Department of State Health Services

Texas Electronic Registrar (TER)

Service Level Agreement

Coverage and Terminology

This Service Level Agreement (SLA) applies to you ("customer") if you currently hold an account with the Department of State Health Services, DSHS, (formerly, Texas Department of Health).

The SLA is written to encompass Texas Electronic Registrar (TER) system.  There is no cost or fee to the customer for this SLA.

The SLA addresses users' needs for implementation support, technical support, functionally focused training, user documentation and a Help Desk to provide technical support and answer customer inquiries in association with the TER system.  The SLA also addresses the installation, update and maintenance of the TER Operating System, Database, Application and system hardware products.

The SLA specifically excludes support for issues not associated with the TER system, financial support for customers in implementing and using the systems, and providing loaner equipment and customer support outside normal business hours, except for emergencies.

Service Level 

Objective:
98% System Availability: 

As used herein, the term "System Availability" means the percentage of a particular month (based on 24-hour days for the number of days in the subject month, excluding the standard maintenance window) that the TER system is available for access by the customer as measured by DSHS.

Response to request for user access shall be provided within 2 hours of request. Account activation will be performed upon approval.

Technical support emails shall be given priority over all other technical support inquiries.

Direct phone access shall be available to our technical support team and systems administrators during DSHS normal business hours, 8:00 A.M. – 5:00 P.M. CT, Monday – Friday, (excluding holidays).

Exceptions

DSHS shall not be held liable under this SLA in connection with any failure, system unavailability or deficiency of the TER system or DSHS network caused by or associated with: 

. Circumstances beyond DSHS's reasonable control, including, without limitation, acts of any governmental body, war, insurrection, sabotage, embargo, fire, flood, strike or other labor disturbance, interruption of or delay in transportation, unavailability of or interruption or delay in telecommunications or third party services, failure of third party software or inability to obtain raw materials, supplies, or power used in or equipment needed for provision of the Service Level Agreement; 

a. Failure of access circuits to the DSHS Network, unless such failure is caused solely by DSHS; 

b. General telecommunications failure; 

c. Scheduled maintenance and upgrades; 

d. Domain Naming Service issues affecting the DSHS network outside the direct control of DSHS; 

e. Outage or error of any DSHS measurement system; 

f. Customer’s acts or omissions, including without limitation, any negligence, willful misconduct, or use of the DSHS Network or DSHS services in breach of DSHS's User Agreement, by the customer or others authorized by the customer.

Maintenance Policy
System maintenance shall mean any maintenance to the TER application, database, infrastructure or any part of such connectivity. 

Standard scheduled system maintenance is performed during the standard maintenance window of Thursdays from 1:00 A.M. to 5:00 A.M. CT. 

a. DSHS will do its best to announce any unscheduled system maintenance at least 24 hours ahead of time to the customer’s designated point of contact by a method elected by DSHS (email, web page notice, fax, telephone or etc.).

b. DSHS reserves the right to perform emergency system maintenance without any prior notification, should it be deemed necessary to protect and maintain the security and integrity of the DSHS network.

Problem Resolution Paths:

The customer shall designate to DSHS a contact responsible for addressing technical issues in association with the TER system.  

A problem resolution path is the sequence of steps the customer takes to receive answers to questions or achieve resolution of a problem. The SLA proposes resolution paths for problems and questions regarding the following: 

· User Connectivity

· General System Functionality

· System Access

· System Availability

· Training

· Documentation

· System Maintenance

· System Recovery

· Enhancements and Fixes

To receive answers to questions or achieve resolution of a problem the customer shall contact the DSHS technical support team or system administrators through email at help-ter@dshs.state.tx.us or by telephone at (888) 776-3940 during the normal business hours of 8:00 A.M. – 5:00 P.M. CT, Monday – Friday, excluding holidays.
