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This Memorandum of Understanding (MOU) is between (Department A and Department B).  This memorandum outlines the understanding of roles & responsibilities for (Department A) to provide supervision and workload management for (Department B) information technology (IT) personnel, and the IT Manager. 

This agreement is to allow (Department A) to move the support of IT within Department B toward a more cohesive, efficient, and best-practices oriented support operation.  This will enable (Department B) and (Department A) to be better positioned to support current and emerging processes and technologies.  The MOU complies with IT Policy Letter 09-05, issued on June 26, 2009, by the State Office of the Chief Information Officer (OCIO), which defines the reporting relationship of the state employees performing IT activities.
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(Department B) has funding authority for three IT positions, Senior Information System Analyst, Staff information System Analyst and Associate Information System Analyst, under the agreement of this MOU, (Department B) will transfer the IT positions to (Department A) for the ongoing support of (Department B’s) IT needs.  The IT positions exist solely to support (Department B’s) IT Activities.  (Department B) will retain full budget authority for the funding of the IT positions including overtime costs, travel, training, and equipment required to support the positions.  

(Department A) commits to provide effective and professional IT services, including IT Project Management; Policy, Planning and support; Desktop; Infrastructure, and Application Support services to (Department B).  This agreement establishes the IT positions to report directly (solid line) to (Department A) Application Maintenance and Support Section.  The IT positions will also cross functionally report (dotted line) to (Department B).  This model will maintain continuity of services.  The IT positions will physically be located at the (Department A) facility or as determined by (Department A).
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(Department A’s) will provide the following services to (Department B):

Desktop Support – HQ and remote locations

· End-user support for all standard distributed computing devices used in local and remote business units, including desktop computers, laptops, Blackberry, and associated peripherals
· On-site and/or remote technical hardware and software services and support at customer’s physical location(s) of standard desktops or laptops, including associates peripherals
· 2nd and 3rd Level Incident Resolution
· Hardware refresh coordination
· Product receipt, setup, and delivery to customer
· Asset, warranty and license tracking
· Hardware and software installation (moves, adds, changes and disposal)
· Hardware break/fix support
· Hardware (BIOS, firmware) and Software (patch) management
· Virus/Spam protection and issue resolution
· Password resets
· Network access (including WAN, MAN, and LAN access and security)
· Server component configuration 
· Workstation connectivity with facility locations

Printer Support

· End-user support for all standard printers
· Consultation on stand-alone and networked printer configurations, and research of procurement choices to meet customer needs
· Printer refresh coordination 
· Product receipt, setup, and delivery to customer
· Asset, warranty and license tracking
· Hardware and software installation (moves, adds, changes and disposal)
· Printer feature configurations

Employee On-Boarding and Separation

· Set up and install PC’s printers, laptops and Blackberry’s for new employees
· Set up and install standard software suite and software necessary to support daily operations
· Set up user and email accounts, group membership, internet and printer access
· Move or delete user accounts
· Recover all assigned IT equipment from supervisor upon separation
· Hardware re-imaging

Service Desk

The Service Desk will act as a single point of contact between (Department A) and (Department B), and is the focal point for reporting incidents and submitting services requests.  The Service Desk takes ownership of each incident of each incident report/service request, works to solve any issues promptly, monitors incidents/requests as they are escalated to other staff IT staff when needed, and communicates with customers about the status of resolution.  The Service Desk closes incidents/requests when they are resolved, and is a key element in tracing and reporting performance.  The Service Desk staff is also responsible for communicating with customers regarding planned system downtime.  The Service Desk will provide the Customer with the following services:
· Receive Incidents and Service Request
· Record, track and acknowledge Incidents and Service Requests
· Perform an initial assessment of requests, attempting to resolve them or refer them to someone who can
· Provide 1st Level Incident Resolution
· Initiate and coordinate 2nd and 3rd Level Incident Resolution
· Manage and monitor escalation procedures
· Keep customer informed on request status and progress
· Close incidents and confirm with the customer
· Provide 1st level troubleshooting based on FAQ’s and training

Procurement Services

· Provide catalog of assets that are in compliance with IT standards
· Research hardware and software requests and obtain appropriate pricing
·  Consult on device configuration and procurement choices to meet customer needs
· Conduct procurements for goods and services as requested by Customer
· Review and approve all IT hardware and software procurements for accuracy and completeness
· Act as liaison with hardware and software vendors and responds to procurement inquiries
· Track all IT hardware and software procurements

Infrastructure Services

Implementation of equipment for customers moving into new facilities or remodeling existing facilities including:
· Installation of equipment
· Assist in the design and implementation of new or enhanced network capability at the WAN, MAN, and LAN levels
· Manage network components to provide services
· Assist in network design, installation, testing and troubleshooting 
· Provision and maintain firewalls

Project Management Services

· Provide professional project management throughout the life of the project including initiating, Planning, Executing, Monitoring/Controlling, and Closing in accordance with the California Project Management Methodology, as required by the OCIO. 
· Prepare project initiation documents, i.e., Feasibility Study Report (FSR) as required
· Provide project status reporting as appropriate for the scope and complexity of eh project
· Prepare Budget Change Proposals to secure funding
· Manage all vendor activities, vendor contract(s), and review/approve all vendor deliverables
· Assist in the development of training curricula and resources, train-the trainer sessions, and a skills-based evaluation of the training session provided
· Communicate program, strategy, benefits, direction, status, and recommendations to the Project Sponsor, Steering Committee, and other stakeholders
· Interview customer and assist with development of formal system requirement specifications
· Monitor and assist IT staff and contractors with efforts to support (Department B’s) activities
· Perform complex analytical studies of existing and potential new systems
· Create documentation for existing and newly developed systems

Application Support Activities

Provide application support to (Department B) IT Application activities

· Maintenance/Troubleshooting
· Monitor SQL daily process jobs
· Security Administration
· Add/remove users
· Manage active directory – users and computers
· Manager user group responsibilities
· Create/track service requests submitted to the Office of Technology Services and vendor
· Ad Hoc query support
· Configuration, maintain, and refresh workstations, scanners, printers, and servers
· Supply staff with configuration documentation
· Participate in IT activities which support (Department B’s) applications interfaces.  Activities may include attending meetings, providing application architecture designs, recommending solutions, facilitating integration and advising on development options
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Role of (Department B – Customer)

The Customer Manager can determine “what” is accomplished and by “when.”  Customer personnel will request services by contacting the Service Desk.  All requests will be managed by the IT Manager with the exception of desktop support which will be managed by the Desktop Support Services Manager.  These IT managers will determine the “who” and “how” services will be provided.


Role of the Senior Information System Analyst

The Senior Information System Analyst leads the development, implementation and maintenance of complex IT applications.  The Senior Information System Analyst operates within a largely unsupervised environment but with a clear accountability framework.  Frequently functioning as the project lead/manager, the Senior Information System Analyst is responsible for all aspects of large IT project management.  The Senior Information System Analyst takes responsibility for substantial technical decision-making and/or for teams of staff.

The Senior Information System Analyst will be available to attend Customer Business Meeting to gain an understanding of the customer program business areas’ current and upcoming business requirements, needs and opportunities.  The Senior Information System Analyst will ensure the Customer’s IT requests are being handled by the appropriate Line of Business, tracked, and reported back through regular ongoing communications with the IT Manager and the Customer Manager.


Role of the Staff Information System Analyst

The Staff Information System Analyst independently works to accomplish a wide variety of IT project assignments and frequently functions as the Technical Lead, for projects.  The Staff Information System Analyst works in coordination with (Department A) and (Department B) to support the IT activities.  


Role of the Associate Information System Analyst

The Associate Information System Analyst assists technical staff responsible for providing personal computer and application support.  Duties include assisting with the ongoing maintenance and support of personal computers, analysis, troubleshooting, and security administration for the computers.

Role of (Department A)

The (Department A) will manage the IT mission and provide direct supervision for the IT Staff (Senior Information System Analyst, Staff Information System Analyst and Associate Information System Analyst).  The Primary functional areas of responsibility within (Department A) consist of the following:

· Application Maintenance and Support Section 
Management from this section will work with the Customer Manager to coordinate workload assignment and prioritization for the IT Staff.  The Management will have full supervisory responsibility of the (Department B) IT personnel, including hiring, vacation, sick leave, discipline, types of activities, performance evaluation, timesheets, developing training plans, assignment of tasks and quality control.  The Management will provide on-the-job or alternative training for the IT staff and will ensure they adhere to State and local IT policies, procedures and standards and IT industry-wide “best-practices” in conducting its mission.


· Enterprise Project Management Office (PMO) 
The PMO will provide direction and assistance to the IT Staff in the area of project oversight; project authorization (FSR/Special Project Reports); budget authorization; project management processes and templates; and enterprise architecture, in accordance with the OCIO.



· Policy Planning & Support Services 
This area will provide direction and assistance to the IT staff for policy and procedure related to IT, and procurements and contract development/management, in accordance with the State Contracting Manual. 

· Enterprise Customer Service Center and Client Support
[bookmark: _Toc6881918][bookmark: _Toc179685535](Department A) commits to provide (Department B) with the full benefit and range of its Desktop and Application Support Services as defined in the Scope of Service section of this document.  (Department A) IT Manager will provide oversight for desktop support services provided to (Department B).  The operational daily needs of the program area will be monitored by the (Department B) Customer Manager.  The (Department A) IT Manager will monitor desktop support resources needed beyond current support levels.

Terms of Agreement

The signatures of this document indicate agreement to its content, that it is valid, has achievable objectives, and represents the intent of (Department A) to meet the IT management and supervisory needs of the (Department B) included in this MOU.
Assistant Secretary of IT, and Deputy Director, controls this document.  Any modifications to this agreement require the review and approval of both parties.  Inputs relative to the content or distribution of this document should be forwarded to the Assistant Secretary.
This document will remain in effect until replaced with an updated version. It will be reviewed annually for currency, accuracy, and completeness. The next review is scheduled for (Date).

(Department A) does not have the right to abolish and/or redirect resources/PY’s to another (Department A) Line of Business/Section without the approval from the Assistant Secretary (Department B).
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APPROVED/DISAPPROVED	APPROVED/DISAPPROVED





Deputy Director	Assistant Secretary
(Department A)	(Department B)
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