Office of Academic Computing Services

Enterprise Systems Break/Fix Expectations
Functions / Systems Eligible for After-hours Support
If OACS staff is alerted to a break situation related to any of the systems below, staff will initiate break/fix procedures within two hours of the break alert, regardless of the time of day or day of the week. OACS will continuously work on the issue until it is resolved.

	Function
	System

	File access (H, I, U, archive)
	SAN, Fibre Channel network

	Email
	GroupWise system (MTAs, GWIAs, etc.)

	Remote access to email
	WebAccess

	Remote access to file storage
	NetStorage

	Publicly facing websites
	Web server
   (WW1 and WW3)

	Authentication and authorization
	Novell e-directory

	Connectivity to OACS server network
	OACS network backbone (server room network infrastructure up to OACS/OIT demarc)

	Backups
	Backup (Overland Rio, Spectra T-50, Veritas)

	Anti-spam:  mail flow through Guardian
	GWGuardian


Systems / Functions Eligible for Business Day Support (8am – 5pm M-F)
If OACS staff is alerted to a break situation related to any of the systems below, staff will initiate break/fix procedures ONLY DURING BUSINESS HOURS.  Should an alert occur after-hours, OACS staff will initiate break/fix procedures on the next business day.  OACS will continuously work on the issue, during business hours, until it is resolved.
	Function
	System

	Using non-GroupWise clients to access email.
	IMAP

	On-campus printing system
	iPrint

	Mobile GroupWise for PDAs / SmartPhones
	Mobile Server

	Mobile GroupWise for BlackBerry
	BlackBerry Server

	File transfer to remote parties
	FTP

	Structured data storage
	Database server (SQL3)


	Provides computing functionality within a research lab environment.
	Research lab servers


	Spam quarantine
	GWGuardian


Notes

· Hosted services (i.e., MSBDC, UMUC, GARGI, UMRes, GRAD) are governed by the appropriate contract vehicle.
· After hours support for single users is not provided.

· PC support is provided 8:30am – 4:30pm Monday - Friday.  Please see http://www.oacs.umd.edu/Policy/index.asp for policies governing OACS PC support.
� Only if entire web server goes down.  Single websites are supported only during business hours, unless a service contract is in place.


� Only if entire database server goes down.  Single databases are supported only during business hours, unless a service contract is in place.


� Support is at OACS’ discretion due to deviation from OACS standard image.  More robust support levels require a contract with OACS.
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