Service Level Standard

Digital Information Screens (DIS)
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Executive Summary
The Digital Information Screens Service Level Standard defines and outlines the relationship between
North Central Information Technology and the Word and Worship Center Services Department.

This Service Level Standard should assist in more expedient customer service, better communication and
better guidance on the level of support for Digital Signage at North Central University.

General Overview

Digital Signage began at North Central in June of 2006 when then Director of Media Productions, Eric
Spata, ordered and installed a system from Alpha Video. The original system was knows as the VCS
System. This system included two monitors in Carlson Hall (Cafeteria and Deli), two monitors in Miller
Hall (by the elevator and mailboxes), one monitor in Phillipps Hall (entryway) and two monitors in the
Word and Worship Center. (7 monitors total)

After Eric Spata resigned from North Central University, Brian Rickie assumed the responsibility of the
Digital Information Screens. He maintained them until he resigned in 2008. At that time, Michael White
received the Digital Information Screens as part of his portfolio.

The DIS began having issues in the spring and fall of 2008. The amplifier from Alpha Video kept failing
and support was not adequate from the vendor. In 2009, Michael White approached Information
Technology for assistance with replacing the system. After investigation, Michael White and
Information Technology Network Administrator, Andrew Poirier decided on an open source, free
solution Concerto. Concerto runs on a Linux Daemon server using PHP and a MySQL database. In 2010,
there were seven minimal machines donated to this project and located near the monitors.

Roles and Responsibilities

Information Technology

Information Technology originally provided the setup of the server, software, minimal personal
computers and the network connections to the original six monitors. Information Technology billed
back services to the Media Productions Department at time and a half, as Information Technology
performed the work at the end of the 40-hour workweek. As of January 20, 2010, the setup is
completed and Information Technology will perform new assignments in accordance with the
procedures in this document.

Word & Worship Services

Word & Worship Services houses the main support and fiscal responsibility for the DIS system. All
repairs, purchases and updates are the responsibility of this department. Word & Worship Services in
conjunction with the Internal Relations Team (IRT) maintains all content and the approval process.



Service Level Standards

This section defines the procedures and steps necessary to accomplish service for the Digital
Information Screens on campus. These Standards only cover equipment originally installed at the
writing of this Standard. Any systems added hereafter, must meet the approved infrastructure
standards for Digital Information Screens. Information Technology determines what hardware or
software is compatible with NCU network and systems.

Support Issues
Information Technology requires all systems to be compliant with this policy before rendering support.

Information Technology

e Information Technology assumes no additional burden of support for the DIS system.

o If the system malfunctions, the Word & Worship Services Department may request assistance
from Information Technology; however, the Information Technology employee must provide all
research and support outside of normal business hours and the Word and Worship Center will
be accessed current overtime rates. Information Technology cannot guarantee a qualified
individual or a representative with available time.

e Information Technology does not automatically assume support when requested. If the IT
Department does not have the resources (time, personnel, etc) they may decline to work on the
system, Word & Worship Services must find an outside vendor to assist with issues.

e TheDI S is in the | nfor matproond uTcetcihonm”l osgeyr vaere.a o0Tnh
warranty and I nformation Technology does not g
or repair of this system upon failure. University Relations has agreed to move it to their web

production server in the Spring of 2010.

e There will be no backups of this system for restoration.

DIS System Maintenance
e  Word & Worship Services will maintain all hardware for the DIS system. They will make sure the
monitors and minimal personal computers are functioning.
e Word & Worship Serviceswi | | be the “first responder”™ and

Content Creation and Approval
e Individual offices will create his or her own content and submit it to the appropriate approval

person.
e The Approver will train others on the use of the software and approval process.

Minimal Systems
e I nformation Technology does not guarantee futu
system.
e Information Technology may not have equipment to provide for use with this system.
e Word & Worship Services maintains all minimal machines. They will keep them in working order
and maintain the boot disks necessary for Concerto operation.
e If Information Technology assistance is necessary, IT will bill per this agreement.



Expansion of the System

Word & Worship Services is responsible for the expansion of this system.

All cost incurred for new monitors or computers is the responsibility of Word & Worship

Services.

All cost for wiring, power and connection are the responsibility of Word & Worship Services.

All requests for network wiring and power must go through the Plant Department.

Word & Worship Services is responsible for installing the disks on the computers running the

monitors.

InformatonTechnol ogy does not guarantee “minimal?”
system. I nformation Technol ogy may not have

University Relations

The DIS system will reside on the University Relations web server.

University Relations will maintain no support other than disk space for DIS.

At any time DIS utilizes too many resources, Word & Worship Services will need to find another
server to run the product.
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