Ongoing Support Requirements
AGENCY RESPONSIBILITIES

1. Normal support hours are 8am – 5pm local time Monday – Friday, but emergency support will be available by contacting the phone numbers at the end of this document.

2. Support for network management and data transport including but not limited to the following:

a) Local Area Network

b) Firewall Management

c) Wide Area Network

d) Jail Management System

3. Identify business and technical contacts to coordinate Appriss support activities.
4. Assure that any system introduced into the AGENCY environment conforms to security standards.  These include but are not limited to the following:

a) Standard anti-virus software and patching methodology

b) Operating system and configuration

c) User, file and system security permissions

d) Software/hardware upgrades and maintenance as required

5. Agency technical contact will:

a) Be the point of contact for Appriss application or infrastructure issues

b) Notify appropriate internal stakeholders and Appriss prior to conducting scheduled Appriss or Jail Management System maintenance.

6. Agency facility will include the following:

a) Air conditioning (HVAC)

b) Fire protection

c) Physical security

d) UPS power to the Appriss infrastructure

7. Support for system reboot, or other minor technical activities coordinated with Appriss technical contact.  Agency will first respond to troubleshoot operating system or hardware errors.

8. Provide facility and remote access for Appriss as required for technical support.

9. Perform system performance monitoring and space management.
10. Perform system backups if desired.

APPRISS RESPONSIBILITIES

1. Provide the project management required to deploy and successfully operate the Appriss application.

2. Identify business and technical contacts to coordinate Appriss support activities with the agency.

3. Provide application support for the Appriss interface.

4. Respond to application problems or issues.

5. Perform application environment maintenance as needed.

6. Provide replacement equipment for the Appriss interface if required due to failure.

7. Notify all parties when changes are made to the application or configuration.
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