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[bookmark: _Toc438043870]Purpose & Scope
The purpose of this document is to describe MassIT’s Service offering for ListServ service which provides agencies the ability to send large numbers of electronic messages to their constituents in a customized manner.  

[bookmark: _Toc438043871]Document Ownership
This document is owned by the Product Manager for Enterprise Messaging Services:
Donna Smith
Donna.Smith@state.ma.us
MassIT Enterprise Directory & Messaging Services Manager

This document is reviewed and approved by the Line of Business Director for Workgroup Services:
Brad Steele
Brad.Steele@state.ma.us
MassIT UC LOB Services Director

1.1 [bookmark: _Toc397439240][bookmark: _Toc438043872]UC Overview
As part of the Consolidation effort, and taking into consideration the needs of MassIT to continue to offer the best service possible, MassIT will be combining certain work areas into a Unified Communications core.  In the future, this core group will be able to provide Unified Communications to participating agencies and organizations throughout the Commonwealth.

Unified communications (UC) is the integration of real-time communication services such as instant messaging (chat), presence information, telephony (including IP telephony), video conferencing, data sharing, call control and speech recognition; with non-real-time communication services such as unified messaging (integrated voicemail, e-mail, SMS and fax). UC is not a single product, but a set of products that provides a consistent unified user interface and user experience across multiple devices and media types.  It can encompass all forms of communications that are exchanged via the medium of the TCP/IP network.

With this taken into consideration certain groups in the Services Catalog will be renamed, noting the Unified Communications core to which they belong:

· Unified Communications Network Services
· Unified Communications Blackberry Services
· Unified Communications Gateway Services 
· Unified Communications ListServ Service
· Unified Communications Messaging and MassMail
· Unified Communications Telecommunication Services

In the near future and addition Unified Communications Core Services Group will be added.
[bookmark: _Toc438043873]Service Offerings
[bookmark: _Toc438043874]Description of Service
The Information Technology Division provides a reliable and centrally managed bulk electronic messaging delivery service called ListServ. A list server is a device that operates mailing lists and distributes new messages, newsletters, or other postings from list members or list administrators to the entire list of subscribers.  

This service includes:  
· Ability to send emails to “All” Commonwealth employees or Executive Branch employees
· Ability to send email to constituents and/or customers
· Supports customized templates or uses pre-built HTML templates
· Supports personalized and targeted content



[bookmark: _Toc438043875]Supported Versions of Service Components
· ListServ List management can be done using any popular web browser
· Message may be sent/received via any e-mail system


[bookmark: _Toc438043876]Service Targets

	Service Requirement
	Description

	Service Availability
	Service availability hours are 24x7x365 excluding planned maintenance and unplanned outages.  There is a 2 hour window each month (Friday-second week of the month) in which MassIT will perform planned systems maintenance. 

	Incident Management

	MassIT Service Management Office has standard processes to managing incidents, requests, change orders and problems.

	Request Fulfillment
	Staff will respond to service requests 7:00 am - 5:00 pm Monday through Friday, excluding holidays.
Off hours requests:  Must be opened via CommonHelp phone support and reported as an emergency.  The on-call person will be paged. 







 
[bookmark: _Toc438043877]Service Reporting 
The following reporting information is provided to customers as part of this service (through Chargeback team):
	Report
	Description
	Reporting Interval

	Delivery report
	This report details the following:
· % of users who received message
· Failure report after messages sent

	Automatically provided through email when a message is sent.




[bookmark: _Toc438043878]Service Requests

	COMiT Service Request
	Description
	Lead Time-Business Days

	Set Up a List Server List
	This request is to grant administrative privileges to the state-wide list serve application. Once granted authority, agencies can create their own list serve lists, giving the ability to send email to a targeted group of users.  This service request includes:
· The ability to send messages to Commonwealth employees.
	3 days




[bookmark: _Toc384648462][bookmark: _Toc438043879][bookmark: _Toc397439247]Metrics Reporting 

	Performance
	Description
	Measurements 

	Not available at this time.  
	 
	 





	Availability
	Description
	Measurements

	Not available at this time.  
	 
	





[bookmark: _Toc438043880]Customer vs. MassIT Responsibilities
This section describes scope of responsibility for both customers and MassIT in relation to providing the defined service. 
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). 


[bookmark: _Toc438043881]Summary Customer Responsibilities
Customer responsibilities include but are not limited to:
Customers have the ability to populate and maintain their own customized messaging lists.  


[bookmark: m_customer_detail][bookmark: _Toc438043882]Detail Customer VS. MassIT Responsibilities

	Responsibilities
	Customer
	MassIT

	Initial list creation
	
	X

	Populating  Lists
	X
	

	On-going lists maintenance
	X
	

	All Commonwealth and Executive branch employee lists maintenance (updated Monthly)
	
	X




[bookmark: _Toc438043883]Chargeback Rate Information
For more information on current Chargeback costs and for an overview of the program as well as current and previous fiscal year rates, please visit our Chargeback Services webpage.
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