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[bookmark: _Toc433104436][bookmark: _Toc47357539][bookmark: _Toc110398609][bookmark: _Toc118618601][bookmark: _Toc119758541][bookmark: _Toc433288565]Introduction

[bookmark: _Toc433288566]Purpose & Scope
The purpose of this document is to describe MassIT's Service offerings for Mass.Gov Friendly URL requests. 
Friendly URL’s make it easier for government to market services and information by providing a URL that is easy to provide both verbally, and in writing. Friendly URL’s are used in conjunction with marketing campaigns to increase the public's awareness and recall of your agency and its services.

[bookmark: _Toc433288567]Document Ownership
This document is owned by the Mass.Gov Director:
Joseph Galluccio
Joseph.Galluccio@MassMail.State.MA.US
Manager Mass.Gov Services


This document is reviewed and approved by the Line of Business Director for Mass.Gov Services: 
Karthik Viswanathan
Karthik.viswanathan@massmail.state.ma.us
Deputy CIO
[bookmark: _GoBack]

[bookmark: _Toc433288568]
Service Offerings
[bookmark: _Toc433288569]Description of Service

Services included 
A friendly URL (Universal Resource Locator) is an easily remembered, short URL for portal pages that tend to have long, complex URLs. It provides a Mass.Gov URL for state web assets that are not hosted directly on the www.mass.Gov server.  It is a key marketing component for fostering a "Single face of government."  Mass.Gov offers two types of friendly URLs: top level URL and virtual directory URL. 
[bookmark: Mass.Gov_top_level_friendly_URL]Mass.Gov top level friendly URL: 
These URLs are reserved for high profile marketing campaigns. When choosing a name, select a name that could be used as a brand name. Choose a name that
· Customers will easily associate with your agency, service or program
· Customers will easily remember
· Is relatively short, simple, meaningful and easy to spell
· Does not have another strong meaning in the marketplace

[bookmark: Mass.Gov_virtual_friendly_URL.C2.A0]Mass.Gov virtual directory friendly URL: 
A virtual friendly URL provides agencies with the ability to use a URL that is more concise than a standard portal-generated URL. The difference between a top level friendly URL and a virtual directory friendly URL is that there is an extra slash in the virtual URL.
· Virtual directory friendly URLs are only available for portalized sites. 
· Once the virtual directory is in place, the customer can create multiple virtual directory friendly URL's without needing to go through change control. 
[bookmark: Services_Not_Included][bookmark: Coverage_for_Disaster_Recovery]DNS must be in place before making request.


[bookmark: _Toc433288570]Supported Versions of Service Components
N/A


[bookmark: _Toc433288571]Service Targets

	Service Requirement
	Description

	Service Availability
	9:00 am – 5:00 pm Monday through Friday excluding holidays.  Customer works with Mass.Gov IA Team to finalize appropriate friendly URL

	Request Fulfillment
	Implementations executed every Wednesday from 12:00 pm – 2:00 pm.




[bookmark: _Toc433288572]Service Reporting 
[bookmark: _Toc433288573]	Currently, there are no reports available for this service.



[bookmark: _Toc433288574]Service Requests

	COMiT Service Request
	Description
	Lead Time-Business Days

	Request a "Friendly" Mass.Gov URL
	A friendly URL is a marketing tool used to promote a service or program. The URL brings customers to a specific page on a website that either contains information about the service or provides access to the service. This service request includes:
· Create new top level or virtual friendly URL
· Change destination for current friendly URL
	14 Days




[bookmark: _Toc384648462][bookmark: _Toc433288575][bookmark: _Toc384728137][bookmark: _Toc389573674]Metrics Reporting 

	Performance
	Description
	Measurements 

	Not available at this time. 
	 
	 






	Availability
	Description
	Measurements

	Not available at this time. 
	 
	






[bookmark: _Toc214270703][bookmark: _Toc433288576]3. Customer vs MassIT Responsibilities
This section describes scope of responsibility for both customers and MassIT in relation to providing the defined service. This section will be included in a customer Service Level Objective (SLO). 
Service Management Responsibilities that are common across many MassIT Services e.g. Facilities Management, Incident Management, Change Control, are described in the Service Management Services Guide (to be defined). 

3.1 Summary Customer Responsibilities
Customer responsibilities include but are not limited to:
It is the responsibility of the customer to work with the Mass.Gov Director (or designee) to select appropriate top level friendly URLs or virtual directory names and to submit your request no later than Friday of the previous week. If you are requesting a top level friendly URL for a new server, that server must have an actual server (or host) name to point to. 

[bookmark: m_customer_detail]3.2 Detail Customer VS. MassIT Responsibilities

	Responsibilities
	Customer  
	MassIT

	Customer contacts Mass.Gov information architect or content manager to discuss web marketing initiative and to decide the best way to use Mass.Gov to promote their program. Together they decide if a new friendly or virtual URL is needed, what the URL should be, and what page it will point to.
	X
	X

	Customer submits formal request by the Friday prior to the change control window for the previously agreed upon URL. 
	X
	

	If the destination page for the URL has not been developed yet, a ‘coming soon’ page should be in place so MassIT technical team can test. 
	X
	

	Redirect is put into staging and tested.
	
	X

	Redirect is moved to production during Wednesday change control window.
	
	X




1. [bookmark: _Toc433288577]Chargeback Rate Information
For more information on Chargeback, including an overview of the program as well as current and previous fiscal year rates, please visit our Chargeback Services webpage.
The costs pertaining to this service offering are currently funded out of MassIT's Operating Funds.  No additional detail is available for review.
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