services Guide” .
[bookmark: _Toc459732679]3.1 Summary Customer Responsibilities:
The customer should report service unavailability or performance degradation to MassIT. The customer should also notify MassIT of incorrect permissions or expired user accounts. 

[bookmark: _Toc238871887][bookmark: _Toc272412585][bookmark: _Toc459732680][bookmark: m_customer_detail]3.2	Detail Customer VS. MassIT Responsibilities

[bookmark: _Toc238871888][bookmark: _Toc272412586]3.2.1	CommonWiki Administration

CommonWiki Administration provides support for the all installed vendor software; log files, problem determination, problem resolution, administration tools, utilities and security.

	Responsibilities
	Customer  
	MassIT

	Manage the infrastructure configuration via Change process:
Modify configuration files
Document system configuration
Control access to system configuration files
	
	X

	Support and install major CommonWiki software upgrades as required by customer in a mutually agreeable time frame. 
	
	X

	Monitor critical log files for utilization reporting and troubleshooting purposes.
	
	X

	Report service unavailability or performance degradation.
	X
	X

	Request vendor technical support for all vendor provided software.
	
	X

	Maintain CommonWiki software configuration information.
	
	X

	Provide support for services software and system management software.
	
	X

	Monitor status of system processes.
	
	X

	Coordinate activities for moving code/change from development, to test and to production environments via Change process.
	X
	X




[bookmark: _Toc225322969][bookmark: _Toc238871890][bookmark: _Toc272412588]	3.2.2	CommonWiki Performance and Capacity Management
CommonWiki Performance Management includes monitoring, measuring, analyzing and reporting systems performance.  Server Capacity Management includes the development and maintenance of tactical and strategic plans to verify that the computing environments meet CUSTOMERS’ growing or changing business requirements.

	Responsibilities
	Customer  
	MassIT

	Recommend corrective action to resolve system performance and capacity problems.
	
	X

	Implement corrective actions approved by the Change process.
	
	X

	Provide analysis of server capacity trends (CPU, Memory, Disk).
	
	X





[bookmark: _Toc225322970][bookmark: _Toc238871891][bookmark: _Toc272412589]	3.2.3 	CommonWiki Access Rights and Control
CommonWiki Access Rights and Control describes the authority granted to MassIT to use server management and performance/capacity tools.


	Responsibilities
	Customer
	MassIT

	Maintain tools for remote management and alert monitoring.
	
	X

	Maintain user accounts within CommonWiki system to allow system access and application functionality.
	
	X

	Notify MassIT of incorrect permissions, expired user accounts or expired passwords via new Incidents.
	X
	

	Acknowledge Terms of Use https://wiki.state.ma.us/confluence/display/Welcome/Terms+of+Use
	X
	

	Monitor and evaluate all data on a space(s) to ensure compliance, such as ensuring Medium sensitivity pages do not end up on public pages/spaces and Highly sensitivity pages end up on non-public pages/spaces. Enterprise Information Security Standards: Data Classification http://1.usa.gov/npD9pt

	X
	


[bookmark: RolesandResponsibilities-PublicUsers%28N][bookmark: RolesandResponsibilities-ConfluenceUsers][bookmark: RolesandResponsibilities-ProcessforSpons][bookmark: RolesandResponsibilities-SpaceAdmins%28A][bookmark: RolesandResponsibilities-CommonWikiAdmin]



1. [bookmark: _Toc459732681]Chargeback Information

The costs pertaining to this service offering are currently funded out of Overhead and will remain in Overhead through FY15.  No additional detail is available for review.
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