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Senator Rich Draheim, Vice Chair 

Higher Education Finance and Policy Committee 

3227 Minnesota Senate Building 

St. Paul, MN 55155 

Senator Greg Clausen, Ranking Minority Member 

Higher Education Finance and Policy Committee 

2233 Minnesota Senate Building 
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Representative Bud Nornes, Chair 
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value of those agreements is more than $100,000 in the previous fiscal year and transfers of appropriations 

between accounts within or between agencies if the cumulative value of the transfers is more than $100,000 in 

the previous year. 

If you have any questions regarding this report, please contact Nekey Oliver, Minnesota Office of Higher 

Education, at (651) 259-3964 or nekey.oliver@state.mn .us. 

Commissioner 

Attachments 

Cc: Andrew Erickson, Senate Fiscal Analysis 

Ken Savary, House Fiscal Analysis 

1450 Energy Park Drive, Suite 350, St. Paul, MN 55108 
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Office of Higher Education (OHE)

FY 2018 Interagency Agreements and Service Level Agreements 
October 15, 2018

Agency Amount Legal Authority Purpose
Effective 

Date
Duration

MN.IT Services  $     1,772,789 MS 16E.016 MN.IT provides enterprise IT services to OHE 7/1/2017 FY 2018

MMB  $             5,000 MS 471.59 MMB provides enterprise training and development services to OHE 7/1/2017 FY 2018

MMB  $             3,254 MS 471.59 MMB provides statewide recruiter services to OHE 7/1/2017 FY 2018

Admin  $             1,500 MS 471.59 OES will support OHE with sustainability choices and implementation 7/1/2017 FY 2018

Governor's Office  $           69,800 MS 471.59 Governor's Office provides policy advisors and other services for OHE 7/1/2017 FY 2018

MDVA  $     1,700,000 MS 197.791 3B OHE Administers the MN GI Bill Program 7/1/2017 FY 2018

MDH  $        375,000 17 089 03 003 MDH will administer the Veterinarian Loan Forgiveness Program 7/1/2017 FY 2018

Labor & Industry  $        200,000 17 089 01 002 Labor & Industry will develop Dual Competancy standards 7/1/2017 FY 2018

DEED  $                500 MS 471.59 DEED will sponsor State Career Fair for Cabinet level agencies 10/14/2017 FY 2018

MNSCU  $        324,500 MS 471.59 MNSCU will assist OHE with the Returning Scholars Program 8/15/2017 FY 2018

MDE  $     1,403,782 MS 471.59 OHE will provide services for Statewide Longitudinal Data System 1/6/2016 through FY19

MMB  $           15,680 MS 471.59 MMB provides Management Analysis and Developmet for OHE 4/28/2018 FY 2018

MDE  $           10,000 MS 471.59 OHE will provide services for the Early Childhood Longitudinal Data System 6/1/2018 through FY19

Total  $     5,881,805 



Office of Higher Education (OHE)

FY 2018 Transfers 
October 15, 2018

TRANSFER FROM TRANSFER TO 

Transfer 

Out 

Agency

Transfer Out Fund 

Name

Transfer Out 

AppropID
Transfer Out AppropID Name

Transfer Out 

Amt

Transfer In 

Agency

Transfer In Fund 

Name

Transfer In 

AppropID
Transfer In AppropID Name

Transfer In 

Amount
Purpose of Transfer

Legal Authority for 

Transfer

OHE General E601723 Dual Trg Competency Grant (2,000,000) OHE Special E602750 Dual Training Special Account         2,000,000 transfer funds to special revenue account created for Dual Training MS 136A.246

OHE Special E602750 Dual Training Special Account (60,000) OHE Special E602751 Dual  Training Account ADMN              60,000 transfer funds to special revenue account created for Dual Training Admin MS 136A.246

OHE General E601437 Teacher Shortag Loan Forgiveness (200,000) OHE Special E602740 Teacher Shortage Loan Forgiveness            200,000 transfer funds to special revenue account created for Teacher Shortage 18 207 006 031

OHE General E601438 Agriculture Loan Forgiveness (50,000) OHE Special E602030 Agriculture Loan Forgiveness              50,000 transfer funds to special revenue account created for  Agriculture Loan Forgive 18 207 008 033

OHE General E601439 Aviation Loan Forgiveneess (25,000) OHE Special E602050 Aviation Loan Forgiveness              25,000 transfer funds to special revenue account created for Aviation Loan Forgiveness 18 207 009 034

OHE Special E602740 Teacher Shortage Loan Forgiveness (3,000) OHE Special E602741 Teacher Shortage Administration                3,000 transfer funds to special revenue account created for Teacher Shortage Admin 18 207 006 031

OHE General E601437 Teacher Shortag Loan Forgiveness (500,000) OHE Special E602740 Teacher Shortage Loan Forgiveness            500,000 transfer funds to special revenue account created for Teacher Shortage 18 207 002 008

OHE General E601431 Grants to Teacher Candidates (71,000) OHE General E601432 Teacher Candidate - Admin              71,000 transfer funds to Teacher Candidate - admin account 171 005 02 050

OHE Special E602740 Teacher Shortage Loan Forgiveness (3,000) OHE Special E602741 Teacher Shortage Administration                3,000 transfer funds to special revenue account created for Teacher Shortage Admin 18 207 006 031

OHE General E601408 American Indian Scholarship (605,000) OHE General E601604 State Funded Get Ready Program            605,000 transfer funds for the Get Ready Summer Academic Enrichment Program 17 089 01 002 040

OHE General E601423 MNSCU Two-Year (Grants) (49,000) OHE General E601604 State Funded Get Ready Program              49,000 transfer funds for the Get Ready Summer Academic Enrichment Program 17 089 01 002 040

OHE General E601705 Spinal Cord & Traumatic Brain (90,000) OHE Special E602711 Spinal Cord & Brain Injury ADM              90,000 transfer funds to special revenue account created for Spinal Cord & Brain Inj ADM 18 207 004 01B

OHE General E601705 Spinal Cord & Traumatic Brain (1,357,388) OHE Special E602710 Spinal Cord & Brain Injury         1,357,388 transfer funds to special revenue account created for Spinal Cord & Brain Injury 18 207 004 01B

OHE Loans E608000 Loan Capital Fund Administration (2,340) MMB General G9R0156 False Claims Account                2,340 EDMC Settlement MS 136A.131

OHE Loans E608000 Loan Capital Fund Administration (2,340) MMB General G9R0156 False Claims Account                2,340 EDMC Settlement MS 136A.131

OHE Loans E608000 Loan Capital Fund Administration (338,739) MMB General G9R0156 False Claims Account            338,739 EDMC Settlement MS 136A.131

OHE Loans E608000 Loan Capital Fund Administration (7,191) MMB General G9R0189 SEGIP Opt Out Savings                7,191 SEGIP Opt Out Savings 171 004 01 042

MDE General E372570 Alternative Teacher Prep Grant (750,000) OHE General E601404 Alternative Teacher Prep Grant            750,000 OHE will administer the Alternative Teacher Prep program 171 005 02 057 35A

MDE General E372580 Teacher Shortage Loan Forgiveness (500,000) OHE General E601437 Teacher Shortage Loan Forgiveness            500,000 OHE will administer the Teacher Shortage Loan Forgiveness program 171 005 02 057 36A

TOTAL (6,613,996)        6,613,996 



STATE OF MINNESOTA 
INTERAGENCY AGREEMENT 

Pursuant to Minnesota Statutes, Sections 16A.055 and 471.59, this is an agreement between Minnesota 
Management and Budget and Office of Higher Education. · 

1. Services to be Performed: 
Upfront de·velopment costs related to Enterprise Talent Development, Including technical support of 
the Enterprise Learning Management system, project management and implementation for 
Enterprise Talent Development, communications, elearning module development, workforce 
planning and an employee engagement survey. 

Authorized Agents: 
The following persons will be the primary contacts and authorized agents for all matters concerning 
this agreement. MMB: Dennis Munkwitz, Chief Financial Officer, or his successor, 400 Centennial 
Office Building, 658 Cedar Street, St. Paul, MN 55155, (651) 201-8004, For OHE: Winnie Sullivan, 
Deputy Commissioner, or her successor, 1450 Energy Park Drive, St. Paul, MN 55108. 

2. Consideration and Terms of Payment: 
In consideration for the services provided, the Requesting Agency agrees to contribute to this effort 
as follows: · · 

TOTAL COST for FY 18= $5,000 

You will receive a quarterly invoice from MMB fo·r $1,250, beginning July 2017. Each quarterly invoice 
shall be paid within 30 days of receipt. . 

3. Term of Agreement: 
This agreement is effective July 15, 2017, and shall remain In effect until June 30, 2018. 

4. Amendments: 
Any amendments to.this agreement will be In writing and will be executed by the same parties who 
executed the original agreement, or their successors in-office. 

Approved: 

1. Agency Signature 

By: v\J\N\'VJ. 

Title: 1)t~v½ G,vn~ I Ss\ ~ 

Date: 'l ( 1.- ~ \ -1,, b \ t"") 

2. Minnesota Management & Budget 

By: \A."~ 
Title: C:fv 

Date: 7-1'6 "\ 'i 





STATE OF MINNESOTA 
INTERAGENCY AGREEMENT 

Pursuant to Minnesota Statutes, Sections 16A.055 and 471.59, this is an agreement between Minnesota 
Management & Budget and the Office of Higher Education. 

1. Services to be Performed: 
The statewide executive recruiter will provide expertise and guidance to cabinet-level agencies in the 
filling of higher-level positions within the executive branch. 

) 

Authorized Agents: 
The following persons will be the primary contacts and authorized agents for all matters concerning 
this agreement. MMB: Dennis Munkwitz, Chief Financial Officer, or his successor, 400 Centennial Office 
Building, 658 Cedar Street, St. Paul, MN 55155, (651) 201-8004. For the Office of Higher Education: Winnie 
Sullivan, Deputy Commissioner, or her successor, 1450 Energy Park Drive, Suite 350, St. Paul, MN 55108. 

2. Consideration and Terms of Payment: 
In consideration for executive recruiting services provided, the Requesting Agency agrees to 
contribute to this effort as follows: 

TOTAL COST= $3,254.00 

Please enter a FY18 appropriation transfer in SWIFT to accounting string: 
Fund - 2001, FinDeptlD - G1010000, ApprlD - G100102 

3. Term of Agreement: 
This agreement is effective July 1, 2017, and shall remain in effect until June 30, 2018. 

4. Ame.ndments: 
Any amendments to this agreement will be in writing and will be executed by the same parties who 
executed the original agreement, or their successors in office. 

Approved: 

1. Agency Signature 1 I 
2. Minnesota Management & Budget 

\ 

By: I ~Le~ \ L;lt. By:1,/'V~ 
1) v 

Cfo Title: De.?v-\½ LO(Y)(Y) \( S.S:'j-o(\€,A... 
Title: 

-7,,_J!i;~!/ Date: :]0\~ z.~, ?-o ( r-r - Date: 



-



STATE OF MINNESOTA 
INTERAGENCY AGREEMENT 

Pursuant to Minnesota Statutes, Sections 16B.04 and 471.59, this is an agreement between the Depatiment 
of Administration (Admin) and the Office of Higher Education (OHE) 

1. Services to be Performed: 

Admin's Office of Enterprise Sustainability (OES) will supp01i state agencies by helping them to make 
choices that will improve sustainability outcomes through the implementation of best practices in their 
agency, provide agencies the assistance needed to reduce greenhouse gas emissions and water usage, 
increase energy efficiency and recycling, and to better coordinate sustainability effotis across state 
government. In order to provide transparency, OES is working to develop a State Government 
Sustainability Reporting Tool that will help agencies track and report their sustainability data. 

2. Authol'ized Agents: 
The following persons will be the primary contacts and authorized agent for all matters concerning this 
agreement: 

Admin: Erin Campbell, Assistant Commissioner, or her successor, Room 200, 50 Sherburne Ave., St. 
Paul, MN 55155, (651) 201~2561 

OHE: Winnie Sullivan, Deputy Commissioner, 1450 Energy Park Drive, Suite 350, St. Paul, MN 
55108, (651) 259~3922 

3. Consideration and terms of Payment 
In consideration for sustainability services provided, OHE agrees to contribute as follows: 
o Enter an appropriation transfer in SWIFT using the following accounting codes: 

Fund 2001, FinDeptID O02 lADMN, Approp ID 0027203 
o If assistance is needed, please contact Rachel Douglas (Rachel.Douglas@state.mn.us or 

651.201.2531). 
o Please transfer the following amounts no later than August 1st of each fiscal year: 

FY 2018: $1,500 FY2019: $1,200 Total for the biennium: $2,700 

4. Terms of Agreement 
This agreement is effective July 1, 2017 and shall remain in effect until June 30, 2019. 

5. Amendments 
Any amendment to this agreement must be in writing and will not be effective until it has been 
executed and approved by the same patiies who executed and approved the original agreement, or their 
successors in office. 

App1·oved: 
De aiiment of Administration 

By:UM yV\ ~ 
Title: ~S~~ 

Date: 7 · \ <{ • \ J 

By: {/L../~- -· 

Title: ~eeu+~) C:yv,m\ s s, O{,<-{/L 

Date: ·:1u l \/ I ~· ·7.,,,6 I'{ 
- I I 

Rev. 12/00 fnteragency Agreement 





STATE OF MINNESOTA 
INTERAGENCY AGREEMENT 

This agreement is by and between the OFFICE OF THE GOVERNOR and the DEPARTMENT 
OF HIGHER EDUCATION (agency), 

Services 
The OFFICE OF THE GOVERNOR agrees to provide: 

• Policy advisors, communications specialists, diversity and inclusion specialists, 
constituent services caseworkers, and legal staff to work closely with each agency head 
and/or designees to support the work of both the agency and the Governor's Office 
related to each issue area as well as Federal affairs work to represent the funding and 
policy interests of the various state agencies in the nation's capital. 

The Governor's Office will provide administrative and perdonnel oversight, with agencies 
having access to the staff as needed to achieve its goals, 

Term of Agreement 
Effective date: July 01, 2017 
Expiration date: June 30, 2018 

Consideration and Payment 
Cabinet agencies will contribute funds to be used for salaries, fringe benefits, and operating 
expenses to help support work related to federal affairs, legislative and cabinet affairs staff, 
communications, constituent services, and legal staff, 

The total obligation for the agency is $69,800.00 for the fiscal year ending June 30, 2018. Fiscal 
year payment should be processed by July 15, 2017. Contributions were based on a number of 
factors including size of agency, time spent on agency-related issues, federal dollars received, 
and previous contributions. 

Conditions of Payment 
All services provided by the Office of the Governor under this agreement must be performed to 
the satisfaction of the agency's Commissioner. 

Authorized Representative 
The Office of the Governor's Authorized Representative is Amanda Simpson, Director of 
Operations. The agency's Authorized Representative is the Commissioner. 

Rev. 5/25/16 Interagency Agreement 



Amendments 
Any amendment to this agreement must be in writing and will not be effective until it has been 
executed and approved by the same parties who executed and approved the original agreement, or 
their successors in office. 

Liability 
Each party will be responsible for its own acts and behavior and the results thereof. 

Termination 
Either party may terminate this agreement at any time, with or without cause, upon 30 days' written 
notice to the other party. 

AUTHORIZED SIGNATURES 

;:;ignature ~ (:'L 
B~=~-~~ 
Title: Cci.. """\.-.v...: S ~ \ ~ Q.. v 

Date: __ £~/_ot:_~-+-/_11~------

Office of the Governor Signature 

By:_~~=------

Title: ~\)_,_J--__ D __ r_etJ_vf-i_•_w---;-____ _ 

Date: _&J_,__/~{ s--1/c-1,--{_,_] _____ _ 

Rev. 5/25/16 Interagency Agreement 2 



STATE OF MINNESOTA . 
INTERAGENCYAGREEMENT 

This agreement is between the Minnesota Departments of Veterans Affairs (MDVA) and the Minnesota 
Office of Higher Education (OHE). The purpose of this agreement is to provide delegation authority to 
OHE from MDVA to assist in administering the Minnesota GI Bill program as provided under Minnesota 
Statutes, §197.791, Subd3(b). 

Agreement 
1 Term of Agreement 

1.1 Effective date: July 1, 2017, or the date the State obtains all required signatures under Minnesota 
Statutes Section 16C.05, subdivision 2, whichever is later. 

1.2 Expiration date: June 30, 2018, or until all obligations have been satisfactorily fulfilled, 
whichever occurs first. 

2 Scope of Work 
2.1 The OHE shall award and administer grants .to eligible veterans or the eligible spouses and 

children of veterans as provided under Minnesota Statutes, section 197.791 Minnesota GI Bill 
Program. 

,_,._.,,, __ ,,_,, .-.. , ___ .,,_, .. ,. ··-·-··· ·-······'···"-'-"'-••·-··· 
2,2 MDVA and OHE shall comply with the requirements specified in Exhibit A, Data Sharing 

Agreement Addendum, which is attached and incorporated into this Agreement. · 

3 Consideration and Payment 
3.1 The OHE shall submit an invoice by July 12, 2017 and the MDVA shall issue a lump sum transfer 

················ ·---- ·-·--· ---·---Mawtoptiati:oo mt.Re am.ountef$l;?Oo;ooo·on;ot<beweJnly'.ls;-2011··'."fht>-alki · · · · ··-····--
follows: 

3 .1.1 Of this appropriation, no more than $100,000 may be used for the administrative costs of 
operating this program. Accounting String E6010000 E601476 Fund 1000 

3.1.2 Of this appropriation, $1,600,000 shall be available to eligible veterans or the eligible 
spouses and children of veterans as provided under Minnesota Statute, section 197.791 
MinnesotaGIBillProgram, Accounting String E6010000 E601475 Fund 1000 

3 ,2 If the appropriation is insufficient, the OHE shall provide supporting data to the MDV A for a 
formal request to increase the fiscal year 2018 open appropriation. 

4 Conditions of Payment 
All services provided by OHE under this agreement must be performed to 1,IDVA's satisfaction, as 
determined at the sole discretion ofMDV A's Authorized Representative, 

5 Authorized Representative 
5 .1 MDV A's Authorized Representative is David Bellefe1;1ille, Director - Education and Employment, 

20 West 12th Street, 2nd Floor, St Paul, :MN 55155, (651)757-1564, or his successor, 

5 .2 OHE's Authorized Representative is Tim Geraghty, 1450 Energy Park Dr. Suite 350, St Paul, MN 

Rev, 12/00 Jnteragency Agreement 
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55108, (651)259-3950, or his successor. 

6 Amendments and Assignments 
6.1 Any amendment to this agreement must be in writing and will not be effective until it has been 

executed and approved by the same parties who executed and approved the original agreement, or 
their successors in office. 

6.2 OHE or MDV A may not assign its obligations or interest under this agreement to another agency. 

7 Liability 
OHE and MDV A agree that they are responsible for their own acts and the results thereof to the extent 
authorized by iaw and shall not be responsible for the acts of the other party to this addendum or 
preceding Interagency Agreement and the results thereof. The liability of a state agency is governed by 
the provisions of the Minnesota Torts Claims Act, Minn. Stat.§ 3.732 and 3.736, et. seq., and other 
applicable law. · 

8 Termination 
Either party may terminate this agreement at any time, with or without cause, upon 30 days' written 

. notice to the other party. 

APPROVED: 

By:_~-::#~~t....____--i~"'-----c-_l___~~r­
(Wit delegated authority) 

Title: D 1£ • l-JO•+ b'"Y:f ½ Ir~ 

Date: J -/ 0-- 17 

Title; Cro 
Date: 7 /7 /;;1. Q 17 

Rev. 12/00 lnletagency Agreement 2 
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EXHIBIT A 

STATE OF MINNESOTA 
DATA SHARING AGREEMENT ADDENDUM BETWEEN 

THE MINNESOTA OFFICE OF IDGHER EDUCATION 
AND 

MINNESOTA DEPARTMENT OF VETERANS AFFAIRS 

This Data Sharing Agreement Addendum ("Addendum") is attached to and made part of the preceding Interagency 
Agreement between the Minnesota Office of Higher Education (OBE) and Minnesota Department of Veterans 
Affairs (MDVA), The purpose of this addendum is to share data between two state agencies, ORE and :MDVA, in a 
manner consistent with applicable federal and state laws. The data will be used by staff at OHE and :MDVA to aid in 
the application and maintenance of the Minnesota GI Bill for current and future Minnesota Veterans and their 
families. 

1. MDVA is designated as the administrative agency of the Minnesota GI Bill in accordance with and Minn. 

2. 

Stat. § 197,791. :MDV A has delegated their authority to OHB to assist in administering the Minnesota GI 
Bill by executing the preceding Interagency Agreement with OHE as permitted and required in sectioµ 
Minn. Stat.§197.791, Sub, 3(b). 

OHE is designated as the administrative agency for carrying out the purposes a~d tenns of sections Minn. 
____ SJ;i..t_§l3.6A...l5 to_Mitm~St(l..t._§13.6..A.t'L0Z,_OB:E has accep~Jl,Jh.~dJit~gii.tjpn Q:(authm:ity_gr(l.nted_hy_ -· _ ···---· ·-----­

:MDV A to assist in administering the Minnesota GI Bill by executing the preceding lnteragency Agreement 
with :MDV A as permitted and required in section Minn. Stat.§ 197. 791, Sub. 3 (b ). 

3. The purpose of the MN GI Bill program is to provide postsecondary financial assistance for eligible 
Minnesota Veterans· and to the childr.en and spouses of deceased and severely disabled Minnesota Veterans . 

.... ·-· ····--·--·--···· .... - ... ····-·• ............. MDVA and.OHBhas state.and/or. federaLlegaLauthority. to.conductthesefunctions .. _. ____ ·---··~·--.......... ·---·--------·------· ... .. 

4, OHE is a state educational. authority under 34 C.F.R. § 99.31(a)(3)(iv). OHE, in accordance with Minn. 
Stat. § 136A.05 must cooperate with and supply infonnation in order to carry out and perform its duties 
which have been delegated by MDVA undel' Minn. Stat. § 197. 791. 

5, Data to be shared by ORE to MDV A under this agreement is limited to : 
a. Individual applicant demographic information to include: name, date of birth, social security 

number, and address/contact information; 
b. Amount of GI Bill payment made to each individual receiving such payment (not to include any 

other financial aid payment information); and 
c. Name of the institution receiving GI Bill payment made to each individual receiving such payment; 
d. A summary report containing the number of applications received and number of applicants 

awarded by type of eligible student; 
e. A summary report containing the aggregate GI Bill payment amount paid to each institution by 

institution name. 

The data and reports shared by ORE must be provided weekly to the MDV A authorized 
representative/designee, 

6. All data shared pursuant to this agreement will only be transmitted by a s~cured method that is agreed to by 
OHE and MDVA. . ... 

7. OHE and MD VA will retain the data shared pursuant to this addendum and preceding Interagency 
Agreement in a secure manner consistent with the provisions of this addendum, 

Rev, 12/00 Interagency Agreement 



8. ORE and MDVA agrees to comply with all applicable federal and state laws, statutes, and rules with 
respect to the protection of privacy, security and dissemination of the-shared data. Nothing in this addendum 
or preceding Interagency Agreement may be construed to allow either party to maintain, use, disclose or 
share infonnation in a manner not allowed by federal or state laws. OHE and MDVA understands that 
personally identifiable information maintained by either party to the addendum or preceding futeragency 
Agreement is subject to the privacy and confidentiality provisions of federal and state statutes, rules and 
regulations, including, but not limited to, the Family Education Rights and Privacy Act (20 U.S.C 1232g); 
related federal regulations (34 C.F.R. Pait 99); the Minnesota Government Data Praytices Act, Minnesota 
Statutes 13.01 et seq; and federal laws and regulations regarding students with disabilities (20 U.S.C. § 1417 
(c); 34 C.F.R. 300.32, 34 C.F.R. §§ 300.610-300.627)). 

9. OHE and MDVA certifies that all persons having access to any data shared or created under this addendum 
or preceding futeragency Agreement will be informed of the sensitive nature of the information and will be 
trained in the proper data handling and safeguard procedures. 

10. All employees, contractors and agents of OHE or MDV A will comply with all applicable federal and state 
laws with respect to the data shared under this addendum or preceding Interagency Agreement Nothing in 
this paragraph authorizes sharing data provided under this addendum or preceding Interagency Agreement 
with any other entity that is not a party to this addendum or preceding Interagency Agreement. 

11. OHE and MDVA will only disclose data in a manner and form for reporting purposes as described under 
-·• . __ ,. -· ---~th=e~pJeceding_InteragencyJ\.grM111ent. MDV A and OHE_lllil.YJlOt disclose this data in any form to other 

parties other than one identified in this addendum or the preceding Interagency Agreement. 

12. Each party is responsible for the destruction of data shared pursuant to this addendum that is in their 
possession in accordance with that party's approved records retention schedule and all applicable federal 
and state laws, statutes, and rules. 

3. 

14. 

Rev.12/00 

OHE or MD may not assign 1ts o 
Agreement to another agency. 

ORE and MDVA represent that they are authorized to bind to the terms of this addendum, including 
confidentiality and destruction or return of student data, all related or associated institutions, individuals, 
employees or contractors who may have access to the data or may own, lease or control equipment or 
facilities of any kind where the data is stored, maintained or used in any way. 
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STATE OF MINNESOTA 
INTERAGENCYAGREEMENT 

Pursuant to Minnesota Laws 2017, Chapter XX, article xx, sec. x, subdXx, this agreement is between the 
Minnesota Departments ofHigher Education and Labor & Industry. 

Agreement 
1 Term of Agreement 

I. I Effective date: July 1, 2017 or the date the State obtahs all required signatures under Minnesota 
Statutes Section 16C,05, subdivision 2, whichever is later. 

1.2 Expiration date: June 3 0, 2018, or until all obligations have been satisfactorily fulfilled, 
whichever occurs first. 

2 Scope of Work 
The Minnesota Office of Higher Education is directedby statute to transfer to the commissioner of 
labor and industry $200,000 ~r year for identification ofcompetence standards for dual training to 
effectuate the purposes of Minnesota Statute 175.45. 

3 Consideration and Payment 
The Office ofHigher Education will transfer$200,000.00 upon execution oflnteragency Agreement, 
but not later than July 31, 2017. 

The Office of Higher Education will transfer$200,000.00 for fiscal year 2019on or aboutJuly 15, 
2018, not later than July 31, 2018. 

The total obligation ofthis interagency i-greement is $400,000.00, 

4 Conditions of Payment 
Please enter an appropriation transfer in SWIFT to accounting string: 
Fund - 1000 FinDeptID - B421000 AppropID - B421003 

5 Authorized Representative 
Minnesota Department ofLabor & Industrys Authorized Representative isKristy Swanson, Chief 
Fiscal Officer, 443 Lafayette Road N, St. Paul MN 55155 (6:1)284-5528)], or his/her successor. 

The Office of Higher Educatiotis Authorized Representative isTimothy M. Geraghty, Chief Fiscal 
Officer, 1450 Energy Park Dr;St. Paul, MN 55108 (651-259-3650), or his/her successor. 

6 Amendments 
Any amendment to this agreement must be in writing and will not be effective until it has been 
executed and approved by the same parties who executed and approved the original agreement, or their 
successors in office. · 

7 Liability 
Each party will be responsible for its own acts and behavior and the results thereof. 

8 Termination 
Either party may terminate this .agreement at any time, with or without cause, upon 30 days' written 
notice to the other party. 

Interagency Agreement 
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1, MinnesMjPepartG't of Labor & Industry 

By: ~,1.-v/}?{:)fJftl'--6\ ~ 
Title: 

1 UL 'TO ~ 
Date: --'-I+--</} l~z-'------,q 1--'-J /_,_}--__ _ 

- r' I 

2. Minnesota Office of Higher Education 

ByJ:4/4~ 
Title: Cl-'0 

Date: 7P'f/?o I 7 

l' 
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STATE OF MINNESOTA 
INTERAGENCYAGREEMENT 

This Interagency Agreement is by and between the Minnesota Department of Health (''MDH") and the 
Minnesota Office of Higher Education ("ORE"). 

Recitals 

WHEREAS, pursuant to Minnesota Statutes section 136A.0l, subdivision 2, ORE was established to 
provide, among other things, necessary state level administration of postsecondary fmancial aid programs, 
including accounting, auditing, and disbursing state and federal :financial aid funds, and reporting on 
fmancial aid programs to the governor and the legislature; and 

WHEREAS, pursuant to Minnesota Statutes section 13 6A. l 795, subdivision 2, and as part of its mission 
to oversee postsecondary financial aid programs, ORE is tasked with establishing and administering a loan 
forgiveness program for large ~llimal veterinadans who agree to practice in designated rural areas that are 
underserved and work full time in a practice that is at least fifty percent involved with the care of food 
animals; and 

WHEREAS, pursuant to the Laws of Minnesota 2017, chapter 89, article 3, section 3, the Commissioner 
of ORE may select a maximum of five applicants each year for participation in the loan forgiveness 
program, within the limits of available funding; and 

WHEREAS, pursuant to the Laws of Minnesota 2017, chapter 89, article 2, section 2, the legislature 
appropriated $375,000 in fiscal year 2018 and $375,000 in fiscal year 2019 for the purpose of funding the 
large animal veterinarian loan forgiveness program; and 

WHEREAS, pursuant to Minnesota Statutes section 144.1501, MDH manages and administers a large­
scale student loan forgiveness program that forgives qualifying student loans for Minnesota's advanced 
dental therapists, dental therapists, dentists, mental health professionals, medical residents, midlevel 
practitioners, nurses, nurse-midwives, nurse practitioners, pharmacists, physicians, physician assistants, 
and public health nurses; and 

WHEREAS; in the interest of achieving maxim.urn efficiency by leveraging MDH's considerable 
expertise in managing and administering other loan forgiveness programs, both ORE and MDH have 
agreed that MDH should assUII).e responsibility for the large animal veterinary loan forgiveness program; 
and 

WHEREAS, pursuant to Minnesota Statutes section 144. 07 4, MDH is empowered to receive and accept 
money, property, or services from any person, agency, or other source for any public health purpose within 
the scope of statutory authority; and 

WHEREAS, pursuant to Minnesota Statutes section 144.0742, MDH is authorized to enter into 
contractual agreements with any public or private entity for the provision of statutorily prescribed public 
health services; and 

WHEREAS, pursuant to Minnesota Statutes section 471.59, subdivision 1, MDH and ORE are 
empowered to jointly and coop'eratively exercise the:ir common powers and are authorized to provide for 
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the exercise of these powers by entering into this Interagency Agreement; and, finally 

WHEREAS, the totality ofMmnesota's contracting law and related policies enable ORE and MDH to 
enter into an agreement in which OHE delegates administration of 

NOW, THEREFORE, the parties consent to be bound by the following: 

Agreement 
1 · Term ofAgreement 

1.1 Effective date: November 15, 2017, or the date the State obtains all required signatures under 
Minnesota Statutes Section 16C.05, subdivision 2, whichever is later. 

l.2 Expiration date: June30; 2019, or until all obligations have been satisfactorily fulfilled, 
:whichever occurs first. 

2 Scope of Work 
MDH will administer the "'!,eterinarian L'oanForgiveness Program for large animal veterinarians 
consistent with Minnesota Statutes sect1on 136A.l 795. See Exhibit A, consisting of the statute 
governing the Large Animal Veterinarian Loan Forgiveness Program, which is attached and 
incorporated into the Agreement. · 

3 Consideration and Payment 

ORE will transfer $375,000 to MDH each year by Decymber 29th. 

The total obligation ofOHE for l:l,11 compensation and reimbursements to MDHunderthis Agreement 
will not exceed $375,000. · 

4 Conditions of Payment 
All services provided by MDH mider this Agreement must be performed to the satisfaction of ORE, as 
determined at the sole discretion of OHE's Authorized Representative, or his successor. 

Transfer·offunds will be .niade to the following SWIFT accounting string: 

Fund:2000 FiriDept: Hl239838 ApprID: H12F09J Project: H12HF09F 

5 Authorized Representatnye .. 
ORE's Authorized Representative is Timothy M Geraghty, Chief Fiscal Officer, 1450 Energy Park 
Drive, St. Paul, MN 55108(651) 259-3950, or his successor. · 

MDH's Authorized Reprei~ntative is Will Wilson, Supervisor, Office of Rural Health and Primary 
Care, PO Box 64882, St. Paul, MN 55164-0882 (651) 201-3842, or his successor. 

6 Amendments 
Any amendment to this agreement must be in ·writing and will not be effective until it has been 
executed and approved bi the same parties who executed and approved the original agreement, or their 
successors in office. · 
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7 Liability 
Each party will be responsjble for its own acts and behavior and the results thereof. 

8 Termination 
Either party may terminate this agreement at any time, with or without cause, upon 3 0 days' written 
notice to the other party, 

1. STATE.ENCUMBRANCE VEfu'F,CATION 
· Indtvidual certifies that funds have been encumbered as 

required by Minn. tat, § 16Al . anil'· C.05. 

2. Minnesota Department.of Health., 
. f\ 

By: \ \ (Lt ii) ll ~l!IL] 
--=-- (With delegated authority) 

/' :r-:-o Title: __ L-,,_,_ i ________ _ 

Date; // ./, / 2.-0 { 7 

11""Accoun,i~ ru1:rvisor Principal 
Date: . l \_ )~ 
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EXHIBIT A 

1 MINNESOTA STATUTES 2016 136A.1795 

136A.1795 LARGE ANIMAL VETERINARIAN LOAN FORGNENESS PROGRAM. 

Subdivision 1. Definitions. (a) For purposes of this section, the following terms have the meanings 
given. · 

(b) "Veterinarian" means an individual who has been awarded a doctor of veterinary medicine degree 
from the College of Veterinary Medicine, University of Minnesota. 

( c) "Designated rural area" means an area in Minnesota outside the counties of Anoka, Carver, Dakota, 
Hennepin, Ramsey, Scott, and Washington, excluding the cities ofDuluth, Mankato, Moorhead, Rochester, 
and St. Cloud. 

(d) "Emergency circumstances" means those conditions that make it impossible for the participant to 
fulfill the service commitment, including death, total and permanent disability, or temporary disability lasting 
more than two years. 

( e) "Qualified educational loan" means a government, commercial, or foundation loan for actual costs 
paid for tuition, reasonable education expenses, and reasonable living expenses related to the education of 
a veterinarian. 

Subd. 2. Establishment; administration. (a) The commissioner shall establish and administer a loan 
forgiveness program for large animal veterinarians who: 

(1) agree to practice in designated rural areas that are considered underserved; and 

(2) work full time in a practice that is at least 50 percent involved with the care of food animals. 

(b) Appropriations made to the program do not cancel and are available until expended, 

Subd. 3, Eligibility. (a) To be eligible to participate in the loan forgiveness program, an individual must; 

( 1) be a veterinarian who has been awarded a veterinary medicine degree within three years of submitting 
an application under this section, or be enrolled in the veterinarian degree program and making satisfactory 
progress in the College of Veterinary Medicine, University of Minnesota; and 

(2) submit an application to the commissioner in the form and manner prescribed by the commissioner. 

(b) An applicant selected to participate must sign a contract agreeing to complete a five-year service 
obligation to practice as required under subdivision 2, paragraph (a), 

Subd. 4. Loan forgiveness. (a) The commissioner may select a maximum of five applicants each year 
for participation in the loan forgiveness program, within the limits of available funding. Applicants are 
responsible for securing their own qualified educational loans, 

(b) The commissioner must select participants based on their suitability for practice serving the designated 
rural area, as indicated by experience or training. The commissioner must give preference to applicants 
closest to completing their training. 

(c) The commissioner must make annual disbursements directly to the participant of $15,000 or the 
balance of the participant's qualifying educational loans, Whichever is less, for each year that a participant 
meets the service obligation required under subdivision 3, paragraph (b), up to a maximum of five years, 

( d) Before receiving loan repayment disbursements and as requested, the participant must complete and 
return to the commissioner an affidavit of practice form provided by the commissioner verifying that the 
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participant is practicing as required under subdivision 2, paragraph (a). The participant must provide the 
commissioner with verification that the full amount ofloan repayment disbursement received by the paiiicipant 
has been applied toward the designated loans. After each disbursement, verification must be received by the 
commi.ssioner and approved before the next loan repayment disbursement is made. 

( e) Participants who move their practice remain eligible for loan repayment as long as they practice as 
required under subdivision 2, paragraph (a). 

Subd. 5. Penalty for nonfulfillment. If a participant does not fulfill the required minimum commitment 
of service required under subdivision 3, paragraph (b ), the commissioner must collect from the participant 
the total amount paid to the participant under the loan forgiveness program plus interest at a rate established 
according to section 270C.40. The commissioner must deposit the money collected in the state general fund. 
The commissioner must allow waivers of all or pait of the money owed the commissioner as a result of a 
nonfulfillment penalty if emergency circumstances prevented fulfillment of the service obligation. 

Subd. 6. Rules. The commissioner may adopt rules to implement this section. 

History: 2009 c 95 art 2 s 23,· 2013 c 99 r;rrt 2 s 29,- 2014 c 149 s 29-32 
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STATE OF MINNESOTA 
INTERAGENCYAGREEMENT 

This agreement is between the Minnesota Department of Employment & Economic Development 
("DEED") and Office of Higher Education ("OHE"). . 

Agreement 
1 Term of Agreement 

1.1 Effective date: October 14, 2017, or the date the State obtains all required signatures under 
. Minnesota Statutes Section 16C.05, subdivision 2, whichever is later. 

1.2 Expiration date: October 15, 20 i 7, or until all obiigations have been satisfactorily fulfilled, 
· whichever occurs first. 

2 Scope of Work .. 
State of Minnesota Cabinet Level Agencies are hosting a State Career Fair on October 14, 2017 from 
10 - 3 p.m. DEED will act as the Executive Sponsor, Fiscal Agent, and dedicate staff resources to the 
plru.ming of the State Career Fair. OHE will participate in the State Career Fair, this includes 
contributing monetarily to the cost of the State Career Fair and providing staff at their respective 
agency booth and where possible, other staff to assist on the day ofth.e event· 

For OHE's participation fee, the agency will receive the following: 

• A table for OHE's agency at the career fair 
· • · Save-the-date templates to send to your listservs 

• The ability to hold onsite interviews (if applicable) 
• Contineµtal Breakfast and lunch for OHE'!> agency representatives on the day at tlie event 
• The ability to meet people, promote OIIB's agency, and build your own contact list for tecruiting 

3 Consideration and Payment 

The cost ofOHE's participation in the State Career Fair is $500'. 

Th~ total obligation of OHE for all compensation and reimburs~ments to DEED under this agreement 
will not exce~d $500. · 

4 Conditions of Payment , 
All services provided by DEED under this agreement must be performed to OHE's satisfaction, as 
determined at the sole discretion of OHE's Authorized Representative. 

5 Authorized. Representative 
DBED's AtJ.thorized Representative is Blake Chaffee, Deputy Commissionei, 1st National Bank 
Building, 332 Minnesota Street, St. Paul, MN 55101, 651-259-7161, or his successor. 

Office of Higher Education's Authorized Representative is Tim Geraghty, 1450 Energy Park Drive, 
St. Paul, MN. 55108, 651-259-3950 
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6 Amendments . 
Any amendment to this agreement must be in writing and will not be effective until it has been 
executed and approved by the same parties who executed and approved the original agreement, or their 
successors in office, 

· 7 Liability 
Each party will be responsible for its own acts and behavior and the results thereof. DEED will take · 
the lead on purchasing a liability rider for the day of the event. · 

8 Termination 
Either party may terminate this agreement at any time, with or without cause, upon 30 days' written 
riotice to the other party. 

1. STATE ENCUMBRANCE VERIFICATION 

Individua! certifies ~hat funds have. been encumbrred as 
required by Minn. Sta §§"t6A.15 ·and 16C.05. 

Signed: ' · J 
Date: _ __,Cjf'.,_,f'-i_{-+-/_,z,._(j._(----'7 ____ _ 

2. Office of Higher Education 

Title: CFO 

Title: Deputy Commissioner 

Date: 1/q/7 
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STATE OF MINNESOTA 
:INTERAG'.ENCY AGREEIV,lEN'J; 

Thls agreement is between the Minnesota. Office of Higher Education (OHE) and Minnesqta: State 
Colleges and Univ~rsities (Minnesota State). 

Agreem~nt 
1 Term ·of'Agreen1ent 

1.1 Effective (la,te: August 15~ 2017 qr the date the State _obtains all requited signatµres 1.Wder 
Minnesota Statutes Section l 6C.05, subdivision 2; whichever is later. · 

i.2 Expiration date: Ji.me 3 O, 20181 or until all obligations· have been satisfactorily fulfilled, 
whichever ocoursfirst. ·.• 

2 Sco~e of Work 

Project Overview 

Approximately 36% of high school graduates who enroll in college do not complete a credentiai (21,.000 
students each year).. '.These students are no¥{working adults with some. college credits; likely some debt but 
no postseoondruy cetiificate or degree; Among all 25-44 y.e~ olds jn. Minnesota, appto~ately 10% 
(143,000) have earned some college credits, butno certificate or degree, In recent years, a number of 
initiatives have attempted to encourage certificate and degree completion among. adult learners, specifically, 
those stµdents with' sonie .creclits l;>µt no. _crede;ntiaJ. 'J:;:lu~ prqgram sti:uctutes-have varied from fmancial 
assistance to degree completion programs. Iv.(any of these: efforts have shown promising results but 
Minnesota has been: unable to sustain and sca1e these efforts statewide. · 

To ensure success. ru:id sustainabil,it5dn increa,s.ing educational l,lt{:ain:tnent levels among adult learn,ers, the 
four barriers Minnesota must overcome are financial aid su;fficlency, outreach, stu\fent serv.ices; and wrap~ 
around supports. · · · 

Funding from the: J,umfna I!'oundation 

· OF.IE a.nd Minnesota State Colleges & Universities- partnered to sµbmit a request for fu'Q.<ling to the Lumm.a 
Foundation in.March 2017 to fund 11.new program cailed the Minnes.o.ta State ]?.etutning&hotars program. 
Minnesota State Returning Scholars targets former students aged 25-44 who: have completed 50% or more 
of a certificate .or degree ·prC!>gra:m in. order fo fadlitate re...-ento1l:ttient .in college l!J).d c~rti;ficate/degtee. 
completion. Th.e progranr has four compotJ.e1;1ts: targeted outreach.and:i:e:.ew()lhrtent, system navigation and 
support, targeted.financial assistance, and program eya1uati<;m. Lumina Foundation approved :fundu).g for 
Minnes_ota' s ptoposaUn June _2017 for the_ period July 2•17:.June 20.18. Fundirtg fer future years is · 
contingent-upon -OHE and Mionesoti:i State securing, mat91).mg funds. Thi.s int¢ragency agreement covers 
the period July 2017-June 2'018-. 
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Scope ofWorkJuly 2017:..June2Oi8 

The July 2017-Jun_e 2018 time perfod comprises the ratnp"'.up period for the Minnesota State Return:ing 
Scholars·-program. Work to be completed during:this :time period encompasses the following duties a,nd 
deliverables: .., 

1. Advisory Committee , 
Minnesota State will talce the lead in the formation of an Advisory Committee beginning in .September 
2017, including member recruitment, charter development, and serving on/staffing the Advisory 
Committee. The Advisory Committee will develop final eligibility requirements; d.\;ltermine if eligibility 
-criteria can be adapted to directly address, disparities in e~ol!ment and completion by race/ethnicity, 
identify pilot fustitutions, and other project needs as identified by 'Minnesota State and QHE project staff. 

Deliverables: Advisory Committee Charter, Advisory· Committee mempership list, Advisory. Committee 
activiti~~ report (due each invoice period) · . 
Requirements: Advisory Committee wiUmeetat a minimum twice between Augµst 1, 2017 and December 
31, 2017 and twice between January 1, 2018 and June ~0; ZOU. · 

2: · Progr.am Design 
Minnesota State will develop the final program design encompassing targeted outreach and-re-emolln;tent, 
system navigation and student seryices. with suppql;l; from OBE. 

Deliverables: Program Design activities report 

3, Outreach 
In order t0 re-enroll targeted prospective students, Minnesota State will develop automated outreach 
strategies. Activities in this &rea include: ' 

o IT/research support for identifying·prospective students for targeted outreach 
o Development of a communications pian fot personalized outreach.to prospective students 

~oliii.cing their eligibility to· be.com.e a Returning Scholar (postcard, emails, phone co11tact), and 
o Design of a re-enrollment website tailored to Returning Scholars. 

Deliverables: Report ofidentificaticm of prospective students, Communications plan, Website desiiµi 

4. Program'staffing 
Minn~sota State will develop a staffing plan in collaboration wjth campus partners. Staffmg w'ill fucli1d.e. 
System/Site Coordination and :Wavigators, · -

System/Site 'coordination: The Sit<::\ Coordination role will be staffed by employees of Minnesota 'State. 
This position will support the. project by coordinatjn.gwith college$ at1,d ORE, assist OHE in obtaining 
'state matching funds, solicit private matching funds and fu..:kind donations, manage the·Returning · 
ScJ?.ofars communications and outreach process, ass·ist campuses with advising,. technical assistance, 
and commqnfoatio:11s, staft:the Advisory Committee, .and assist OBE with nf:leds related to project · 
evaluation. 
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Navigators: The Navigator role will be st.affed by Minnesota_ State or the partnering colleges. Tliis 
position will support the project by- do.mg. oµtreacl.J. and initializing contact with prospective appli<;ants, 
serve as the institutional point_person, assist the student in navigating the institutional systems needed . 
for their success;. cheek0in with the student and provide advising, collaborate with Academic Advisors, 
work with ilie student tq determine needs andt-o connect the student to resources and community 
s~rvices required to successfully complete-their program (e.g. :SNAP, Child dare, WIC, MFIPITANF, 
Transportation assistance; Emergency ho'us:ing/housing assistance; food shelves), ·develop refati0nships 
with community and life resou;rces/organizations~ ani develop additional 91_1lineresou:,:ces to facilitate 
sca.l~ility of the program statewide in support of post~grant sustainability. 

5. Evaluation Planning . 
Minnesot~ State wiH assist-ln OHE in thefor.tnation of the program ·evaiuatlon. desi~ and execution plan. 

6, Securing Emergency Assistance an_d Institutional1ncentive Funding 
Minnesota State will assist institution!ll partners h;l designing emergency assistance strategies for the 
targeted popuiation an4identl:fying potential institutional incentives for targeted students as described in 
the proposal (Attachment 2). 

7. Securing State Matching Funds 
Minnesota State will assist OHE in securing- state match.lug funds and legislative authority for the program 
as described in the pr0posal (Attachment 2). 

Requirements: Minnesota State· will deliver testimony at the Legislature in support of OHE' s funding 
proposal, if requested by OHE. 

8; Reporting 
Minnesota. State will assist ORE m submitting required repo:tting to the Lumina Foundation in compliance 
with_ conc:Htt~ns of the gJ;811-t. 

3 Consideration and Payment 

Minnesota State will invoice OHE for work completed as follows: 

1. Advlso,.y G_ommittee 
Minnesota State will be compensated for travel/mileage paid for advisory committee, direct 
meeting costs; parking, and catering for :working meetings: Tofal expenses fodhe· Advisory 
Cot(Unitle~ expell$es shall not exceed $_5-,000 oetvveen August 11 2017-J)ecember 31, 2017 and 
$5,000between J~ua.ry 1, 2018-June 30,.2018. 

2. Program Design 
. Minne~ota St~te will not be. compensated.by ORE for work related to program design. 

3. Outreach: 
Minnesot1:1- State will be co;oipens,ated for Outreach expenses up to $25,000 between August 1, 
2017;..December 31, 2017 and up to an additional $50,000 between January 1, 2018~Jui:te 30, 
2018. - -

4. Program staffing 
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---------------------------------- -

a. System/Site Coordination: Minnesota State will be compensated for site coordination 
including salary and fringe benefits, and related expenses, Expenses in this area shall not 
exceed$69,500 between Jari-uary 1, 2018".June 30, 2018. _ 

b. Navigators: Minnesota State will be conipensa;ted for navigator serv.ice$ incfudingsalary 
and fringe·benefits, and related expenses. Expens~s in tliis are.a shall not exceed $170,000 
between January 1, 2018-June 30,.2018, 

5. Evaluation Planning 
Minnesota State wm not be compensated by OHE for work related to evaluation plaruiing. 

6, SecµringEmergency Assistance and Institutional Incentfv_e FUf)ding 
. Minnesofa State will not be compensated by OHE fqr work related to securing emergency 
ass-fstance and institutional incentive funding . 

. ~:'r' 

7. Securing State Matching Funas _ 
Minnesota State will not be compensated by-OHE fol' work related to securing state matching 
funds. 

8, Reporti-µg 
Minnesota State will not be compensated by ORE for work related to required reporting to the 
Luinina Foundation in compliance-with conditions of the grant. 

At a minimum, Minnesota State will submit invoices to ORE.for workperformed for the period ending 
December 31-,2017 and June 30, 2018~ Minnesota State may choose to submit invoices more 
frequently, not to e:xeeed once per month. :iyfipnesota S'tate can invoice OHE for up to 10% of the 
obligation per payment period upon execution of contract. 

The total obligation 9f ORE for. all compensation and rei(nhu_rsepients to Minnesota- State/under this 
agreement will not exceed $32~,500 as described above and shown irr Attachment_ 1. 

4 Conditions of Payment 
All services provided by Minnesota State under this agreement must be performed to OBE 's 
satisfaction, as detenn:ined at the soie discretion ofOHE' s Authorized Representative. 

Payments µnder this agree.J,llent wHl 1:ie.inade from private funds obtained by OHE from the Lumina 
:I!oundatfon grant #10136. If at any time such funds become unavailable; this Agreement shalt be 
tennihated immediately upon written notice. of such fact by OHR to Minnesota State.1n the event of 
a:ny such termination, Mibneso_ta Sfate shall be enti_tled to payment detenn1ned on a pro rata basis-for 
services satis:l;acto!Jly performed fo the .e~ent that-funds i:ire available.. · 

Payments: under _this Agreement will be during two payment periods. Period one is August 1 to 
De.cember31; . .2017. :Period 2 is.January 1 to)une 30, 2018, These.payment periods correspond io 
availability offunds from the Lumina Foundation. · · · 
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5 Authori.z_ed Representative 
Minnesota State's Authorized Representative is Mazy '.Rothchild;. Senior System Director, Workforce: 
Development, Minnesota State Colleges and Universities, 3 0 7th Street East, Suite 3 50~ Saint Paul, 
11N 5-5101, 651.201.1672, mary.rothc:hild@minnstate.edu, or his/her successor. 

0HE's Authorized Representative is-Meredith Fergus, Manager Financial Aid Research / SLEDS 
Coordinator, Minnesota Office of Hlgher Education, 1450 Energy Park Drive #350~ Saint Paul; 11N 
55108, 65lwi59w3963, meredlth.fergus@state.mn.us, ·or his/her successor. 

6 Am_endments 
Any amendment to this agreement must be in writing and will not be effective until it has been 
executed ru:id approved_ by the same parties who executed and approved the.original agreement,. or, theit 
suocessor:fin offi-pe. 

7 Liability 
Each party will be tesponsible fot its own acts·-and behavior .and the results thereof 

8. Termination . 
Either party may terminate this agreement at any time, with or without cause, upon 30 days' written 
notice to the 01:her party. 

1. STATE ENCUMBRANOEYERlFICATION 

Individual certifies lhatfimds-have been encumbei'ed as 
required by Minn. St~ §§ f:6Al5,11~ 16c;ps. . 

, · 0. , \ \\\\ .. . \ \ l · (\ 
Signed: -liv'"''Y f,, \ \ . l'(Y{,,, '' < t:( '(J1 ~ 
Datei ~Q~~ / __, / . g . 
2. T:;•orJ~EDUCATION 
By: ✓~4-. '711 ,~ 

'furiothJGeraghtj; 
(With .delegated authority) 

Title: ChiefFinanciaWfficer 

Date: g/1/)o17 

Rev. 12/00 Jnteragency Agreement 5 



Attachment 1 
Authorized Compensation and Rejmlmrsemen,ts 

.. 

Work 
Period 1.: August 1. to Period 2: January 1 to 
December 31, 2017 June ,30, 2018 

Advisory Committee $5,000 $5,000 
-- . 

Program Design . $0 $0 

Outreach $25,000 .$50,000 

Program Staff mg: System/Site Geordfuafion $0 $69,500 

Program Staffing: Navig!!-tors $0 $110,000 
-

Evaluation Planning $0 $0 

Securing·Emergency, Assistance arid 
$0 $0 Institutional Incentive Funding 

Securing State Matching Funds $0 $0 

Reporting $0· $0. 

Total Obligation $30,000 $294,500 
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Attachment 2 

Grant Proposal to the Lumina Foundation 
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Lu.MINA 
PROPOSAL BUDGET 

ORGANIZATION NAME: Minnesota Office of Higher Education 
Date: May 15, 2017 

TOTAL 
TOTAL 

SUGGESTED BUDGET 
REQUESTEDLUMINASUPPORT 

LUMINA TOTALNON-LUMINA 
PROJECT 

CATEGORIES SUPPORT SUPPORT 
REQUESTED 

BUDGET 

Yearl · Year2 Year3 Year4 In-Kind Other Funds 

Jan-Dec 2017 Jan-Dec2018 Jan-Dec 2019 Jan-June2020 

1. Direct Project Cost~ 

Personnel Expenses - STATE COORDINATION/FINANCIAL AID MGMT 

Salaries* (Megan Fitzgibbon, Manager State Financial Aid, $79,300,0.34 FTE for years 2-4 split 
$0 $26,680 $14,720 $0 $41,400 $55,000 $0 $96,400 

between Lumina and :Minnesota) '· '· 
Benefits (50%) $0 $13,340 $7,360 $0 $20,700 $27,500 $0 $48,200 

Personnel Enenses - Minnesota State/ SITE/SYSTEM COORDINATION 
Salaries* (2 staff to be determined, expected salary $81,000 each, 0.42 fIE for years 2-4 split 

$0 $68;000 $38,000 $0 $106,000 $0 $129,000 $235.000 
between Lumina and Minnesota) · 

Benefits (49%) $0 $33,5.00 $18,000 $0 $51,500 $0 $63.500 $115.000 
Personnel Exnenses - Minnesota State/ NA VI GATORS 
Salaries* ( 4 staff to be determined, expected salary $57,000 each, 4. 00 FTE for years 2-4 split 

$0 $161,000 $94,000 $0 $255,000 $0 . $315,000 $:570,000 
between Lumina and Minnesota) 
Benefits (49¾) $0 $79,000 $46,000 $0 $125,000 $0 $155,000 $280,000 
SUBTOTAL: Personnel Exvenses $0 $381,520 $218,080 $0 $599,600 $82,500 $662,500 $1,344,600 

Other Direct F.xnenses 
Materials and Supplies* $0 $0 $0 $0 $0 $0 $0 $0 
Equipment Rental/Purchase* $0 $0 $0 $0 $0 $0 $0 $0 
Travel* $0 $0 $0 $0 $0 - $0 $0 $0 
Meetines/Conferences* $5,000 $8,000 $5,000 $0 $18,000 $0 $12,000 $30,000 
Consultants* $0 $0 $0 $0 $0 $0 $0 $0 

Evaluation* $0 $10,000 $10,000 $0 $20.000 $0 $130,000 $150,000 
Communication* $25,000 $60,000 $20,000 $0 $105,000 $0 $45,000 $150,000 

Subcontracts or subgrants 
Subgrant - scholarships $0 $0 $0 $0 $0 $0 $1,600.000 $1,600.000 
Subgrant - emergency assistance $0 $0 $0 $0 $0 ,> $0 $40,000 $40,000 
Subgrant - institutional incentives $0 $0 $0 $0 - $0 $0 $500,000 $500,000 

Third-Partv Grant Management $0 $0 $0 $0 

SUBTOTAL: Other Direct Expenses $30,000 · $78,000 $35,000 $0 $143,000 $0 $2,327,0.00 $2,470,000 

2 In direct Costs (if requested) 
.. 

Indirect Expenses ** OHE $0 $3,480 $1,920 $0 $5,400 $0 $0 $:5,400 

Indirect Expenses **.Minnesota State $0 $0 $0 $0 $0 $0 $0 $0 

SUBTOTAL: Indirect Expenses ( $0 $3,480 $1,920 $0 $5,400 $0 $0 $5,400 

3 GRAND TOTAL $30,000 $463,000 $255,000 $0 $748,000 $82,500 $2,989,500 $3,820,000 

*Please attach an itemized list of all anticipated direct project expenses. ** Refer to Section Nin the grant proposal form. 



Overall Adult Promise Budget-Minnesota 3/31/2017 

Component Ramp Up Year Pilot Year 1 Pilot Year 2 Tota! 

Calendar Year 
January-June July-December 

January-June 2018 
July-December January-June July-December January-June 

2017 . 2017 2018 2019 2019 2020 

State Fiscal Year 2017 2018 2019 2020 

Number of Students ) 
D recipients. 500 recipients 300 recipients; 200 graduate 500 recipients 

Outreach (initial identification for students stopping out and $0 $25,000 $50,000 $25,000 $25,000 $25,000 $0 $1S0,000 
personalized emails, regional advertising, website creation) 

Navigators 4 FTE staff ( 4 staff at 1: 125 recipients/# students 
whom they work with/touch is much higher e.g. 1:500; $85,Q00 $0 $0 $170,000 $170,000 $170,000 $170,000 $170,000 $850,000 
per FTE; half time in ramp up year) : 

System and Site Coordination (1 FTE System Coordinator; 
$100,000 0.5 FTE Site Coordinator per site for the 2 sites; $100,000 per $0 $0 $100,000 $100,000 $100,000 $100,000 $soo;ooo 

FTE) 

Targeted Financial Assistance· $0· 
• Emergency Assistance (10% ofRetw:ning Scholars* 

$0 $0 $0 $12,500 , $12,500 $7,500 $7,500 $40,000 
$500 per year) 

• Returning Scholarships ($2,000 per Retmning Scholar) $0 $0 $0 $500,000 $500,000 $300,000 $300,000 $1,G00,000 

• .Incentives/supplemental funds provided by the 
institution to participants to cover barrier expenses (prior 

$0 $0 $0 $250,000 $250,000 $0 $0 $500,000 
unpaid tuition, etc) estimated at $1,000 per Retw:ning 
Scholar 

Advisory Committee $0 $5,000 $5,000 $5,000 $5,000 $5,000 $5,000 $30,000 
Evaluation $0 $0 $10,000 $0 $15,000 $125,000 $0 $150,000 
:rotai\::: :c .. ,,i,.:,J•/ .... ,._,;,:,:; :<?,f'.'< :;\: ,·,;.; ':, ...• ,. -'';:', _;:,:,;:;/-' · .. ,:. -- . '/!:$b ·c::r1';fr, $'3o;odo .·. :$335;000 :;\ $1;062;500. <-~:$i;0?:7;5Q'b ,;: $732;'500 \'';$582.{500 .: " '?$3}sio ;ooo 

Match by Lumina for non-finandal aid expenses $0 $30,000 $335,000 $128,000 $128,000 $127,000 $0 $748,000 

Match from Private Donors/Foundations for institutional 
$0 $0 $0 $262,500 $262,500 $7,500 $7,500 $540,000 

incentives and emergency assistance 

State funding for Scholarships and remaining costs for non-
financial aid expenses 

. . . $0 $0 $0 $672,000 $687,000 $598,000 $575,000 $2,532,000 



Overall Adult Promise Sud_g_et•Minnesota 
Component Ram_!)_!Jl!Year 

Cal d y f J::inuary-June I July-December 
Cl\ ar car 2017 2017 

State FFscal YeQr 

Number of Students 

Outreach (initial identification for students stopping out and 
persono.lized emails. regional advertising, website creation) 

Navigators 4 FIE staff (4 staff at 1:125 recipients/# students 
whom 1hey work with/touch is much higher e.g. 1;500; $8.S,000 

er EI',E;_halftime in r~p µp yCar: 
System and Slte Coordination (1 FIE System Coordinator; 
0.5 Fl'E Site Coordinator pe; site for the 2 s~cs; $100,000 per 

OHE 
MlnnStatc 

Targeted Financial Asslstance 
• Emergency Assistance (l 0% of Reluming Scholars"' 
$?_00 pervear~ 

Returning Scholarships ($2,000 porRetuming 
Scb_olar: 

;cncentlves/supplementnl funds provided by the 
institution to pnrticipnnts ta cover barrier e>.-penses (prior 
unpaid tuition, etc) estimated at $1,000 per Returning 
Scholar 

Advisory Committee 

Evaluation (DHfil 

Match by Lumfna for non•ffnan_cial_qJ.d expenses 
Match from Private 'Donors/Foundations for fnstltutfonal 
incentives cind emerf!_ency assfstance 
State funding for Scholarships and remaining costs for non-
!f!_nancial aid expenses 

2017 2018 

a ·rectpients 

$0 

$0 

$0 

$0 

$0 

$0 

$0 

2_0 

$0 

$0 

January-June 2016 

gray= t.umina portlon of costs 

PilotYear1 

July-December 
2018 

2019 

January-June 
2019 

500 recipients 

PilotYear2 

iulv-Dccetnber 
2019 

2020 

J~nuary-June 
2020 

300 recipients; 200 graduate 

$0 

$170,000 

$100,000 

$7,500 

$300,000 

$0 

$5,000 
$0 

1s!Od 

$0 

$7,500 

$575,000 

3/31/2017 

Total 

500 rectPlents 

$150,000 

$850,000 

$500,000 

$40,000 

$1,600,000 

$500,000 

$30,000 
$150,000 

l!J!t&,"!!l!llefSli!iJon,, 

$748,000 

$540,000 

$2,532,000 

MlnnState 
OHE 

Both 

July.,DccCn,bcr ·• Jam.1al)'-Junc ·;~fy. J.-nu.i,Y-Jirnc • .July~ 

2017 :2018 .D~~cr 2019 . Dc;~=cr. 

LUMINkONLY' FUNDING 

$~,ODO $50,000 $10,000 $10,000 $10,000 

$0 $1701000 , $70,000 $70,000 $70,000 

So $100,000· $45,000 $40,000 $40,000 

$0 $30,SOO $13,000 $12,000 $12;000 
• $0 $69,SOO $32,000 $28,0DD $2$,000 

$D $0 $0 $0 $0 

$0 $0 $0 ,$0 $0 

' 

,$0 $0 $0 $0 $0 

ss,ooo $S,000 . $3,000 · $2,500 $2,SOO 41¾ 

$0 $10,060 $0· $1,0]l. $B,929 

$30,000 $39-51000 $128,000 $123,571 $131,429 

$30,000 $463,000 .. $:,SS,000 

:Tot1'1 Total Total. !Ota/ T0ta1 
·_$30,000 $294,SOO ·$115,oi:io .· $110,SOO $11~,~oo 

so .~,Sao· 
·--

_$13,000 $~,071--' , ~20,929 

$30t000 ·$3s5,ooa · "$1.lS,000· .. ·Sl,23,S7i $131,42' 





STATE OF MINNESOTA 
INTERAGENCY AGREEMENT 

This agt·eement is between the Minnesota Departments of Education and Office of Higher Education. 

Agreeanent 
1 Term of Ag1•eeanent 

1.1 Effective 1l11fe: Upon execution, the last date the State obtains all 1:equil'ed signatul'es u11de1· 
Minnesota Statutes Section 16C.05, subdivision 2. 

1.2 Expil'llt/011 dote: September30, 2019 or until all obligations have been satisfactorily fulfilled, 
whichever occurs fil'st. 

2 SCOJ)e of Wol'lc 
The Office of Higher Education (OBE) will prnvide the following services listed below to the MN 
Department of Education (MDE). The itemized list of tasks and corr~sponding tim¢lines for this project 
are attached and incorporated into this interagency agreement as .Attachment A. 

2.1 OI--IE will provide MOE with existing Conununications staff across the College and Career and 
Early Leaming Pl'iority Areas fot· the federal Statewide Longitudit1al Data System (SLDS) grant. 

a. Fot· year 1, a 0.25 full time employee (FTE) fo1· Eal'ly Leaming will be provided. 
b. Pot· yeat's 2-4, a 0.5 FTE fot· both Eat'ly Learning and College and Caree1· will be pl'ovided. 

2.2 OHE communications staff will produce 9 videos a11d 4 training modules that all must be in an 
Accessible format. 

a. All videos and training modules must meet the accessibility requirements outlioed in 
clauses 9-12. OHE will work with MOE staff to review and finalize the videos and training 
modules . 

. b. OHE shall submit drafts of all videos and tt'aining modules to MDE's Accessibility liaison 
to ensure accessibility standards are.met OHE will editvideos and trail)ing tnQdufos, if 
needed, based on liaison's report of findings. All drafts must be in HTMLS format. Flash will 
not be accepted. 

2.3 OHE will also be responsible for Project One of the College amt Career priority at'ea, which will 
create a data use trnining and technical assistance network. The proje<:t outcome wiU be a network 
of regional expel'ts who provide training and support to Statewide Longitudinal Education Data 
System (SLEDS) users. 

2.4 OHE will him six 0.5 FTE regional education analystpositions otcontrnct for the positions in 
years 2-4, one position in each of the six: economic planning regions (NW, NE, Cent1·al, 7-County 
Metro, SW} and SE) thl'oughout Minnesota that will perform the duties listed in Attachment A . 

2.5 OHE will modify the SIMON database for storing dual ci'edit data. 

Rev. 12/00 

a. One OHE progrnm staff will manage dl1al enrollment data collection in all four years of 
the grant. 

b. OHE IT staff will modify the SIMON database in years two and tllt'ee, 

lnteragc11cy·Agree111ent 



2.6 OHE will provide MDE with an annualized pl'Ogress report that includes all fiscal activity for each 
budget period of the grant (approximately October I to September 30 of each yeat), to assist with 
the annual pmgress repotting that is required under the federa! SLDS gl'ant. 

2. 7 OHE will document progress as required under the grant using tools agreeable to OHE and MD E's 
Authorized Representatives and will be stored on the SLEDS Shal'ePoint site using the following 
timelines: 
a. Qua1ter I will covet· October 1-Decembet· 31 of each caletidal' year. · Quartet· 1 progress repmt 

will be due to MDE's Authorized Representative no later than Janua1y 31 of each cafendat· 
year. NOTE: The reporting for the first year of this agreement will begin with Quaiter 2. 

b. Qumier 2 will cover January I -March 31 of each calendar year. Quartet· 2 progress report will 
be due to MDE's Authorized Representative no latet· than A1>ril 30 of each calendar year. 

c. Quarter 3 will covet· April I-June 30 of each calendar year. Quarter 3 progress repmfwill be 
due to MDE's Authot·ized Representative 110 later than July 31 of each calendar yea1·. 

d. Quarter 4 will cover July l-Septe111be1· 30 of each calendar year. Quarter 4 pl'ogress rnport will 
be due fo MDE's Authorized Representative no latet· than October 31 of each calendar yea1·. 

3 Consideration and Payment 
3.1 Considemtion. See attachment B for budget costs by yea1· that is attached and iiico1porated into 
this agreement. MOE will pay fot• all sel'vices performed by OHE under this agreement as follows: 

3.1.1 Upon completion and acceptance by MDE's Authoi·ized Representative OHE shall be paid 
an amount not to exceed $36,380.00 for work done from execution of this agrnement through 
Septembet· 30, 2016. Final state FYI 6 invoice is due no later than July 31, 2016. for work done 
up to and including June 30, 2016. 

Rev. 12/00 

3.1.2 Upon completion aod acceptance by MDE's Authorized Representative OHE shall be paid 
an amount not to exceed $455,800.00 for work done from October I, 20 l 6 through September 
30, 2017. Final state FYI 7 invoice is due no late1· than July 31, 2017 for work done up to and 
including June 30, 2017. 

3.1.3 Upon completion and acceptance by MDE's Authorized Rep1·esentative OHE shall be paid 
an amount not to exceed $464,051.00 fo1· work done from October I, 2017 through September 
30, 2018. Final state FYI 8 invoice is due no later than July 31, 2018 fol' work done up to and 
including June 30, 2018. 

3.1.4 Upon completion and acceptance by MDE's Authorized Representative OHE shall be paid 
an amount not to exceed $437,251.00 for work done from October I, 2018 through September 
30, 2019. Final invoice is due no late!' than October31, 20l9. 

3 .1.5 Travel Expenses. ($0.00) Reimbursements fol' travel and subsistence expenses actually and 
necessarily incurred by OHE as a result of this Agreement are not anticipated. 

3.1.6 Federal Funds. Payments under this contract will be tnade from federal funds obtained by 
the State through CFDA number 84.372. If at any time such funds become unavailable, this 
Agreement shall be terminated immediately upon w1·itten notice of such fact by MDB to OHE. In 
the event of any such termination, OHE shall be entitled to payment determined on a pro rata 

lnteragency Agreement 2 



basis for services satisfactorily performed to the extent that federal funds are available. OHE is 
responsible for compliance with all federal requirements imposed on these funds and accepts full 
financial 1·espo11sibility for any 1·equit'ements imposed by OHB's failm·e to comply with federal 
requirements. 

3.1.7 Federal grailt recipients, sub-recipients and lbeirgrant persounel are prohibited from text· 
messaging while dl'iving a governmentow11ed vehicle, oa·while tjriving theii' own privately owned 
vehicle during official grnnt business, ot from t1sing govermnent supplied electronic equipment to 
text message oi- email when driving. Recipients mHst comply witb these conditions unde1· 
Executive Order 13513, "Federal Leadership ou Reducing TextMessaging While Driving", 
October I, 2009. 

3.1.8 Jn order for indirect costs to be an allowable expense, OHE must provide MDE with a copy 
of their cmrent federal cognizant agency approved restricted rate by July 1 of each calendar year. 

3.1.9 OHE may submit invoices monthly but no later than qualtel'ly using the same timelines 
listed in section 2.7. Unspent funds from prior federal fiscalyear(s) will not be carried forward 
to the new federnl fiscal year(s). · 

3. 1.10 The total obligation of MOE for all compensation and reimbursements to OHE under this 
agreement will not exceed $1,393,482,00, 

4 Conditions of Payment 
4.1 All services provided by OHE under this agreement must be performed to MDE's satisfaction, as 
detel'mined at the sole, discretion ofMDE's Authorized Representative. 

4.2 Invoice Package Submittal. OHB must subJnit the signed invoices and all required suppo1ting 
docun1ent~tion, for review and payment, to MDE's Accmuits Pay!lble Depatttnent. MDEwill pay 
OHE within 30 days aftel' invoice has been received ahd approved by MDE's Authorized 
Representative. MOE will pay OHEafter OHE presents lteinized invoices for the services actually 
performed and MDE's Authorjzed Representatjveaoceptsthe invoiced services. 

4.2.1 Invoices must include the following infonnation: MDE's Authorized Representative's 
name, the Purchase Order (PO) and Conh'actnumber, dates of service, itemized expenses with 
original receipts (if applicable), and corresponding amounts. The subject line of the email with the 
invoice attached must contain the MDE's Authorized Representative's name, Purchase Order (PO) 
and Contract number. The preferred method ofobtainiog an invoice is by email. 

Rev. 12/00 

Submit invoices via email to Accounts Payable: 
MN Depa1tment of Education 
Accounts Payable Department 
MDE.AccoLJntsPayable@state.nu1.us 

Should an invoice i1ced to be submitted via U.S. Mailt please use tJ1e following address: 
MN Department of Education 
Attn: Accounts Payable Depai1ment 
1500 Highway 36 West 
Roseville, MN 55113-4266 
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5 Autliorizecl Representative 
MDE's Authorized Representative is Kara Mzamendia, Data Analytics Supervisor, 1500 Highway 36 
West, Roseville, MN 55113, #651-582-8599, 01'11is/hel' successor. · 

OHE's Authol'ized Representative is Meredith Fergus, Fiscal Policy & Research, 1450 Energy Park 
Drive, Suite 350, St. Paul, MN 55108, 651-259-3963, ol' his/her successol'. 

6 Amendments 
Any amendtne11t to this agreement must be in writing and will not be effective until it has been · 
executed and approved by the same parties who executed and approved the original agreement, or their 
successol'S in office. · 

7 Liability 
Each party will be responsible for its own acts and behavior and the results thereof. 

8 Termination 
Eithel' party may terminate this agreement at any time, with ol' without cause, upon 30 days' written 
notice to the other party. 

9. Accessibility Standa1·ds OHE shall comply with the Minnesota Accessibility Standards effective 
September 1, 2010, which entails, in part, the Web Content Ac~essibility Guidelines (WCAG) 2.0 
(Level AA) and Section 508 Subpm1s A-D which can be viewed at: 
http://11111,gm,/mni{mrograms/accessibility/ · 

10. Plain Language. OHE must provide all deliverables in "Plaltt Language". Executive Orde1· 14-07 
requires the Office of the Governor and all Executive 8ranch agencies to cominunicate with 
Minnesotans using Plain Language. As defined in Executive Order 14-07, Plain Language is a 
communication which an audience can understand the first time they read or heat· it. To achieve that, 
OHE wiJI take the following steps in the deliverables: 

Use language commonly understood by the public; 
Write in sh011 and complete sentences; 
Present information in a format that is easy-to-fotd and easy-to-understand; and 
Clearly state directions and deadlines to the audience. 

11. 3251.05 Video Captioning 
Subdivision 1, Requh-ement. A person may not in the ordina1·y course of business distribute a 
prerecorded videocassette tape or similar audio-visual material to a videotape seller or videotape 
service provider unless it is open-captioned 01· closed-captioned for the deaf and hard of hearing. 
Fot· purposes of this section, "videotape seller" and "videotape service provider" have the meanings 
given them in section 325 LO I. 
Subdivision 2. Enfol'cement. A person who violates this section is subject fo the penalties and 
remedies provided in section 8.3 l, except subdivision 3a. 
Subclivision 3, Application. This section applies to prerecorded videocassette tapes or similar 
audio-visual material that: 
(I) is primarily produced for sale to educational institutions, training facilities, state or local 
govemment agencies, 01· medical facilities; and 
(2) is released or rereleased on 01: after June 1, 1997, and more than 500 copies are produced in the 
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release m· rerelease; or 
(3) is produced by a governmental entity for educational purposes~ 
Histol'y: 1995 c 143 s 1 

12: Otller P1·ovisions, The following cl'iteria are to be used for aU publications 01· other content created 
for MDE intended fot• dissemination: 

• Use only print-quality department logo. Request a copy from 
I.,inda.Hilqeb1·ant@state.m11.us 

• Copy must follow latest edition oftbeAP (Associated Pt·ess) Stylebook •. 
• Copy must be free of typographical and grnrrunatical en·ots. 
• Font size will be, minimally, 12 pt. Times Roman, l l pt. Arial, or co1nparable 

size. 
• Manuals should be created in PDF with booJanarks (prefet'l'ed) or ilwlude a 

linked Table of Contents if created inWord. 
• Presentations must be narr1Jted, part ofa recorded presentation, 01· include notes 

pages, not be standalone slideshows. 
Please direct questions regarding printed material to theAuthol'ized Representative for this 
Agreement. 

I, STATE ENCUMBRANCE VERIFICATION 
l11d/vid11af certifies thatjimds hm•e bee11 e11c11mbered (IS 
required by M/1111, Stat. §§ 16A.15 nttd I 6C.05. 

Signed: °f :o ,c,..' t) ,Q · !::>1.t/1'4' 

Dnte: Dec, 2\ 1 201s 
$t.c,1 r, Con'IY'c..c\- ·i \ o 41..\ '2..1·\ 

Title: C,,FO 
Date: / /s; /;2() /b 

I 
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Attachment A 
Itemized list of tasks with corresponding timelines. MD E's Authorized Representative will 
ovei-see a 11 ti h. ' activ1ttes or t 1s pro1ect. 

1 College and Ca•·ee1• Readiness P1·iority Area I Sta1tDate EmlDatc 

1.1 Regional Education Analysts (REA) 

I.I.I Cl'eate position descriptions and hit'e six REAs. -

1/1/2016 9/30/2016 
OHE Responsible party: M. Fergus and J. Fox 

1.1.2 Identify partnering organizations to house REAs. 1/l/2016 9/30/2016 
OHE Responsible oarty: M. Fergus and J, Fox 

1.1.3 Train six REAs. 10/1/2016 12/31/2016 
OHE ResrJOnsible Dartv: M. Fergus and J. Fox 
Formulate strategic plan for labo1· market and education resources 

l.1.4 data integmtion. 10/1/2016 4/1/2017 
Oi-lE Responsible party: M. Fergus and J. Fox 
Establish outreach plait including identification of key stakeholders, 

I. l.5 for each of the six regions. 10/1/2016 4/1/2017 
OHE Responsible party: M. Fergus and J. Fox, REAs 

Conduct initial regional analysis to determine needs for training and 
1.1.6 research products in specific to regions. 4/l/2017 9/30/2017 

OHB Responsible party: M. Fergus and J. Fox, REAs 

Provide Year 2 targeted outreach. Develop partnerships and 
relationships will all Kl2 organizations, postsecondary institutions, 

1.1.7 and workforce cente1·s in each of the 6 regions to conduct a needs 4/1/2017 9/30/2017 
assessment and implementation of research plan. 
OHE Responsible party: M. Fergus and J. Fox, REAs 
Design, and develop initial training modules, interpretive guides, and 

1.1.8 videos. All items must be in an Accessible fonm1t. 4/1/2017 9/30/2017 
OHE Responsible oartv: M. Fergus and J. Fox, REAs 
Training modules, interpretive guides, and videos must be sublililted 

1.1.9 to MDE's Accessibility Liaison to ensure all items meet Accessibility 
6/1/2017 9/30/2017 standat·ds. 

MDE Responsible Patties: Kim Wee and Cowtney Petrosky 
Deliver initial training modules, interpretive guides, and videos to the 

1.1.10 SLEDS public analytics website. 6/l/2017 9/30/2017 
OHB Responsible party: M. Fergus and J. Fox, REAs 
Solicit feedback from regional stakeholders regarding effectiveness of 

1.1.11 initial training modules, interpretive guides, and videos and identify 
6/1/2017 9/30/2017 needed enhancements and additions. 

OHE Responsible oartv: M. Fernus and J. Fox, REAs 
Based on user feedback, design, develop, and deliver updates to 
initial training modules, interpretive guides, and videos including 

l.l.l2 regional specific products, trainings, analyses and publication 10/1/2017 9/30/2018 
materials. All items must in an Accessible format. 
OHE Responsible parly: M. Fergus and J. Fox, REAs 
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Provide Yeal' 3 tal'geted outl'each. Revisit fhe imple111entationplan 

1.1.13 and develop a research and data analysis plan for Yeat· 3. Gather 10/1/2017 9/30/2018 
feedback on changes or edits to exisHng reports. 
OHE Resnonsible uattv: M. Fergus and J. Fox, REAs .· 

Solicit feedback fi'om regional stakeholders regarding effectiveness of 

1.1.14 Yea1· 3 oufl'each activities and products and ide11tify tieeded · 
10/1/2017 9/3()/2018 

enha11cements and additions. 
OHE Resuonsible partv: M. Fergus and J. Fox, REAs 
Based 011 user feedback, design, develop, and deliver updates to 
existing training modules and videos as well as additional regional 
specific pl'oducts, tminings, analyses and publicatie>11 materials. All 

1.1.15 end pl'oducts must be submitted to MDE's Accessibility Liaison to 10/1/2017 9/30/2018 
ensure all end products meet Accessibility staitdal'~S. 
OHE & MDE Responsible parties: M. Fergus (OHE) and J. Fox 
(OHE), REAs, Kim Wee (MDE) & Courtney Peil'osky (MDE) 
Provide Year 4 targeted outreach. Revisit the implementation plan 

1.1.16 and develop a reseal'ch and data analysis plan for Yea1· 4.•Gather 
10/1/2018 9/30/2019 

feedback 011 chai1ges or edits to existing repo1ts. 
OHE Responsible oarly: M. Fet·gus and J. Fox, REAs 

2,0 Dual Ct'edit Data ColJecfion 
Amend cm'l'ent data shal'ing agreement with the colleges and 
establish new data requirements to support expansion of data 

2.l 
collection and reporting regarding dual cl'edit course enrollment and 1/1/2016 8/l/2016 
compretion. 
OHE & MDE Responsible patties: M. Fe1·gus (OHE)~ A. Johnson 
(MDE) 
Identify and define needed data elements to expaild existing data 

2.2 collected 011 dual cl'edit enrollments. t/I/2016 3/30/2016 OHE & MDE Responsible patties: M. Fergus (QI-IE), A, Johns~m 
(MDE) 
Expand current public repotting both statewide and high school to 

2.3 include currently collected measures of dual credit activity. l/l/2016 9/30/2017 
OHE & MDB Responsible Parties: Kari-Ann Edger (MOE), M. 
FerJ:?us (OHE) 
Define requirements and design iuterface, pl'ocesses, and technical 

2.4 l'equil'ements for expanding the collection. 4/1/2016 9/30/2016 OHE & MDE Responsible pal'ties: 1\.1. Fet·gus (9HE), A. Johnson 
(MDE) 
Develop, test, and implement interfaces and pl'Ocesses fot· data 

2.5 collection. 4/1/2016 9/30/2016 OHE & MDE Responsible patties: M. Fergus (OHE), A. Johnson 
(MOE) . 
Co1nplete data collection and cleaning. 

2.6 OHE & MDE Responsible Parties: Kari-Ann Edgel' (MDE), M. 10/1/2016 6/1/2017 
Fe1•gus (OHB) 
Complete validation and t1·ansfer data to SLEDS loading. 

2.7 OHE & MDE Responsible Patties: Kari-Aun Edger (MDE), M. 7/1/2017 9/30/2017 
Fergus (OHE) 
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Load the expanded data collection. 
2.8 OHE & MOE Responsible Patties: M. Fergus (OHE) and MOE 11/1/2017 12/1/2017 

MN.IT 
Engage stakeholders to identify l'equirements for enhanceme1tts to 

2.9 existing reports and new reports regarding dual credit. 
10/1/2016 9/30/2019 

OHE & MDE Responsible parties: M. Fergus (OHE), A. Johnson 
(MDE) 
Design, develop and test reports for statewide repo1ting. 

2.10 OHE & MDE Responsible Parties: Kari-Ann Edger (MDE), M. 9/30/2017 3/1/2018 
Fel'gus (OHE) 
Release statewide reports and communicate with stakeholders 

2.11 
1·egarding content ofrepmts. 

6/1/2018 9/30/2019 
OHE & MDE Responsible Parties: Kari-Ann Edger (MDE), M. 
Fergus (OHE) 
Design, develop and test reports fot· MN high schools .and colleges. 

2.12 OHE & MOE Responsible Parties: Kari-Ann Edger (MDE), M. 9/30/2017 3/1/2018 
Fergus (OHE) 
Release high school atid college-level reports and communicate with 

2.13 stakeholders regarding content ofl'epmis. 6/1/2018 9/30/2019 
OHE & MOE Responsible parties: M. Fergus (OHE), A. Johnson 
(MOE) 

3 Eal'ly Leaming P1·iol'ity A1·ea Start Date Emf Date 

3.1 C1-eate video tutorials 

Design and develop Ea1·ly Childhood Longitudinal Data System 
(ECLDS) video plans and create sc1·ipts for the website. All end 
products must be submitted to MDE's Accessibility Liaison to ensure 

3.1.1 all end products meet Accessibility standards. 1/1/2016 8/1/2016 
OHE & MOE Responsible parties: A. Larson {MDE), A. Whiteman 
{MDE), J. Fox (OHE), Kim Wee (MOE MN.IT), & Courtney 
Petl'Osky (MDEMN.IT) 
Identify community and pa1·1ner volunteers for reviewing video 
scripts and content testing, test video and update video plans based 

3.1.2 011 feedback, and implement video on the website, 4/1/2016 1/1/2017 
OHE & MDE Responsible paities: A. Larson (MOE), A. Whiteman 
(MOE), J, Fox (OHE) 
Design and develop plans and scripts for a video describing the goals 

3.1.3 and objectives of ECLDS. Videos are created and on the website. 
2/1/2016 2/1/2017 

OHE & MDE Responsible paities: A. Larson (MDE), A. Whiteman 
(MDE), J. Fox (OHE) 
Identify community and pmtner volunteel's for l'eviewing video 
scripts and content, testing, test video and update video plans based 

3.1.4 on feedback, and implement video on the website. 4/1/2016 1/1/2017 
OHE & MOE Responsible patties: A. Larson (MDE), A. Whiteman 
(MDE), J. Fox (OHE) 
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Identify 6 contributing pl'Ograms to ECLDS and establish schedule 
fo1• development, testing, and implementation of videos on the 

3.1.5 website. 4/1/2016 l/l/2017 
OHE & MDE Responsible parties: A. ~arson (MDE); A, Whitei11an 
(MOE), J. Fox (OHE) · . . . . 
Design and develop the fil'st set of3 videos describing co11trlbt1ting 
programs to ECLDS. Videos are created and Oll the w~bslte. All 

3.1.6 videos must pass Accessibility requirements before videos can be 
7/1/2016 3/31/2017 posted to website. 

OHE & MDE Responsible parties: A Lai•so1i(MDE), A. Whiteman 
(MDE), J. Fox (OHE) ·. 

Identify community and pai1ne1· volunteers for reviewing video 
scripts and colltent, testing, test videos atld update video plans based 
on feedback, and implement videos on the website. All videos must 

3.1.7 pass Accessibili{y requirements before videos can be posted to 4/I/2016 6/30/2016 
website. 
OHE & MDE Responsible patties: A. Larson (MDE), A Whiteman 
(MDE), J. Fox (OHE) 
Design and develop the second set of3 videos describing 
contributing progrnms to ECLDS. Alt videos must pass Accessibility 

3.l.8 requirements. 6/1/2017 3/31/2018 
OHE & MDE Responsible parties: A. Larson (MDB), A. Whiteman 
(MDE), J. Fox (OHE) 
Identify community and partner volunteers for reviewing video 
scl'ipts and content, testing, test videoi; and update video plans based 
on feedback, and implement vi<leos on the website. All videos must 

3.1.9 pass Accessibility requirem~nts before videos can be posted to 4/t/2017 5/31/2017 
website. 
OHE & MDE Responsible parties: A. Larson (MDE), A. Whiteman 
(MDE), J. Fox (OHE) 
Obtain feedback on video uses through focus groups, online surveys, 
or feedback from confenmce pt·esentations will be obtained and 

3.1.10 reported to stakeholder groups. 8/1/2016 9/30/2019 
OHE & MDE Responsible parties: A. Larson (MDE), A. Whiteman 
(MDE), J. Fox (OHE) 

List of 1n•oducts created and theh- estimated timcliues for delive1-y 

Access and Use Video 1/1/2016 8/1/2016 

Goals and Objectives Video 2/1/2016 1/1/2017 

Program/Topical Video 2/1/2016 1/1/2017 

Progrnm/Topical Video 1/1/2018 9/l/2018 

Program/To1>lcal Video J/l/2018 9/1/2018 

Program/Topical Video 1/l/2018 9/1/2018 
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Attachment B 
B d tB kd b u ge rea own >yyear. 
OHE across projects 1 and 3 (EC proj 2) Vear 1 Vear2 Vear3 Vear4 

Regional Education Analysts $366,120;00 $371,871.00 $374,571.00 
OHE IT $27,000.00 $27,000.00 
IT professional contracts $2,500.00 $2,500.00 
OHE Communications $27,000.00 , $55,800.00 $55,800.00 $55,800.00 
OHE program staff $6,880.00 $6,880.00 $6,880.00 $6,880.00 

$36,380.00 $'155,800,00 $464,051.00 $431,251.00 

Total project cost is not to exceed $1,393,482.00. 
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AMENDMENT#lCOVERSBEET 
STANDARD AMENDMENTS 

(Minn. Stat. §§ 16C,05, subd. 2©, 16C.08, subd. 2 and 3) 

Instructions: 
1. Complete this form for contract amendments that extend the end date of a contract, add/reduce work and money, 

or change any other term or condition of the contract. 
2. Attach this form to the amendment when it is presented to the Department of Administration for approval. Please 

always include copies of the original certification form, the original contract, and any previous 
amendments as these are used for reference. 

3. Make sure that you are using the updated amendment template where the State Agency signature block reaffirms 
applicable sections of 16C.08, subdivisions 2 and 3. 

4. Admin will retain this cover sheet for its files, 

Agency: MN Dept of Education Name of Contractor: 
Office of Higher Education 

Current contract term: Project Identification: 
1/6/16 to 9/30/19 SWIFT contract #104424 (SLDS nroiect) 

Amendments to contracts must entail tasks that are substantially similar to those in the original contract or involve tasks that 
11re so closely related to the original contract that it would be impracticable for a different contractor to perform the work. 
The commissioner or an agency official to whom the commissioner has delegated contracting authority under section 16C. 03, 
subdivision 16, must determine that an amendment would serve the interest of the state better than a new contract and would 
cost no more. An amendment should be in effect before the contract expires. 

Complete Appropriate Box(es) for the amendment submitted, 

1. D Amendment to the end date of the contract 
Proposed New End Date: 
Why is it necessary to amend the end date? 

2. X Amend Duties and Cost • Amend Duties Only 
2a. If cost is amended, insert amount of original contract AND amount of each amendment below: 
$1,393,482.00 (original total) 
$101300.00 (increase for amendment #1 
$1,403,782.00 (new grand total) 

2b. Describe the amendment: 
Amendment #1 is being done to add an additional $10,300 and duties to buy additional package of 
materials for outreach to users of the Early Childhood Longitudinal Data Systems (ECLDS). 

3. D Amendment to change other terms and conditions of the contract 
Describe the changes that are being made: 
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Contract Start Date: Jan.6,2016 Total Contract Amount: $1,403,782.00 
Original Contract Expiration Date: Sept. 30, 2019 Original Contract: $1,393,482.00 
Current Contract Expiration Date: NA Previous Amendment(s) Total: $0.00 
Requested Contract Expir~tion Date: NA This Amendment: $10,300.00 

This interagency agreement amendment #1 is by and between the State of Minnesota, through its Commissioner of 
Department of Education (MOE) and Commissioner of Office of Higher Education (OHE). 

Recitals 

1. MDE has an lnteragency agreement with OHE identified as SWIFT Contract Number 104424 ("Original lnteragency 
Agreement'') to provide OHE Communication staff to assist with the Statewide Longitudinal Data System project 
(SLDS). 

2. Amendment #1 is being done to add an additional $10,300.00 for outreach materials and supplies. 

I· 

I 

I 

I; 

3. MDE and OHE are willing to amend the Original lnteragency Agreement as stated below .. 

lnteragency Agreement Amendment #1 

In this Amendment #1, changes to pre-existing Contract language will use strike through for deletions and underlining for 
Insertions. 

1· 

I 

REVISION 1. Clause 2. uscope of Work" is amended as follows: 
The Office of Higher Education (OHE) will provide the following services listed below to the MN Department of Education 
(MOE). The itemized list of tasks and corresponding timelines for this project are attached and incorporated into this 
interagency agreement as Attachment A-1. 

· 2.8 OHE Communications staff will produce a package of materials for conducting outreach to users of the Early 
Childhood Longitudinal Data Systems (ECLDS). This package will contain distributable materials Including rack 
cards, lnfographics, and business cards. 

' REVISION 2. Clause 3. "Consideration and Payment" is amended as follows: !: 
3.1 Consideration. See attachment 8-1 for budget costs by year that is attached and incorporated into this 
agreement. MOE will pay for all services performed by OHE under this agreement as follows: 

3.1.1 Upon completion and acceptance by MDE's Authorized Representative OHE shall be paid an amount not 
to exceed $36,380.00 for work done from execution of this agreement through September 30, 2016. Final state , 
FY16 invoice is due no later than July 31, 2016 for work done up to and including June 30, 2016. / 

3.1.2 Upon completion and acceptance by MDE's Authorized Representative OHE shall be paid an amount not I 
to exceed $455,800.00 $466,100.00 for work done from October 1, 2016 through September 30, 2017, Final 
state FY17 Invoice is due no later than July 31, 2017 for work done up to and including June 30, 2017. 

3.1.3 Upon completion and acceptance by MDE's Authorized Representative OHE shall be paid an amount not -
to exceed $464,051.00 for work done from October 1, 2017 through September 30, 2018. Final state FY18 
invoice is due no later than July 31, 2018 for work done up to and including June 30, 2018. 

3.1 .4 Upon completion and acceptance by MDE's Authorized Representative OHE shall be paid an amount not 
to exceed $437,251.00 for work done from October 1, 2018 through September 30, 2019. Final invoice is due 
no later than October 31, 2019. 

3.1.5 Travel Expenses. ($0.00} Reimbursements for travel and subsistence expenses actually and necessarily 
incurred by OHE as a result of this Agreement are not anticipated. 

3.1.6 Federal Funds. Payments under this contract will be made from federal funds obtained by the State 
through CFDA number. 84.372. If at any time such funds become unavailable, this Agreement shall be 
terminated immediately upon written notice of such fact by MOE to OHE. In the event of any such termination, 
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OHE shall be entitled to payment determined on a pro rata basis for services satisfactorily performed to the 
extent that federal funds are available. OHE is responsible for compliance with all federal requirements imposed 
on these funds and accepts full financial responsibility for any requirements imposed by OHE's failure to comply 
with federal requirements. · · 

3.1.7 Federal grant recipients, sub recipients and their grant personnel are prohibited from text messaging whlle 
GffVing a government owned vehicle, or while driving their ow~ly owned vehicle during official grant 
business, or from using government supplied electronic equipment to text message or email when driving. 
Recipients must comply with _these conditions under Executive Order 13513, "Federal Leadership on Reducing 
~Ing", October 1, 2009. 

3.1.SI In order for indirect costs to be an allowable expense, OHE must provide MOE with a copy of t,heir 
current federal cognizant agency approved restricted rate that must be submitted no later than July 1 of each 
calendar year. 

3.1.9.§ OHE may submit invoices monthly but no later than quarterly with the progress reports using the same 
timelines listed in section 2. 7. Unspent funds from prior fiscal year(s) will not be carried forward to the new fiscal 
year(s). 

3.1.4-0Q The total obligation of MOE for all compensation and reimbursements to OHE under this agreement will 
not exceed $1,393,982.00 $1,403,782.00. 

Except as amended herein, the terms and conditions of the Original lnteragency Agreement and all previous amendments 
remain in full force and effect. 

1. STATE ENCUMBRANCE VERIFICATION 

Individual cerlifies that funds have been enoumbared as 
required by Minn. Stat. §§16A.15 and 16C.05. 

Signed: ~ OD-ts G . f.)LL'Lllr 
Date: , } 0 . .,..., • L\ 1 1. o I 1 

SWIFT Contract No. 104424 tied to PO #3000012269 __ _ 

2. MN Office of Higher Education (OHE) 

By: 

Title: CFO 
Date: t/'l/;1-01_,_ _____ _ 
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3. STATE AGENCY 

Distribution: 
MDE 
OHE 
State's Authorized Representative - Photo Copy 
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Attachment ANl 
Itemized list of tasks with corresponding timelines, MDE's Authorized Representative will oversee all 
activities for this project. 

1 College and Career Readiness Priority Area Start Date End Date 

1.1 Regional Education Analysts (REA) 

1.1.1 
Create position descriptions and hire six REAs. 1/1/2016 9/30/2016 OF.IE Responsible party: M. Fergus and J. Fox 

1.1.2 Identify partnering organizations t~ house REAs. 1/1/2016 9/30/2016 OF.IE Responsible party: M. Fergus and J. Fox 

1.1.3 Train six REAs. 10/1/2016 12/31/2016 OF.IE Responsible party: M. Fergus and J. Fox 
Formulate strategic plan for labor market and education resources 

1.1.4 data integration. 10/1/2016 4/1/2017 
OHE Responsible party: M. Fergus and J. Fox 
Establish outreach plan including identification of key stakeholders, 

1.1.5 for each of the six regions. 10/1/2016 4/1/2017 
OHE Responsible party: M. Fergus and J. Fox, REAs 

Conduct initial regional analysis to determine needs for training and 
1.1.6 research products in specific to l'egions. I 4/1/2017 9/30/2017 

OHE Responsible party: M. Fergus and J, Fox, REAs 

Provide Year 2 targeted outreach. Develop partnerships and 
relationships will all K12 organizations, postsecondruy institutions, 

1.1.7 and workforce centers in each of the 6 tegions to conduct a needs 4/1/2017 9/30/2017 
assessment and implementation ofresearch plan. 
OHE Responsible party: M. Fergus and J. Fox, REAs 
Design, and develop initial training modules, interpretive guides, and 

1.1.8 videos. All items must be in an Accessible format 4/1/2017 9/30/2017 
OF.IE Responsible party: M. Fergus and J. Fox, REAs 
Training modules, interpretive guides, and videos must be submitted 

1.1.9 to MDE's Accessibility Liaison to ensure all items meet 6/1/2017 9/30/2017 Accessibility standards. 
MDE Responsible Parties: Kim Wee and Courtney Petrosky 
Deliver initial training modules, interpretive guides, and videos to ! . 

' 
1.1.10 the SLEDS public analytics website. 6/1/2017 9/30/2017 

OHE Responsible party: M. Fergus and J. Fox, REAs 
Solicit feedback from regional stakeholdets regarding effectiveness 

1.1.11 
of initial training modules, interpretive guides, and videos and 6/1/2017 9/30/2017 identify needed enhancements and additions. 
OHE Responsible party: M. Fergus and J. Fox, REAs 
Based on user feedback, ,design, develop, and deliver updates to 
initial training modules, interpretive guides, and videos including 

1.1.12 regional specific products, trainings, analyses and publication 10/1/2017 9/30/2018 
materials. All items must in an Accessible format. 
OHE Responsible party: M. Fer!!l.ls and J. Fox, REAs 
Provide Year 3 targeted outreach. Revisit the implementation plan 

1.1.13 
and develop a research and data analysis plan for Year 3. Gather 10/1/2017 9/30/2018 
feedback on changes or edits to existing reports. 
OHE Responsible party: M. Fergus and J. Fox, REAs 
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Solicit feedback from regional stakeholders regarding effectiveness 

1.1.14 
of Year 3 outreach activities and products and identify needed 
enhancements and additions. 
ORE Responsible nartv: M. Fergus and J. Fox, REAs 
Based on user feedback, design, develop, and deliver updates to 
existing training modules and videos as well as additional regional 
specific products, trainings, analyses and publication materials. All 

1.1.15 end products must be submitted to MDE's Accessibility Liaison to 
ensure all end products meet Accessibility standards. 
ORE & MDE Responsible parties: M. Fergus (OHE) and J. Fox 
(ORE), REAs, Kim Wee CMDE) & Courtney Petrosky (MDE) 
. Provide Year 4 targeted outreach. Revisit the implementation plan· 

1.1.16 
and develop a research and data analysis plan for Year 4. Gather 
feedback on changes or edits to existing reports. 
ORE Responsible party: M. Fergus and J. Fox, REAs . 

2.0 Dual Credit Data Collection 
Amend current data sharing agreement with the colleges and 
establish new data requirements to supp01t expansion of data 

2.1 
collection and reporting regarding dual credit course enrollment and 

i 
completion. 
ORE & MDE Responsible parties: M. Fergus (OHE), A. Johnson 
(MDE) 
Identify and define needed data elements to expand existing data 

2.2 
collected on dual credit enrollments, 
OHE & MDE Responsible patties: M. Fergus (OHE), A. Johnson 
(MDE) 
Expand current public reporting both statewide and high school to 

2.3 
include currently collected measures of dual credit activity. 
ORE & MDE Responsible Parties: Kari-Ann Edger (MDE), M. 
Fergus (OHE) 
Define requirements and design interface, processes, and technical 

2.4 
requirements for expanding the collection. 
OHE & MDE Responsible parties: M. Fergus (OHE), A. Johnson 
(MDE) 
Develop, test, and implement interfaces and processes for data 

2.5 collection. 
ORE & MDE Responsible parties: M. Fergus (OHE), A. Johnson 
<MDE) 
Complete data collection and cleaning. 

2.6 OHE & MDE Responsible Parties: Kari-Ann Edger (MDE), M. 
Ferws (OHE) 
Complete validation and transfer data to SLEDS loading, 

2.7 OHE & MDE Responsible Parties: Kari-Ann Edger (MDE), M. 
Fergus (OHE) 
Load the expanded data collection. 

2.8 OHE & MDE Responsible Parties: M. Fergus (OHE) and MDE 
MN.IT 
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Engage stakeholders to identify requirements for enhancements to 

2.9 
existing reports and new repo1ts regarding dual credit. 

10/1/2016 9/30/2019 
OHE & MDE Responsible parties: M. Fergus (OHE), A. Johnson 
(MDE) 
Design, develop and test reports for statewide reporting. 

2.10 OHE & MDE Responsible Parties: Kari-Ann Edger (MDE), M. 9/30/2017 3/1/2018 
Fergus (OHE) 
Release statewide reports and communicate with stakeholders 

2.11 
regarding content of reports. 

6/1/2018 9/30/2019 
OHE & MDE Responsible Parties: Kari-Ann Edger (MDE), M. 
Fergus (OHE) 
Design, develop and test repmts for MN high schools and colleges. 

2.12 OHE & MDE Responsible Parties: Kari-Ann Edger (MDE), M. 9/30/2017 3/1/2018 
Fergus (OHE) 
Release high school and college-level reports and communicate with 

2.13 
stakeholders regarding content of reports. 

6/1/2018 9/30/2019 
OHE & MDE Responsible parties; M. Fergus (OHE), A. Johnson 
(MDE) 

3 Early Learning Priority At·ea Start Date End Date 

3.1 Create video tutorials 

Design and develop Early Childhood Longitudinal Data System 
(ECLDS) video plans and create scripts for the website. All end 
pmducts must be submitted to MDE's Accessib~lity Liaison to 

3.1.1 ensure· all end products meet Accessibility standards. 1/1/2016 8/1/2016 
OHE & MDE Responsible parties: A. Larson (MDE), A. Whiteman . 
(MDE), J. Fox (OHE), Kim Wee (MDE MN.IT), & Courtney 
Petrosky (MDE MN.IT) 
Identify community and partner volunteers for reviewing video 
scripts and content testing, test video and update video plans based 

3.1.2 on feedback, and implement video on the website. 4/1/2016 1/1/2017 
OHE & MDE Responsible parties: A. Larson (MDE), A. Whiteman 
(MDE), J. Fox (OHE) 
Design and develop plans and scripts for a video describing the goals 

3.1.3 
and objectives ofECLDS, Videos are created and on the website, 

2/1/2016 2/1/2017 
OHE & MDE Responsible parties: A. Larson (MDE), A. Whiteman 
(MDB), J. Fox (OHE) . 
Identify community and partner volunteers for reviewing video 
scripts and content, testing, test video and update video plans based 

3.1.4 on feedback, and implement video on the website. 4/1/2016 1/1/2017 
OHE & MDE Responsible parties: A. Larson (MDE), A. Whiteman 
(MDE), J. Fox (OHE) 
Identify 6 contdbuting programs to ECLDS and establish schedule 
for development, testing, and implementation of videos on the 

3.1.5 website. 4/1/2016 1/1/2017 
OHE & MDE Responsible parties: A. Larson (MDE), A. Whiteman 
(MDE), J. Fox (OHE) 
Design and develop the flrst set of3 videos describing contributing· 

3.1.6 
programs to ECLDS. Videos are created and on the website. All 

7/1/2016 3/31/2017 
videos must pass Accessibility requirements before videos can be 
posted to website. i. 
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OHE & MDE Responsible parties: A. Larson (MDE), A. Whiteman 
(MDE), J. Fox (OBE) 

Identify community and partner volunteers for reviewing video 
scripts and content, testing, test videos and update video plans based 
on feedback, and implement videos on the website. All videos must 

3.1.7 pass Accessibility requirements b_efore videos can be posted to 4/1/2016 6/30/2016 
website. 
OHE & MDE Responsible parties: A. Larson (MDE), A. Whiteman 
(MDE), J. Fox (OHE) 
Design and develop the second set of 3 videos describing 
contributing·programs to ECLDS. All videos must pass Accessibility 

3.1.8 requirements. 6/1/2017 3/31/2018 
OHE & MDE Responsible parties: A. Larson (.MDE), A. Whiteman 
(MOE), J. Fox (OHE) . . 
Identify community and partner volunteers for reviewing video 
scripts and content, testing, test videos and update video plans based 
on feedback, and implement videos on the website. All videos must 

3.1.9 pass Accessibility requirements before videos can be posted to 4/1/2017 5/31/2017 
website. 
OHE & MDE Responsible parties: A. Larson (MDE), A. Whiteman 
(MDE), J. Fox (OHE) 
Obtain feedback on video uses through focus groups, online surveys, 
or feedback from conference presentations will be obtained and 

3.1.10 reported to stakeholder groups. 8/1/2016 9/30/2019 
OHE & MDE Responsible parties: A. Larson (MDE), A. Whiteman 
(MDE), J. Fox (OHE) 
Design and grint distributable materials to sutmort user outreach for 

3.1.11 the ECLDS. These will include rack cards, two infQgta];lhics, and JallUfil:X. 2017 · 6/30/2017 
business cards for distribution. 

List of products created and their estimated timelines fo1· delivery 

Access and Use Video 1/1/2016' 8/1/2016 

Goals and Objectives Video 2/1/2016 1/1/2017 

Program/Topical Video 2/1/2016 1/1/2017 

Program/Topical Video 1/1/2018 9/1/2018 

Program/Topical Video 1/1/2018 9/1/2018 

Program/Topical Video 1/1/2018 9/1/2018 

Distributables 12ackage 12/1/2016 6/30/2017 
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Attachment B-1 
Budget Breakdown by year . 
. OHE across projects 1 and 3 (EC proj 2) Year1 Year2 Year3 Vear4 

Regional Education Analysts $366,120.00 $371,871.00 $374,571.00 

OHE IT $27,000.00 $27,000.00 

IT professional contracts $2,500.00 $2,500.00 

OHE Communications $27,000.00 $55,800.00 $55,800.00 $55,800.00 

Outreach material package ~10,300.00 

OHE program staff $6,880.00 $6,880.00 $6,880.00 $6,880.00 
$1l5§,8QQ,QQ 

$36;380.00 ~466,100.00 $464,051.00 $437,251.00 

Total project cost is not to exceed $1,393,482.00 $1,403,782.00. 

Rev, 7/l I 
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-m' MANAGEMENT 
~--AND BUDGET 

MANAGEMENT ANALYSIS· 
AND DEVELOPMENT 

MAD Project Number: 2018-118 
INTERAGENCY AG~EEMENT 
for MANAGEMENT ANALYSIS AND DEVELOPMENT SERVICES 

Requesting Agency: Office of High el' Educati?n - Institutional Registration and Licensing MAD Contact: Erica Klein 

Accounting Information: Business Unit- G1001, Financial Dept ID - G1031500, APPRID - G100085, Fund - 5200, 
Accounts·-s10011. 

Agency: Fiscal Year: Vendor Number: 
E. lrC> ~o\Cl ID GlOOOOOOOO, Location 001 

Total An101.111t of Contract: · · 1 Amount of Conh·~ct First FY: 
$15,680.00 

Comrnodity Code: . Commod.ify'Code: Commodity Code: 
80101500 .. 

Account Code: Account Code: Account Code: 

Amount: .. Amount: Amount: 

. . 

'Accounting Distribution 1: Accounting Distribution 2; Accounting Distribution 3: 

Fund: ,),o&// Fund: zooo Fund: 

Appr: ·E6o7St>o Appr: .i tO ;t-r;;: oc, Appr: 

FinDeptID:E,o 3~5:"0( Fin DeptID:t:bO 32 S'"O I Fin Dept ID: 

ReptCatg: ReptCatg: ReptCatg: 
-

Amount: II 7 itf o. 00 
Amount: II 7/tro. oo · 'Amount: .. 

I 

Proces1:dng Information: (Some entries m,aynot apply.) l3eginDate: '-'' d-,~ End Date: (,; 3;6~ ti 

Contra'ct: \ ~~'tt 4 ~-~~1i ~r-()(z_ ·. · -·· OrtfoJ: .........._~L__,.)~~~~ 

Number/Date/Entry I111t1al~ . Nmnber/Date/Signatlires 
• •• _,I [b1dividual signing certifies that fimds 

have been enciimbered as required by 
Mhm. Stat. §§J6A.15 and 16C.05] 

· · This is an agreement between the Office of Higher Education - Institutional Registration and Licensing (Requesting 
Agency) and Miimesota'Manag~ment arid Budget, Management Analysis and Development (Division). 

· Minnesota Management and Budget, 203 Administfatjon Building, 50 Sherburne Ave., St. Paul, :t',1N 55155 
Telephone: 651-259~3800 t Fax: 651~797-1311 • TTY: 800s627-3529 • http://111n.gov/n11nb/mad· 

-



· 1. Services to be Performed: 

Th~ Di~ision agrees that it will provide a project team to provide the services and/or perform the tasks . 
outlined hi the attached project proposal, which is incorporated and made part of this agreement. 

The following persons will be the primary contacts for all matters concerning this agreepient. 
Management Analysis and Developme11t Erica Klein Requesting Agency: Betsy Talbot 

3. co·nsideration and Terms of Payment 

In consideration for all services performed and :materials provided, the Requesting Agency agrees to 
pay the Division as follows: · 

Up to 112 hours at a rate of $140.00 per hour as dqcumented by invoice prepared by the Division. 
':[he total amount the Division will invoice µnder this agreement sJ?.all not exceed $15;680.00. 

The Requesting Agency will pay the Division fqr services performed w,ithin 30 days of receipt of 
mvoices submitted by the Division. The invoices will be submitted according to the following 
schedule: 

Payment to be requested by invoice based on actual ho_urs of service performed by the Division in 
the previous month, with cumulative payments not to exceed the total agreed amount listed above. 

If the Management Analysis and Development houtly l'ate inc;reases effective July 1, 2018, this 
agreement wili need to be amended, increasing the encumbrance, to cover all hours worked from July 
1) 2018 forward. .. • · · · 

4. Condition of Payment: 

All services.provided by tl1e Division under this agreement must be performed to the Requesting 
A~ency's satisfaction, as determined at the sole qiscretiorr of tb.e State'.s Authorized Representative.· 

~- Effective Qates: 

This agreement is effective April 2,.2018, or when· all necessary approvftls and signatures hav~ been 
obtained pursua:t1tto MN Stat. 16C.05 subd. 2, whichever occurs later, and shall remain in effect until 
June 30, 2018, or until all obligations have been ·satis~actorily-fulfilled, whichever comes firs.t. 

Interagency Agreement for Management Analysis and Development (Division) Services 
MAD Project Number: 2018-118 
Paie2 



6, Termination: 

This agreement may be terminated by the Requesting Agency or the Division at any time with thilty 
(30) days written notice to the other pmty. In this event, the Division shall receive payment.on a pro 
rata basis for the work performed. · · 

7. Requesting Agency's Authorized Representative: 

The Requesting Agency;s authorized representative for the purposes of this agreement is Tim 
Geraghty, Chief Financial Officer. This person shall have final authority for accepting the Division's 
sel'vices and if the services are satisfactory, will ce1tify this on each invoice submitted as part of· 

.riµmber.3.;-. 

8. lnteragency Agreement Authorization: 

Putsuantto Minnesota Statutes, Sections 16A.055 Subd. la.; 43A.55 Subd. 2.; and 471.59, the · 
Division is authorized to enter into this agreement, · 

.9. · Amendments: 

Any amendments to this agreement will be in writing and will be executed by the sanie parties who 
executed the original agreement, or their successors in office. 

• • + '· 

10. State Audit: 

The books,-records, docu~1ents> and accounting practices and prnbedures of the Division relevant to 
this agreement, shall be subject to examination by the Requ:esting Agency and either the.Minnesota 
Legislative Auditor or State Audit01\ as appropriate, :for a minimum of six years. 

11. Liability: 

Each party will be responsible for its own acts and behavior and- the results thereof; 

Approv~d; 

1. Requesting Agency 2. Management Analysis anct Deve.lop~~b~~- -.:, 

By:~ /ffe, ~, 

Title: CPD 

p00.. 

Title: b\.,L s. 1 n ess lv\Ai,,~ ev--

Date: 3/ J-'f /JJo ff 

Interagency Agreement for Management Analysis and Development (Division) Services 
. MAD Project Number: 2018~118 · 
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MANAGEMENT 
AND BUDGET 
MANAGEMEN.T AN~LYSIS 
AND DEVELOPMENT 

Proposal 

· Office of Higher Education - Private Institution Registration and 
Lkensing 

Organization Asses·sment 
March 26, 2018 

Proposal prepared by: 
Ericc1 Klein 
651-201-8057 
Erica.Klein@state.mn.us 
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-· ·-····•·-•-~--------------·------·······------·-··-· . 

Enterprise Director, MAD 
Ryan Church 

Assistant Director 
Beth Bibus 

Contact Information 
. Telephone: 651-259-6800 

Email: Management.Analysis@state.mn.us 
Fax: 651-797-1311 
Website: mn.gov/mmb/mad 

·Address: 
658 Cedar Street 
Centennial Office Building 
Ro<;>m 300· 
Saint Paul, Minnesota 55155 

Management Analysis and Development 
Management Analysis and Develo.pment is Minnesota government's in-house fee-for-service management 

consulting group. We have over 30 years of experience helping public managers increase their organizations' 

effectiveness and.efficiehcy. We provide quality management consultation services t~ocal, regional, state, and 

federal government agencies and public institutions. 

Alternative Formats 
Upon request, this document can be made available in alternative formats by calling 651~259.:3800. 



Background 
The Office of Higher Eduoation (OHE) provides consumer protection for students and prosp_e~~ive students. The 
Private Institution Registration and Licensing (PIRL) team is a regulatory group within OHE. In recent years PIRL 
has undergone considerable changes in personnel, structure, and leadership, and has experienced an increasing 
workload. Many PIRL work processes are not formally documented and a great deal of the subject matter 
exp~rtlse required to perform the work is held by the team man_ager. OHE leadership and the team's manager 
have asked MAD for an assessment of the PIRL team to result in recommendations that address team roles and 
responsibilities. 

Products 
MAD will create a report that assesses the roles and responsibilities of the PIRL team and makes actionable 
recommendations. 

Activities, Timeline, ~nd Project Costs 
The overall timel.in_e forthe·yroject would be Aprfl 2, 2018 (or when the interagency agreement is signed) 
thro~gh June 22, 2018, If the interagency agreement Is not signed by March 30, 2018, MAD would work with the 

. cHent to revise the timeline and project scope as necessary based on· consultant availability and client needs. 

Planning and client check-ins including project kick-off with entire team and :1,0 
reg~~ meetings y.,lth PIRL manager as project discoVf:!Jl:J?_r_o~g_re_s_se_s_. _________ _ 

Focused background research and data gathering: 

• Statutes related to the work of the team; 
• Other state comparison team research including review of data already 

gathered by PIRL manager and additional data collection as n_eeded; . 

25 · 

• MR elements inclucling position d~scriptions, job classifications, and 
training/development history and needs. ----~-=-c~-_,.___-~--~-~-~---- -------~~~- ··-~-~-+--~~--~-~-i 

Individual interviews: i 
• Up to two two-hour individual interviews with 'each ofth-e four members 1 

of the PIRL team to discuss roles, responsibilities, and recommendations; i 

• One one-hour individual interview with up tci three OHE peer managers; ) 
• One one-hour Jnterview with OHE leadershfp. · 

40 

I . 
I 



,, 

Documentation 
Management Analysis and Development would provide the draft copy and the final document in Adobe Acrobat 
{PDF) format. 

Clients and Consultants 
The primary client contact would be BetsyTalbotThe MAD project lead would be Erica Klein; other MAD 
consultants would also provide services to the client. 

Client Responsibilities 
OHE will provide and schedule meeting space for meetings and interviews. OHE wil.1 also support the project by 
actively participating and encouraging team participation in project activities. 

Data Practices 
Information collected during this project wouid be subject to the Minnesota Data Practices Act, Mii,nesota 
Statutes §13.64. The final report would be public. Data on individuals {such as interview or survey data) is 
private data. Client staff wou_ld not be present at interviews or focus groups, and would not have access to any 

. data that identifies individuals. 

Billing and Cost Calculations 
ManagementAn~!ysis and Development bills at the Minnesota Management and Budgeh:ipproved rate of $140 
an hour. The client would be billed only for actual hours worked and for expenses actually incurred, and the 
costs of the project will not exceed the total reflected above Without pre-arranged amendment. If th~ scope of 
the project expands after the work begins, an interagency agreement amendment woulq be required to cover 
the anticipated additional hours and/or to extend the end date of the contract.. 





m, DEPARTMENT 
OF EDUCATION 

STATE OF MINNESOTA 
INTERAGEN_CY AGREEMENT 

This interagency agreement is between the Minnesqta Department of Education (MDE) whose 
business address is 1500 Highway 36 West, Roseville, MN 55113 and the Office of Higher 
Education (OHE) whose business address is 1450 Energy Park Drive, Suite 350, St, Paul, MN 
55108, 

Agreement 
1 Term of Agreement 

1.1 Effective date: June 1, 2018, or the date the State obtains all required •signatures under 
Minnesota Statutes Section 16G.05, subdivision 2, whichev~r is later. 

1.2 Expiration date: December 31, 2018, or until all obligations have been satisfactorily 
fulfilled, whichever occurs first. 

2 Scope of Work 
2.1 The Office of Higher Education (OHE) will obtain a vendor to design web graphics for 

the sixHchapter web story titled "Value of early learning" with corresponding narrative for 
the Early Childhood Longitudinal Data System (ECLDS) project. 
a. Content stOl'yboard provided will be a collaboration between OHE and MDE. 

2.3 OHE will obtain the vendor(s) to create the narrative and web graphics for the six-chapter 
web story under the State of Minnesota procurement process and will adhere to Authority 
of Local Purchases rules. , 

2.4 MDE and OHE wilLjofotly share ownership ofthis•web story and narrative, 
2.5 The six~ohapter web story graphics and narrative must meet all State of Minnesota 

accessibility requirements listed ,.mder clause 9 of this interagency agreement. 
2.6 The OHE selected vendor(s) must submit all end products to MDE's accessibility liaison, 

Kim Wee at Kim, Wee@state.mn. us, for accessibility testing. Accessibility testing must 
be successfully completed before end p1·oducts can be accepted. 
a If accessibility testing is unsuccessful, selected vendor(s) must fix the areas and 

resubmit• for accessibility testing within two weeks of receiving accessibility findings. 
b. If needed this task will be 1·epeated until all end products successfully pass accessibility 

• • I testing, 
2.7 The final graphic file format must be a .png file format. 

3 Consideration and Payment 
3.1 MDE will l'eimburse OHE for service expenses actually incurred for an amount not to 

exceed $10,000.00. · · · 
3.2 Travel expenses. Reimbul'sement for travel and subsistence ex.penses actually and 

necessarily ingurred by the Contractor as a result of this Contract will not exceed $0.00;. 

MDE FYJ 8 SharePoint 1D #398 
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provided that t4e Contractor will be reimbursed for travel and subsistence expenses in the 
same manner and in no greater amount than provided in the current "Commissioner's 
Plan" established by the Commissioner of Mi1111esota Management and Budget which is 
incorporated in to this Contract by reference. The Contractor will not be reimbursed for 
travel and subsistence expenses incurred outside Minnesota unless it has received the 
State's prior written approval for out-ofotate travel. Minnesota will be considered the 
home state for determining whether travel is out of state. 

3 .3 OHE must submit invoices for payment, using the format set forth in section 4.3, 
3.4 The total obligation ofMDE for all compensation and reimbursements to OHE under this 

Agreement will not exceed $10,000.00, 

4 Conditions of Payment . 
4.1 All services provided by OHE under this Interagency Agreement must be performed to 

MDE's satisfaction, as determined at the sole discretion of MDE's Authorized 
Representative. 

4.2 MDE will promptly pay all valid obligations under this Interagency Agreement as 
required by Minnesota Statutes § l 6A.124. MDE will make undisputed payments no later 
than 30 days after receiving OHE's invoices for services pelformed. If an invoice is 
incorrect, defective or otherwise improper, MDE will notify OHE within 10 days of 
discovering the error. After MDE receives the corrected invoice, MDE will pay OHE 
within 30 days of receipt of such invoice. 

4.3 OHE must submit invoices monthly for. work completed during the prior tnonth, which 
• are due no later than the enc;l of the month to Accounts Payable. State Fiscal Year (FY) 
'18 final invoice is due no later than July 21, 2018. State FY19 final invoice is due no 
later than January 21, 2019, Invoices should include the following info1matlon! 

i. MDE's Authorized Representative's name 
ii. The Purchase Order (PO) and Agreement number 
iii. Dates of service with description of work completed 
iv. The subject line of the email with the invoice attached must contain the 

MDE's Authorized Representative's name, Purchase Order (PO) and 
Agreement number. 

v. The preferred method of obtaining_ an invoice from a vendor is by email. 
Submit invoices via email to Accounts Payable: 
MN Department of Education 
Accounts Payable Department 
MDB.AccountsPayable@state.mn.us 

vi. Should ~n invoice need to be submitted via U.S. Mail, please use 
the following address: 
MN Department of Education 
Attn: Accounts Payable Department 
1500 Highway 36 West 
Roseville, MN 55113-4266 

MDE FY18 SharePoint 1D #398 
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5 Authorized Representative . 
MDE's Authorized Representative is Kara AJ:zamendia, Data Analytics Supervisor, 1500 
Highway 36 West, Roseville, MN 55113, 651-582-8599, Kara.Arzamendia@state.mn.us or 
her/his successor. 

OHE's A\lthorized Representative is Fiorella Gallia, Communication Specialist, 1450 Energy 
Park Drive, Suite 350, St. Paul, MN 55108, 651-259-3971, Fiorella.Gallia@state.mn.us or 
her/his successor. 

6 Amendments 
Any amendment to this agreement must be in writing and will not be effective until it has 
been executed and approved by the same parties who executed and approved the original 
agreement, .01· their successors in office, 

,; ····· 

7 Liability ,-,: 
Each paity w.ill be responsible for its own acts and·behavior and the results thereof. 

8 Termination 
Either party may terminate this agreement at any time, with or without cause, upon 3 0 days' 
written notice to the other pmiy. · · 

9 Accessibility Standards OHE and the selected vendor(s) agrees to comply with the State of 
Minnesota Accessibility Standards effective September 1, 2010, which entails, in part, the 
Web Content Accessibility Guidelines (WCAG) 2,0 (Level AA) and Section 508 Subparts A­
D which can be viewed at: http://mn.gov/mnit/programs/po1icies/accessibility/ 

A. Contact the MDE Accessibility Liaison, Kim Wee at Kim.Wee@state.mn.us for 
· specific guidance on creating content that meets our accessibility requirements, 

10 Other Provisions The following crite1fa are to be used for all publications or other content 
created fo1· MDE intended for .dissemination: . 

A. Use only print-quality department logo. Request a copy from the MDE 
Communication Office at mde,contactus@state.mn.us 

B. Copy must follow latest edition of the AP (Associated Press) Stylebook. 
C. Video content must be open or closed captioned. 
D. Copy must be free of typographical and grammatical e1Tors. 
E. Font'size will be, minimally, 12 pt. Times Roman, 11 pt. Calibri, or 

comparable size. 
F. Manuals should be createtl in P:OF with bookmarks (preferred) or include a 

linked Table of Contents if created in Word. 
G. Presentations must be narrated, part of a recorded presentation,- or include 

notes pages, not be standalone slideshows. 
H. Please direct questions regarding printed material to the Authorized 

Representative for this Interagency Agreement. 

MDE FYI 8 SharePoint ID #398 
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11 Plain Language Contractor must provide all deliverables in "Plain Language".- Executive 
Order 14~07 requires the Office of the Goveinor and all Executive Branch agencies to 
communicate with Minnesotans using Plain Language, As defined in Executive Order 14~ 
07, Plain Language is a communication which.an audience can understand the first time they 
read or hear it. To achieve that, Contractor will take the following steps in the deliverables: 

A. Use language commonly understood by the public; 
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COMPREHENSIVE IT SERVICE LEVEL AGREEMENT

Introduction

Service Level Agreement
A service level agreement is a negotiated agreement that records the common understanding 
about services, priorities, responsibilities, guarantees and warranties between two parties, 
where one is the customer and the other is the service provider. The purpose of the 
Comprehensive IT Service Level Agreement (Agreement or SLA) is to spell out the relationship
and expectations of the consolidated executive branch IT organization – the Office of MN.IT
Services – and each of its individual executive branch agency customers.

Documenting a Cooperative Relationship
The SLA is, by nature and intent, the articulation of a vital cooperative relationship between 
information technology and the state government business that it serves. It is a living document 
that serves as a tool for defining expectations, roles and responsibilities, processes and 
procedures that will help the very diverse and complex executive branch function successfully
within a centralized IT environment.

The goal of this document is to:

• Define services in terms that make sense to the customers
• Match the dollars, currently budgeted by the state agency for information

technology with the services currently received from MN.IT Services
• Identify the processes by which agency business leadership can, with help from 

MN.IT Services, make business decisions and set priorities for information 
technology

• Clarify roles so that agencies know what IT delivers and who does what
• Quantify metrics and accountability so that agency business leadership knows that 

the documented expectations are being met.

To reinforce the nature of this Agreement as a planning tool and a covenant between two 
entities that co-exist under the jurisdiction of the executive branch and the leadership of the 
Governor of Minnesota, this Agreement is a document that requires neither a signature nor a 
“lock” on its content.

While the Agreement documents a set of expectations and warranties by which the individual 
agency customers can measure MN.IT’s service performance, it is also – more importantly - a
vital planning tool for the agencies to set priorities and work with MN.IT Services in order to
establish services and systems that have a high business value and meet the ever- changing
program needs of the agency and its citizen customers.

MN.IT SERVICES: Information Technology for Minnesota Government 1



COMPREHENSIVE IT SERVICE LEVEL AGREEMENT

For MN.IT Services, this document represents an opportunity to articulate and confirm its 
understanding of agency needs and expectations. It also serves as a baseline by which MN.IT 
can normalize and standardize roles, service levels, budgets, processes and procedures
among its agency-based offices. It also allows the organization to identify centers of
excellence, investment priorities, gaps and issues, and opportunities for leveraging resources
and economies of scale.

In sum, this Agreement serves as the primary tool for an ongoing cooperative 
relationship that promises effective information technology management and enhanced 
government innovation to meet complex agency business needs in the decades ahead.

Substantiating Documentation
MN.IT Services intends to use five documents as the foundation for the direction of the State’s
IT program and the parameters of the Agency’s goals and service management practices:

• This comprehensive Agreement focuses on the “nuts and bolts” of agency 
expectations and service accountability.

• The State of Minnesota Information and Telecommunications Systems and Services
Master Plan that articulates the higher-level business goals and ambitions for 
technology at the State.

• The Agency Centralized IT Reference Model that sets the foundational direction for 
agency-based service delivery and customer relationships and facilitates MN.IT 
Services’ ability to deliver consistent IT services and maintain accountability and 
responsiveness to all agencies, regardless of the diversity of business, resources 
and physical location.

• The Minnesota IT Governance Framework, that outlines the governance processes 
by which IT direction and priorities are set and how agencies participate and provide 
input.

• The MN.IT Services Tactical Plan, which details the goals and milestones of a multi-
project effort to optimize IT services and maximize efficiencies in order to better service 
its customers.

MN.IT SERVICES: Information Technology for Minnesota Government 2
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Copyright (c) 2012 Minnesota Office of MN.IT Services.  Please distribute with caution; this document
may contain not public data under Minnesota Statutes chapter 13, including possible security 
information pursuant to Minnesota Statutes section 13.37, and is also copyright protected. Upon
receiving a third-party request, including those pursuant to the Minnesota Government Data Practices Act
(Minnesota Statutes chapter 13), immediately contact MN.IT Services.
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Office of Higher Education Service Agreement

Introduction

The aim of this Agreement is to provide a basis for close co-operation between the Office of 

MN.IT Services (MN.IT) and Office of Higher Education (Agency), for support services to be 

provided by MN.IT to the Agency, thereby ensuring timely, cost effective and efficient 

support services are available to Agency end users. 

The primary objective of this document is to define the service delivery items that will govern 

the relationship between MN.IT and the Agency.  The SLA documents the required 

business facing information technology (IT) services that support the existing Agency 

business processes at the existing service levels.  This SLA determines the IT service 

delivery performance baseline from which any desired future changes will be negotiated.

This SLA, and all appendices which are incorporated herein by reference, supersede in their 

entirety any previous agreements between the Office of MN.IT Services and the Agency 

relating to Laws of Minnesota 2011, First Special Session chapter 10, article 4 (the IT 

Consolidation Act).  This SLA is authorized by and implements the requirements set forth in 

the IT Consolidation Act.  This SLA is intended to serve as a transitional agreement 

delineating the parties’ responsibilities until superseded by future amendments.

For purposes of this SLA, “information technology” is defined as the acquisition, storage, 

communication, and processing of information by computers, telecommunications, 

applications and other software. This information includes, but is not limited to business 

data, voice, images, and video.  IT provides businesses with business process automation, 

productivity tools and information delivery services to help execute the business strategy. 

Specific components of IT include, but are not limited to, all enterprise and agency-specific 

(unique) applications (business application software and related technical support services), 

system software, networks, databases, telecommunications, data centers, mainframes, 

servers, desktops and monitors/laptops/mobile computing devices, output devices such as 

printers, electronic mail, office systems, reporting, and other standard software tools, 

helpdesk, upgrades, security and continuity, and maintenance and support of these 

systems.

The success of this SLA and the cooperative relationship created is dependent on each 

party understanding and fulfilling their responsibilities and generating an environment 

conducive to the achievement and maintenance of targeted service levels.

MN.IT SERVICES: Information Technology for Minnesota Government 5
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Objectives of Service Level Agreements

· To create an environment that is conducive to a cooperative relationship between 

MN.IT and the Agency to ensure the effective support of end users who conduct state 

government business

· To document the responsibilities of all parties taking part in the Agreement

· To ensure that the Agency achieves the provision of a high quality of service for end 

users with the support of MN.IT

· To define the start of the Agreement and the process for reviewing and amending the 

SLA

· To define in detail the services to be delivered by MN.IT and the level of service and 

anticipated costs that can be expected by the Agency, thereby reducing the risk of 

misunderstandings

· To provide a common understanding of service requirements/capabilities and of the 

principles involved in the measurement of service levels/objectives

· To provide the parties to the SLA a single, easily referenced document that addresses 

the objectives as listed above

Agreeing Parties

(Agency)

Agreement Schedule

Start Date:

Office of Higher Education

July 1, 2012

The Office of MN.IT Services (MN.IT)

Review Process

This Agreement will be reviewed no less frequently than annually on a mutually agreed upon 

date, by the Agency and MN.IT.  The review will include an evaluation of the  services 

provided and service levels required by the Agency as of the date of the review.  To the extent 

reasonably necessary to meet the business needs of the Agency, the parties to this SLA agree 

to use best efforts to amend the SLA to change and update the Agreement to reflect the 

Agency’s business needs.

MN.IT SERVICES: Information Technology for Minnesota Government 6
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The following contacts are responsible for the monitoring and maintenance of this Agreement.  

Please refer to Section 2 for how to make operational requests.

MN.IT Services 

Contact:

Agency Primary 

Contact:

Name Phone Email address

Contact Details

Diane O'Connor

Matthew Porett

651/259-3922 diane.oconnor@state.mn.us

651/582-8804 matthew.porett@state.mn.us

Responsibilities

MN.IT and the Agency will establish a cooperative relationship to achieve efficiencies and 

improve the delivery of technology services in state government and to citizens, in which 

MN.IT will act as the IT service provider and the Agency will act as the customer.

In consideration of the mutual promises set forth in this SLA, MN.IT and the Agency agree to 

all terms in this SLA, including as follows:

In conjunction with state agencies and others stakeholders, MN.IT will establish and maintain 

a formal governance process (Minnesota IT Governance Framework) that includes agency 

business participation and incorporates agency input into overall IT strategy and direction. 

All Agency-based IT-related employees are accountable to the Agency-based chief 

information officer (CIO) and, through the Agency-based CIO, report to the State CIO or 

designee.  All Agency-based IT-related employees are MN.IT employees, but the Agency will 

continue to provide a portion of the support services, as agreed upon and as needed.  

(Hereinafter Agency-based IT-related employees are referred to as Agency-based MN.IT 

employees.)

MN.IT reserves and may exercise, during the term of the SLA, the right to assume the salary 

and other costs, provision of support services and administrative responsibility for 

Agency-based MN.IT employees for the purposes of complying with the IT Consolidation Act 

and improving Agency IT services, reassigned roles and/or service consolidation.  It is 

anticipated that some of these changes will commence in fiscal year 2013.

MN.IT’s oversight authority includes, but is not limited to, IT-related planning activities, 

budget management, purchasing, policy development, policy implementation, and direction of 

Agency-based MN.IT employees.  MN.IT’s oversight authority does not extend to the non-IT 

portions of the Agency’s business operations. 
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Pursuant to Minnesota Statutes section 16E.016, MN.IT has the authority and is responsible 

for the provisioning, improvement, and development of all Agency IT systems and services 

as directed and delegated by MN.IT to the Agency-based CIO.  In performing these duties, 

MN.IT will take into consideration all of the Agency’s concerns and requests, as reasonably 

required to address the Agency’s business needs.

All IT-related funds remain under the control of the Agency for accounting and administrative 

purposes, and MN.IT will direct and delegate authority for the management of those funds to 

the Agency-based CIO.  All IT-related resources, regardless of funding source, constitute the 

Agency budget for IT (IT Budget).  The Agency’s total IT Budget includes, but is not limited 

to, budgets/funds for: Agency-based MN.IT employee salaries and fringe benefits; IT-related 

hardware, software, equipment, and asset maintenance; IT-related space rental, 

maintenance, and utilities; and IT-related professional internal and external services and all 

other IT-related contracts.  The IT Budget includes, but is not limited to, the resources 

supporting the Agency IT-related activity or service components in all Agency divisions or 

units.  The IT Budget will be considered to constitute the full and complete Agency budget for 

all IT activity at the Agency.  The IT Budget does not include Agency resources that are 

outside the IT Budget.  

MN.IT, through the Agency-based CIO and in consultation with the Agency, and the Agency 

chief financial officer (CFO), agrees to manage existing Agency-based IT resources 

consistent with this SLA.  MN.IT intends to comply with all legal restrictions and requirements 

on those resources, if any.  

MN.IT Services Roles and Responsibilities

MN.IT will exercise all authority and responsibilities in a manner that assures the best interests 

of the State and the Agency it serves while meeting the intent of the IT Consolidation Act as 

interpreted by the State CIO.

MN.IT is responsible for: 

· Managing all IT strategic planning and establishing the State ’s IT direction in the form 

of policies, standards, guidelines and directives.

· Developing and determining delivery strategies for all executive branch state agency IT 

activity and services consistent with the Minnesota IT Governance Framework. 

· Managing IT resource deployment at the executive branch level based on strategic 

planning, service delivery strategies, Agency and executive branch business needs 

and legal restrictions and requirements on IT resources and IT resource funding. 

· Performing human resources services for the Agency-based MN.IT employees.  MN.IT 

Human Resources (HR) has authority with regard to IT related employment including, 

but not limited to, transactions, classification, compensation, staffing, labor relations, 
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unemployment, workforce planning, recruitment, training & development, and safety &. 

MN.IT HR will work closely with the agency based HR offices on employment matters 

that were pending prior to this SLA.  

· Delegating appropriate authority to the Agency-based CIO and providing direction and 

guidance to the Agency-based CIO in Agency IT business operations including, but not 

limited to, IT-related planning, budgets, purchasing, service strategy, policy 

development and implementation, and personnel management of Agency-based MN.IT 

employees. 

· Determining responsibility, role, and compensation for the Agency-based CIO; creating 

a position description, completing performance appraisals of the Agency-based CIO 

and implementing performance-related measures including performance management, 

in consultation with the Agency. 

· Providing guidance on the roles and responsibilities of MN.IT, the Agency-based CIO 

and the Agency related to the management and responses to data requests made 

under Minnesota Statutes chapter 13 for Agency data or information that resides on 

MN.IT-managed technology equipment.  Agency data or information that resides on 

MN.IT-managed technology equipment is subject to Minnesota Statutes chapter 13 

and MN.IT will comply accordingly.

· Promptly notify Agency, through the Agency-based CIO, of a known or suspected IT 

security breach of Agency’s not public data.  MN.IT will work with Agency to comply 

with notice and regulatory requirements under Minnesota Statutes chapter 13 and 

other applicable state and federal laws, rules and regulations.  MN.IT and 

Agency-based CIO will work to identify the deficiency that led to the breach and to 

correct, mitigate and remediate the deficiency, which may require additional resources.  

Additional details regarding the requirements and coordination of IT security data 

breaches are included in the Enterprise Information Security Incident Management 

Standard (available on the MN.IT website).

· Working with Agency-based CIO and Agency regarding implementation of a MN.IT 

employee training program to satisfy applicable federal and state requirements for 

Agency data access and handling, if any.  Additional details regarding the 

requirements and coordination of data training are included in the Enterprise 

Information Security Training and Awareness Standard (available on the MN.IT 

website). 

· Implementing and maintaining appropriate IT internal controls for all IT-related 

business in accordance with MN.IT, Agency, and MMB policies, standards, and 

guidance.  MN.IT is not responsible for maintaining internal controls for Agency non-IT 

related business.

· MN.IT, through the Agency-based CIO, intends to and will work in good faith with 

Agency to comply with all applicable state and federal laws, rules and regulations.  

MN.IT intends to and will work with Agency to comply with the additional 

Agency-specific legal and/or regulatory requirements located in Appendix A.  If the 

Agency is not in compliance at the time of transition (July-August 2012) then additional 

resources may be required to bring Agency into compliance.
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The Agency-based Chief Information Officer Roles and 

Responsibilities

The Agency-based CIO represents MN.IT at the Agency and has delegated oversight over all 

Agency-based MN.IT resources and employees.  The Agency-based CIO has the authority 

and responsibility to: 

· Manage the centralized reporting structure for all Agency-based MN.IT employees in 

consultation with the Agency and under the direction of MN.IT.

· Manage the Agency IT Budget, including the determination of service delivery 

strategies for IT services.

· Hire and manage Agency-based MN.IT employees, in coordination with human 

resources personnel, including, but not limited to, managing the work direction, 

selection, evaluation, reallocation, promotion, recognition, and coaching; administering 

disciplinary actions when necessary; and responding to any disputes or grievances 

filed by MN.IT employees. 

· Manage and approve all IT purchasing consistent with Minnesota Statutes Chapter 

16C and other applicable laws, and in consultation with the Agency.

· Represent the Agency’s strategic IT direction, planning, business needs and priorities 

to MN.IT.

· Comply with and implement at the Agency all MN.IT IT policies, standards, guidelines, 

direction, strategies, and decisions.

· Comply with and implement at the Agency all Agency policies, standards, guidelines, 

direction, strategies, and decisions, unless in conflict with MN.IT IT policies, standards, 

guidelines, direction, strategies, and decisions.

· Report directly to and be held accountable by MN.IT for IT operational direction 

including, but not limited to, IT-related planning activities, budget management, 

purchasing, policy development, policy implementation and management of 

Agency-based MN.IT employees.

· Manage the oversight and authority for Agency IT-related activities - including, but not 

limited to, performance and functionality of Agency IT systems and applications - in a 

manner that supports statewide direction and policies established by MN.IT; enables 

appropriate technology, methodology, and industry best practices as directed by 

MN.IT; and advances the vision, mission, goals, and business needs of the Agency.

· Assist Agencies, as requested, with the prompt fulfillment of requests made pursuant 

to Minnesota Statutes chapter 13 for Agency data or information that resides on 

MN.IT-managed technology equipment.  The responsibilities of MN.IT, the 

Agency-based CIO, and the Agency related to these requests are further delineated in 

MN.IT’s data practices requests guidance document (issued Jan 3, 2012, revised April 

3, 2012).  

· Notify MN.IT of a known or suspected IT security breach of Agency ’s not public data, 

and  promptly notify Agency of a known or suspected IT security breach of Agency ’s 
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not public data.  Agency-based CIO will work with MN.IT and Agency to comply with 

notice and regulatory requirements under Minnesota Statutes chapter 13 and other 

applicable state and federal laws, rules and regulations.  Agency-based CIO will work 

with MN.IT to identify the deficiency that led to the breach and to correct, mitigate and 

remediate the deficiency.  Additional details regarding the requirements and 

coordination of IT security data breaches are included in the Enterprise Information 

Security Incident Management Standard (available on the MN.IT website).

· Consult and coordinate with MN.IT and the Agency regarding implementation of a 

MN.IT employee training program to satisfy applicable federal and state requirements 

for Agency data access and handling, if any.  Additional details regarding the 

requirements and coordination of data training are included in the Enterprise 

Information Security Training and Awareness Standard (available on the MN.IT 

website). 

· Work in good faith with MN.IT and Agency to comply with all applicable state and 

federal laws, rules and regulations.  Additional Agency-specific legal or regulatory 

requirements may be located in Appendix A.

   

All Agency-based CIO decisions made and discretion exercised pertaining to this SLA are 

subject to the authority of MN.IT.

The Agency Roles and Responsibilities 

In matters related to this SLA, the Agency is responsible for the following:

· Maintaining the Agency-based CIO in a role within the Agency that directly 

communicates with the Commissioner, Deputy Commissioner, or equivalent 

incumbent.

· Including the Agency-based CIO as a regular attendee of Agency executive team 

meetings to provide IT-related reports and ensure that the MN.IT IT strategy supports 

the business needs of the Agency.  

· Communicating with the Agency-based CIO regarding all important Agency IT 

developments.

· Affording the Agency-based CIO with the authority appropriate to an Agency employee 

that will enable the Agency-based CIO to manage the IT Budget on the Agency’s 

behalf in cooperation with Agency.  This includes, but is not limited to, Agency IT 

purchasing authority. 

· Determining and communicating new service requirements to the Agency-based CIO 

based on program needs, including, but not limited to, changes in service volumes and 

IT projects, identifying funds for new services, and initiating a change to this SLA 

and/or the IT Budget, as prescribed by the SLA and this Section.

· Providing input to the State CIO on performance appraisals and performance 

management for the Agency-based CIO.

· Continuing to perform all financial accounting services for the Agency ’s total IT 
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Budget, including, but not limited to, providing the Agency-based CIO with regular 

financial reporting sufficient to plan, manage and commit funding for Agency IT 

services, as well as fiscal operations and functions related to the Agency-based CIO 

and Agency-based MN.IT employees. 

·    Agency-based HR offices retain responsibility for any legal matters involving an 

Agency-based MN.IT employee initiated prior to this SLA, and will work closely with 

MN.IT HR.

· Continuing to perform a portion of the other administrative services, including 

responding to data requests under the Minnesota Government Data Practices Act 

(Minnesota Statutes chapter 13) and legislative functions, as needed and agreed upon 

by the parties to this SLA.  

· As the “responsible authority” for Agency data or information, the Agency must 

respond to requests made pursuant to Minnesota Statutes chapter 13 for Agency data 

or information that resides on MN.IT-managed technology equipment.  The 

responsibilities of MN.IT, the Agency-based CIO, and the Agency related to these 

requests are further delineated in MN.IT's data practices requests guidance document 

(issued Jan 3, 2012, revised April 3, 2012).  

· Notifying Agency-based CIO of any suspected or known IT security breach of 

Agency’s not public data.  Agency will work with MN.IT to comply with notice and 

regulatory requirements under Minnesota Statutes chapter 13 and other applicable 

state and federal laws, rules and regulations.  Agency is responsible for providing any 

required notifications under Minnesota Statutes section 13.055 and other applicable 

state and federal laws, rules and regulations.  Additional details regarding the 

requirements and coordination of IT security data breaches are included in the 

Enterprise Information Security Incident Management Standard (available on the MN.IT 

website). 

· Working with Agency-based CIO and MN.IT regarding implementation of a MN.IT 

employee training program to satisfy applicable federal and state requirements for 

Agency data access and handling, if any.  Additional details regarding the 

requirements and coordination of data training are included in the Enterprise 

Information Security Training and Awareness Standard (available on the MN.IT 

website).

· Working in good faith with MN.IT and the Agency-based CIO to comply with all 

applicable state and federal laws, rules and regulations.  Additional Agency-specific 

legal or regulatory requirements may be located in Appendix A.  If the Agency is not in 

compliance at the time of transition (July-August 2012) then additional resources may 

be required to bring the Agency into compliance.
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Acceptance, Amendments, and Termination

MN.IT’s provision of services under this SLA and the Agency’s use of those services 

constitutes acceptance by both parties of all terms in this SLA.

Any amendment to this Section 1, Appendix A , or Appendix B, or termination of this SLA, 

must be in writing and will not be effective until it has been approved by the State CIO and the 

Agency Primary Contact identified above.  Either party may request an amendment to this 

Section in writing, with full documentation of purpose and justification.    

To make a change to the IT Budget, the Agency’s CFO must provide notice, and a reason for 

the change, to MN.IT’s CFO and the Agency-based CIO, and MN.IT’s CFO will consult with 

MMB.  A change to the IT Budget may also require a change to the SLA.

Except for Section 1 and Appendices A and B, any other changes to the SLA, including 

service levels, must be in writing and will not be effective until approved by the State CIO, or 

designee, and the Agency Primary Contact identified above, or designee.  The State CIO, or 

designee, and the Agency Primary Contact identified above, or designee, may agree to 

establish a more efficient process to change the SLA (other than Section 1 and Appendices A 

and B) but all changes must be in writing.  A change in service levels may also require a 

change to the IT Budget, which must follow the process in the preceding paragraph. 

Dispute Resolution

The parties agree to cooperate with each other in the performance of the duties and 

responsibilities under this SLA.  Each party to this SLA will make every effort to avoid disputes 

by clearly documenting communications and engage the applicable chain of command, as 

necessary.  If the parties are unable to reach an agreement with respect to any dispute related 

to the services, terms and provisions of this SLA, the Agency ’s Primary Contact and the 

State’s CIO will meet to determine further action.

Liability

Each party shall be responsible for claims, losses, damages and expenses which are 

proximately caused by the wrongful or negligent acts or omissions, including lack of funding, 

of that party or its agents, employees or representatives acting within the scope of their duties.  

Nothing herein shall be construed to limit either party from asserting against third parties any 

defenses or immunities (including common law, statutory and constitutional) it may have or be 

construed to create a basis for any claim or suit when none would otherwise exist.  This 

provision shall survive the termination of this Agreement.
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Additional Provisions

The terms of this SLA are not meant to supersede or violate any applicable bargaining unit 

contracts, state laws, or federal laws.  If any provision of this SLA is determined to be 

unenforceable, then such provision will be modified to reflect the parties' intention.  All 

remaining provisions of this SLA shall remain in full force and effect.  

Law to Govern

This Agreement shall be governed by the laws of the State of Minnesota.  Venue for all legal 

proceedings arising out of this Agreement, or breach thereof, shall be in the state or federal 

court with competent jurisdiction in Ramsey County, Minnesota.

Assignment

Neither MN.IT nor the Agency shall assign or transfer any rights or obligations under this SLA 

without the prior written consent of the other party.  This provision must not be construed to 

limit MN.IT’s ability to use third party contractors or products to meet its obligations under this 

SLA.
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Service Operations

Customer Service

Customer Relations

Agency-based MN.IT Chief Information Officer (CIO)
The Agency-based CIO has been and will continue to be an integral part of the Agency 
management team and the primary agency partner for the development of IT plans and the 
manager of IT solutions that meet the Agency’s business needs. Working with Agency business 
leaders, MN.IT’s Agency-based CIO will plan, design, create and maintain IT solutions and work 
with the Agency to meet service levels, budgets and priorities.

Specifically, the MN.IT Agency-based CIO:

• Leads technology planning, needs assessment, design, and procurement of IT for the
Agency

• Partners with Agency business leaders to design create and maintain applications to 
meet business requirements

• Manages delivery and ongoing operational support of IT at the Agency level
• Provides and reviews with Agency leadership all service level reporting.

MN.IT Services Account Team
Each MN.IT customer also has a designated Account Team for those services that are provided 
centrally by MN.IT Services. The Account Team is comprised of a primary and backup Account 
Manager to work with the Agency-based CIO on provisioning and sourcing the central services 
the Agency needs.

Specifically, the Account Manager:

• Provides consultation; needs assessment; analysis and design of cost-effective centrally 
provided solutions to meet business needs

• Leverages the full resources of MN.IT’s technical expertise to deliver centrally provided 
solutions to Agency business needs and/or to source them from private partners

• Develops proposals and service agreements for utility and other MN.IT centrally 
provided services

• Provides service level reporting and reviews, jointly with the Agency-based CIO, on 
utility and other MN.IT centrally provided services.
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The Agency-based CIO and Account Manager are integral parts of the MN.IT team working to 
bring the Agency the best technology to meet the Agency’s needs at the best price performance 
possible.

Service Level Reporting

Reporting
Recurring service performance reports will be run against the service level targets defined in 
Section 4. This performance report will be in the form of a monthly IT dashboard with the 
following attributes:

• Availability
• Capacity
• Service Support
• Recoverability

Reviews
Service reviews will be conducted on a quarterly basis and facilitated by the Agency-based CIO
through the service level management process.

Requesting Support for MN.IT Services
While every Agency-based office currently manages individual processes and procedures for
the support of Agency-based IT services, MN.IT Services, in this document, sets forth standards 
for service management based on the standard for current centrally delivered services. These 
standards apply to all service desks, regardless of location, unless otherwise noted.

Following the standards in this section, are the processes and exceptions that are currently in 
effect at the Agency.

Agency-based CIOs, as a group, are working to define common service management 
processes that will bring all MN.IT services into alignment with enterprise-wide standards in the 
future. This SLA will be amended by the Agency-based CIO as changes are made to the 
specific procedures at the Agency.

MN.IT Service Desk
The MN.IT Service Desk acts as the central point of contact for all IT services. It is the focal 
point for reporting all service incidents and for all service requests. The MN.IT Service Desk is a 
skilled, 24x7 on-site operation that performs the first line support for all IT services, fulfilling a 
large percentage of incidents and requests without escalation.
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Definitions
Incident: An incident is any event which is not part of the standard operation of service and 
which causes, or may cause, an interruption or a reduction in the quality of that IT service.

Service Request: A user request for support, delivery, information, advice, documentation, or a 
standard change. Service requests are not service disruptions.

Service Desk Activity
Ownership, monitoring, and tracking of all incidents and requests: 100% logging of 
incidents/ requests; request managed throughout their lifecycle.

Customer-facing first level support for all services: Response to all submitted incidents & 
requests through incoming calls, email, online and system monitoring alerts in a prompt & 
efficient manner; provision of customer status.

Escalation: Intensify the response to the incident or request; Coordinate handoff to second-line 
or third-party support groups, if necessary.

Communications: Communication of planned and unplanned service outages.

Critical Success Factors
The purpose for and criteria for measuring the success of the Service Desk include:

• Maintaining IT service quality –as documented in individual Service Level Agreements
• Maintaining customer satisfaction – per customer survey metrics
• Resolving incidents within established service times – See Service Level Objectives 

in table below
• Fulfilling requests within established service times – See Service Level Objectives 

in table below

Prioritization
All incidents and service requests will be assessed and assigned a priority based on two 
criteria: urgency and impact. Priority drives the incident resolution and request fulfillment 
process and associated procedures.
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Incident Management and
Request Fulfillment
Service Objectives

Priority Level Definition

Critical-1

Any incident that has “massive impact,” and 
is highly visible, impacts a significant 
number of users, a major agency, 
application or service and has no 
redundancy or alternate path.

2 Hours (24x7)

High-2

Any incident that impacts a significant 
number of users, a major agency application 
or service, but has redundancy, or an 
alternate path or bypass.

8 Hours (24x7)

Medium-3
Any incident that impacts a limited number 
of users with a resource or service down or 
degraded.

2 Business Days*

Low-4

Any incident that impacts a small number or 
a single user in which a resource or non-
critical service is down or degraded and a 
deferred fix or maintenance is acceptable.

5 Business Days*

*Business Day = Monday – Friday 8:00 AM – 5:00 PM

Critical-1 Procedures
The MN.IT Service Desk follows Critical-1 escalation and notification procedures 24 hours a 
day, seven days a week, 365 days a year.

A master incident ticket serves as the source document throughout the event and this ticket 
number is referenced in all updates regarding the incident.

Agency
Communications

Notification
ObjectivesStages Activity

Critical-1
Incident is 
identified

Agency is notified that a
Critical-1 incident is in progress

Email sent to Critical-1 
distribution list

Service Desk ACD 
(Automated Call 
Distributor) is updated

Within 20 minutes of 
Critical incident being 
identified
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During a
Critical-1
Incident

The Service Desk updates 
Agency regularly while the 
Critical-1 incident is occurring

Email to the Critical-1 
distribution list

Service Desk ACD
message updated

Every hour, on the hour 
or as pertinent 
information becomes 
available

Critical-1
Incident is 
resolved

Agency is notified of resolution Email to the Critical-1 
distribution list

Service Desk ACD
message updated.

Within 10 minutes of 
resolution

After-Action 
Analysis and 

Agency 
follow-up

Problem Management holds an 
after-action meeting within 3 
business days to review the
root cause and define process 
improvements that can mitigate 
or prevent future occurrences

A Root Cause Analysis 
(RCA) report is emailed 
to the Critical-1 
distribution list.

Within 2 business days 
of the after-action 
meeting.

MN.IT Central Service Desk Contact Information

(See following pages for information on the Agency-based MN.IT Service Desk)

Business Hours 24 x 7 x 365

Contact Name MN.IT Service Desk

Phone Number 651-297-1111

Email Address Service.Desk@state.mn.us

Web Site and Service Catalog www.MN.gov/oet

Scheduled Maintenance and Changes for MN.IT Services
To ensure the stability, service levels, and availability of services, MN.IT Services uses change 
windows to implement planned changes and maintenance that carry a risk of or are known to 
impact a service. Requests for maintenance or changes are planned, reviewed, authorized, 
scheduled and controlled to occur during these windows in order to ensure that they are 
successful and fully completed within the scheduled change window.

Each request for maintenance or change is:

• Planned to ensure prior testing, where possible, proper time estimates, successful 
change validation testing, and allowance for time to back out the change if problems 
cannot be resolved.
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• Reviewed to ensure the plan is appropriate, complete and doesn’t conflict with other 
changes.

• Authorized after having had proper levels of approvals, risk assessments, and plans.
• Scheduled to avoid conflicts with other changes, mitigate risks and minimize disruption 

to business.
• Controlled to ensure proper process, resources, and execution.
• Logged/tracked to ensure that changes are documented in order to facilitate review and 

control.

Following these procedures ensures the highest success rate with appropriate risk, and 
minimizes the potential for any interruption in service. In the event the authorized work cannot 
be successfully completed in the scheduled window, it will be backed out, the service / 
technology infrastructure will be returned to the previous baseline, the cause for failure will be 
determined, an implementation plan will be updated, and the change will be authorized for a 
subsequent window.

Scheduled Maintenance / Change Windows
MN.IT will provide Agency a 5-day advance notice of Scheduled Maintenance. All prescheduled 
systems maintenance, unless otherwise agreed upon in advance by Service Operations, shall
be during the time specified in the scheduled maintenance/change window as follows: 

Monday thru Friday: 2:00AM to 6:00AM

Saturday: 2:00 AM to 12:00 PM (NOON)

The service unavailability for scheduled maintenance windows is excluded from uptime 
(availability) calculations. The maintenance is performed during the time specified in the 
scheduled maintenance/change window.

Emergency Maintenance and Changes
Emergency changes are typically to resolve an ongoing service outage or degradation or 
address an emerging security vulnerability, in which case the risks and potential business 
impact are so high that it is not prudent to wait for the next regularly scheduled change window.

Under certain unforeseen circumstances, MN.IT may need to perform emergency maintenance 
or changes, such as security patch installation or hardware replacement. If MN.IT is unable to 
provide customers with advanced notice in cases of emergency maintenance, MN.IT will 
provide after-the-fact follow-up for the event.
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Office of Higher Education Service Operations Details

MN.IT @ Office of Higher Education Service Desk

The MN.IT@ Office of Higher Education Service Desk has the following exceptions to the standards 

identified in Section 2:  Service Operations.

General Information

A formal Service Desk is not available at the Office of Higher Education.  The 

functions associated with a Service Desk are provided cooperatively by all  

MN.IT @ Office of Higher Education employees.  The primary contacts for 

incidents are Greg Haux and Debbie Vranyes.  Incidents may be reported to 

them in person, by phone or through email.  Incidents may also be reported to 

any member of the IT staff on those occasions when both Greg Haux and 

Debbie Vranyes are unavailable,     

MN.IT @ Office of Higher Education

Monday through Friday: 7:30 AM to 4:30 PM

Greg Haux

651/259-3946

ITS.OHE@state.mn.us

NA

Contact Information

Service Desk Name

Business Hours

Contact Name

Phone Number

Email Address

Web Site and Service Catalog
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Prioritization

MN.IT@ Office of Higher Education Service Desk uses the following prioritization criteria:

Priority Level Definition Incident Management and Request 

Fulfillment Service Level Objectives

Critical-1

High-2

Medium-3

Low-4

Any incident that has a massive and highly 

visible impact on a significant number of 

agency staff or customers and for which there 

is no redundancy or satisfactory alternate path.

Any incident that impacts a significant number 

of users or customers but which has 

redundancy or a satisfactory alternate path.

Any incident that impacts a limited number of 

users when the resource or service is down or 

degraded.

Any incident that impacts a small number of 

agency staff or customers when a resource or 

service is down or degraded and a deferred fix 

or maintenance is acceptable.

Two hours within the business day

Eight hours within a business day

2 business days

5 business days
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Critical-1 Procedures

MN.IT@ Office of Higher Education Service Desk uses the following Critical-1 Procedures:

Critical-1 

Incident is 

identified

During a 

Critical-1 

Incident

Critical-1 

Incident is 

resolved

After-Action 

Analysis and 

Agency 

follow-up

Stages Activity Agency Communications Notification Objectives

Agency staff is notified that a 

Critical-1 incident is in progress

Staff is updated regulary while the 

incident is occurring

Staff is notified of resolution

An after-action problem 

management meeting is held 

within 3 business days of the 

event to review the root cause 

and examine process 

improvements that can mitigate 

or prevent futue occurrences

By email or in person

By email or in person

By email or in person

A summary of the problem 

management findings is sent to 

the agency deputy 

commissioner

Within half an hour of Critical 

incident being identified

Every hour or as pertinent 

information becomes 

available

Within 20 minutes of 

resolution

Within two business days of 

the problem management 

meeting

Scheduled Maintenance / Change Windows

All prescheduled systems maintenance, unless otherwise agreed upon in advance by Service 

Operations, shall be during the time specified in the scheduled maintenance/change window as 

follows:

The service unavailability for scheduled maintenance windows is excluded from uptime (availability) 

calculations.  The maintenance is performed during the time specified in the scheduled 

maintenance/change window. 

Monday thru Friday: 

Saturday:

Maintenance may be performed between midnight and 7:30 AM in the morning 

and between 5:00 PM and midnight in the evening.

Standard maintenance may be performed at anytime on Saturday.

Sunday:
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Standard IT Services

Introduction
MN.IT Services provides a wide range of technology solutions to agencies. These solutions can 
be grouped into four broad categories:

1. Standard IT Services
Information technology solutions that facilitate day-to-day agency business 
operations. Examples include email, web sites, and telephone service. These 
services are listed in this section.

2. Agency Applications
Information technology solutions and Agency business applications that support 
Agency specific business requirements and related Agency business programs. 
These services are listed in Section 4.

3. Projects and Initiatives
Services that deliver a specific outcome. These services are listed in Section 5.

4. Enabling IT Services
IT solutions that enable the delivery of Standard IT Services and Business Services. 
Examples include local area networks, firewalls, and help desk services. These 
services are listed in Appendix D.

Standard IT Services
This section provides an overview of each Standard IT Service area and sets specific 
expectations regarding the performance parameters, delivery, and support of each service. The 
following Standard IT Services are described in detail on the following pages:

• Connectivity and Mobility - wireless access within state locations, virtual private 
network (VPN) access to state networks, and cellular service plans and devices.

• Enterprise Unified Communications and Collaboration - email accounts, email 
archiving, BlackBerry, ActiveSync, SharePoint, instant messaging, audio/video/net 
conferencing.

• Facility Services - audio-visual equipment and design services for conference rooms, 
training facilities, and laboratory areas.

• Minnesota Geospatial Information Office (MnGeo) – geospatial coordination services 
and geospatial professional services.
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• Security Services – security program management, user identity management,
access control, auditing, password policies, forensics, incident management and IT 
service continuity.  All security enabling services are embedded in business 
services as mandated by state security policies, standards and compliance.

• Voice Services - "classic" and voice over IP (VOIP) telephones, long distance, toll free 
numbers, calling cards, and other telephone-related services.

• Web Management - web server management, content delivery and migration, user 
interface design, information architecture, accessibility, Minnesota Geospatial 
Information Office (MnGeo) and search.

• Workstation Management - operating systems, hardware, software, accessories, 
peripherals, and security services related to desktop and laptop computers.

Support Hours and Service Availability
MN.IT Services’ definition of service levels are designed to give agencies clear expectations for 
the quality of the services MN.IT provides. The following service documentation outlines the 
standard service levels for each MN.IT Standard Service, with exceptions noted for any 
anomalies at the individual agency level. These anomalies will be based on available resources 
and/or particular Agency business needs that have been identified by the Agency. The 
documented service levels and exceptions as described in this section reflect the “as is” level of 
service for Standard IT Services.

The support hours and level of service availability associated with each service are typically 
indicators of how critical the service is to agencies. In addition, the complexity and configuration 
of specific Standard IT Services will vary with each implementation. In most cases, the cost of a 
service is directly related to the level of service availability and reflects the resources necessary 
to achieve the desired level of service. Delivering a high level of support and availability
requires that all resources associated with the service are available at equal levels. For 
example, a web hosting service depends on many factors including staffing hours, electrical 
power, networking, hardware, and software. If any one of these items is only available 99% of 
the time, then the overall service availability cannot exceed 99%. Different service availability 
levels can be described as follows:

• 99.9% - Maximum of 8 hours, 45 minutes of downtime per year. This level requires 24 x
7 staffing, “High Availability” (HA) system design, and redundant components.

• 99.5% - Maximum of 43 hours, 48 minutes of downtime per year. This level requires 
having staff “on call,” spare parts, and/or maintenance contracts for parts delivery.

• 99.0% - Maximum of 87 hours 36 minutes of downtime per year. This level requires 
having staff “on call,” well-defined system recovery procedures, and business hour 
staffing.
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• Measuring a service availability level is very different from measuring reliability. A 
particular piece of equipment may operate 99.9% of the time - until it fails. If it takes 48 
hours to implement a replacement when it fails, the service availability metric cannot 
exceed 99.5%.

In some cases, MN.IT Services contracts with external vendors to deliver services. The service 
metrics and availability for the contracted services reflect the reported and/or measured 
capabilities provided by the vendor.

In all cases, MN.IT staff provides support for contracted Standard IT Services. Agencies can 
call the MN.IT Service Desk 24 hours a day, seven days a week. The support hours for 
individual Standard IT Services may vary (and are listed in the following sections).

Depending on the stated service availability level, MN.IT staff may record the service request, 
but the information presented for each of these service areas sets a baseline level of 
expectations for service delivery.

When individual MN.IT services are mapped to specific Agency business requirements and
Agency capabilities, the service metrics and key deliverables may be modified.
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Connectivity and Mobility

Service Description Overview
MN.IT’s Connectivity and Mobility services consist of 1) wireless access; 2) VPN remote access; 
and 3) cellular service plans and devices. This section provides a high-level description of these 
services.

• Wireless access: Allows laptops, tablets and other wireless capable devices to access 
MN.IT-managed wireless networks operating within State locations. This service can 
provide connections that are temporary (“guest” access for visitors while on-site) or can 
be subscribed for regular wireless network access. Guest wireless is configured for 
public internet access. Subscribed regular wireless access can be public internet access 
or connected to an internal (non-public) secure network.

• VPN Remote Access: A virtual private network (VPN) is a network that uses an internet 
based connection, to provide remote end users with secure access to their 
organization's network. A VPN user typically experiences the central network in a 
manner that is identical to being connected directly to the central network (e.g., access 
to files share and printers).

• Cellular Service Plans and Devices: MN.IT Services provide a number of cellular-based 
services to end users. Mobile devices range in size and weight and come in a number of 
form factors including cell phones, smart phones, tablets and pagers. Also included in 
this category are mobile “hotspots” which create a small area of Wi-Fi coverage off a 
cellular network connection, thus allowing nearby Wi-Fi devices to connect to the 
internet.

Service Metrics

Support Hours
• Wireless Access: normal business hours
• VPN Remote Access: 24 x 7 x 365
• Cellular Service Plans and Devices: normal business hours

Service Availability

Wireless Access
Service availability for Wireless Access is 99.9% and excludes time to perform routine or 
scheduled maintenance. Wireless Access service availability is calculated as follows:

[Applicable days in calendar month x 24 x 60] minus [Minutes of outage in calendar month]  x 100

Applicable days in calendar month x 24 x 60
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Scheduled downtime means those times where MN.IT Services notifies agencies of periods of 
Downtime for Scheduled Maintenance at least five days prior to the commencement of such 
Downtime. There will be no more than fifteen hours of Scheduled Downtime for Wireless Access 
per calendar year, and no more than two hours per month. Scheduled Downtime is not 
considered Downtime for purposes of this SLA, and will not be counted towards any Downtime 
Periods.

Downtime period is a period of ten consecutive minutes of Downtime. Intermittent Downtime for 
a period of less than ten minutes will not be counted towards any Downtime Periods.

Scheduled Downtime will be announced every month and be available to agencies. If a 
Scheduled Downtime conflicts with other activities/operations of a Agency, the Agency can 
request an alternate date for the Scheduled Downtime thru the MN.IT Service Desk. MN.IT 
Services will work with agencies to find a date that balances the needs/priorities of all.

VPN Remote Access
Service availability for Virtual Private Network (VPN) remote access is 99.9% and excludes time 
to perform scheduled maintenance. VPN remote access service availability is calculated as 
follows:

[Applicable days in calendar month x 24 x 60] minus [Minutes of outage in calendar month] x 100

Applicable days in calendar month x 24 x 60

Scheduled Downtime means those times where MN.IT Services notifies agencies of periods of 
Downtime for Scheduled Maintenance at least five days prior to the commencement of such 
Downtime. There will be no more than fifteen hours of Scheduled Downtime for VPN per 
calendar year, and no more than two hours per month. Scheduled Downtime is not considered 
Downtime for purposes of this SLA, and will not be counted towards any Downtime Periods.

Downtime Period is a period of ten consecutive minutes of Downtime. Intermittent Downtime for 
a period of less than ten minutes will not be counted towards any Downtime Periods.

Scheduled Downtime will be announced every month and be available to agencies. If a 
Scheduled Downtime conflicts with other activities/operations of a agency, the agency can 
request an alternate date for the Scheduled Downtime thru the MN.IT Service Desk. MN.IT 
Services will work with agencies to find a date that balances the needs/priorities of all.

Incident Response Levels

The incident response levels associated with Connectivity and Mobility services match those 
identified in the Service Desk “Incident Management Quick Reference.” The following table lists 
examples of service incidents and the priority levels associated with them.
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Metric Definition Threshold

Service Availability Measures the wireless infrastructure 
service availability

99.9% availability*
*not including Downtime for 
scheduled maintenance

Customer Satisfaction
Measures how the customer 
perceives the value

80% positive approval rating through 
customer surveys

Support Resolution Measures the speed of incident 
resolution by MN.IT Services

Priority 4: Low - 5 business days 
Priority 3: Medium - 2 business days 
Priority 2: High - 8 hours
Priority 1: Critical - 2 hours

Service Response Measures the speed of request 
resolution by MN.IT Services

30 minutes for “guest” access; 2
business days for all other requests

Table 1: Incident Response Levels for Connectivity and Mobility
Level Example

Priority 4: Low
• Wireless Access – implement wireless access in a new location
• VPN Remote Access – software installation and/or token replacement

• Cellular Service Plans and devices – new device order

Priority 3: Medium
• Wireless Access – wireless access for an individual user is non-functional
• VPN Remote Access – VPN access for an individual user is non-functional

• Cellular Service Plans and devices – replacement device order

Priority 2: High
• Wireless Access – access for a group of users is non-functional
• VPN Remote Access – VPN service is non-functional for multiple users

• Cellular Service Plans and devices – localized service outage

Priority 1: Critical
• Wireless Access - access for a large group of users is non-functional
• VPN Remote Access – VPN service is non-functional for all users

• Cellular Service Plans and devices – widespread service outage

Service Level Objectives
The table below contain the Service Level Objectives for services within Connectivity and
Mobility.

Table 2: Service Level Objectives for Wireless Access
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Table 3: Service Level Objectives for VPN Remote Access
Metric Definition Threshold

Service Availability Measures the VPN Remote Access 
service availability

99.9% availability*
*not including Downtime for scheduled 
maintenance

Customer Satisfaction Measures how the customer 
perceives the value

80% positive approval rating through 
customer surveys

Support Resolution Measures the speed of incident 
resolution by MN.IT Services

Priority 4: Low - 5 business days 
Priority 3: Medium - 2 business days 
Priority 2: High - 8 hours
Priority 1: Critical - 2 hours

Service Response Measures the speed of request 
resolution by MN.IT Services

2 business days

Table 4: Service Level Objectives for Cellular Service Plans and Devices
Metric Definition Threshold

Customer Satisfaction Measures how the customer 
perceives the value

80% positive approval rating through 
customer surveys

Support Resolution Measures the speed of incident 
resolution by MN.IT Services

Priority 4: Low - 5 business days 
Priority 3: Medium - 2 business days 
Priority 2: High - 8 hours
Priority 1: Critical - 2 hours

Service Response Measures the speed of request 
resolution by MN.IT Services

5 to 7 business days after Purchase
Order (PO) creation

Reporting
Reports for Connectivity and Mobility services are created monthly and made available 
to agencies. Specific reporting deliverables are listed below:

Wireless Access
• Service Availability (monthly): Percent of service availability for the month
• Service Availability (12-month average): Average percent of service availability for 

the prior 12 months

VPN Remote Access
• Service Availability (monthly): Percent of service availability for the month
• Service Availability (12-month average): Average percent of service availability for 

the prior 12 months

Cellular Service Plans and Devices

• Number of devices (monthly):  Number of cellular devices within the business
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Enterprise Unified Communications and Collaboration

Service Description Overview
Enterprise Unified Communication and Collaboration (EUCC) services delivered by MN.IT 
Services contain four distinct service offerings:

• EUCC Email
• EUCC SharePoint (Web Collaboration)
• EUCC Instant Messaging
• Audio, Video and Net Conferencing

A high-level description of these services is included here.

EUCC Email
• Email Service: EUCC Email is a single Enterprise Email and calendaring system that 

integrates existing state directories to preserve a single sign-on authentication. The 
EUCC Email service provides a “Standard” mailbox storage size of 5 Gigabytes (GB) per 
user.

• BlackBerry Gateway: Support the interface to the email system which utilizes the
BlackBerry gateway.

• Email Storage: Agencies can increase the standard mailbox storage size to 25 GB on a 
per-user basis, by changing the mailbox type from “Standard” to “Executive” (thus 
providing 20 GB of additional storage to the standard mailbox). Changing the mailbox 
type will result in additional storage fees. The user is responsible for managing his/her 
mailbox within the assigned mailbox storage maximum.

• Email Archiving: Email archiving is the management and long-term storage of important 
emails - including attachments - independent from an individual user’s mailbox. 
Depending on specific business and legal requirements for data retention, each Agency 
may choose to utilize the archiving service differently.

EUCC SharePoint
• Collaboration: EUCC SharePoint provides a flexible, web-based solution that includes 

tools and services to help users manage information, collaborate effectively, share 
documents, search for information, define workflow process, and develop custom 
applications.

• Integration: The EUCC SharePoint environment leverages the state’s infrastructure of 
co-located Domain Controllers to provide all users with integrated single sign-on, cross-
organization information sharing, and full Microsoft Office connectivity.

• Administration: Agencies receive full Administrator control of their Site Collections.
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• Secure Access: SharePoint web applications deliver content via 128-bit SSL encryption.

• “Connect” site collections are intended for cross-organizational sites composed of users 
from multiple organizations.

• “Inside” site collections are intended for intranet sites governed by a single organization.

• “People” sites provide My Sites functionality for all SharePoint users.

• Site Collections: The EUCC SharePoint service can provide both “Standard” 100 GB
and “Extra Large” 400 GB site collections on the “Inside” and “Connect” web
applications. Personal sites (My Sites) are supported with a storage limit up to 7
GB/user.

• Storage: Agencies are allocated 500 MB per user, aggregated across the Agency’s 
organization. Additional storage is available for a fee.

EUCC Instant Messaging
• Instant Messaging: Instant Messaging (IM) is a growing communications method for 

short, "bursty" conversations which are too time-consuming for email. Instant Messaging 
enables users within organizations and across organizations to communicate in a faster, 
more real-time conversation, thus enhancing efficiency. EUCC IM also has the ability to 
facilitate person-to-person or group audio, video and net conferences. These conference 
functions use the audio components of PCs and can be enhanced with USB video 
cameras and audio headsets. As an added benefit, instant messaging is tightly 
integrated with EUCC Email which allows users to determine the "presence" of other 
users. Presence indicates a person's availability to establish communication (away, 
available, busy, in a meeting, etc.)

• Instant Messaging Federation: Instant messaging federation enables separate Office 
Communications Server installations to communicate with each other. All federated 
communications are encrypted between the IM systems using access proxy servers. 
MN.IT Services has no control over encryption after messages are passed to the 
federated partner’s network.

Audio, Video and Net Conferencing
• Audio Conferencing: An audio conference account with MN.IT provides agencies with 

access to a suite of conferencing solutions. This service includes options that allow the 
participants to dial-in to a designated central number or be a part of Operator-Assisted 
calls. Audio conferences can be reservation-less (agencies are given a permanent 
conference code that can be used at any time) or reserved; reservation-less 
conferencing is the typical user tool, whereas reserved conferences are generally for 
large and/or high-profile events. Toll, toll-free, dial-in and dial-out calling options are 
also available, as are recording, transcription and other advanced services.

• Video Conferencing: Video conferencing services are supported by MN.IT at several 
operational levels:

MN.IT SERVICES: Information Technology for Minnesota Government 36



COMPREHENSIVE IT SERVICE LEVEL AGREEMENT

o Video Conference Room Support Services: MN.IT staff work collaboratively with 
the Agency to support their conference planning, connection set-up and 
participant training (to provide basic operational support during calls such as 
positioning cameras, or muting microphones).

o Desktop Video Client Accounts can be installed on PCs and some mobile 
devices and registered to MN.IT infrastructure to enable person to person calls, 
person to video conference room calls, or group (multi-site) calls.

o Video Conference Network Services help agencies deploy and operate rooms or
PC clients with a suite of video conferencing network services including Quality 
of Service (QoS) network management, statewide dialing plan, conference 
scheduling systems, bridging, event recording, and streaming options.

• Net Conferencing: A net conference account with MN.IT provides agencies with access 
to a set of conferencing solutions that support a wide variety of use cases, event 
configurations and needs. Net conferencing accounts are available in two ways: by 
subscription, or by per-minute usage. The per-minute usage capability is part of the 
contracted audio conferencing service.

o Subscription services provide access to specialized net conferencing 
environments to support meetings, training, large events, and technical support 
needs, with presenter and participant options tailored to unique requirements of 
the different situations.

o Per-minute usage services are used only for the meeting tools, which tend to be 
more than adequate for the typical user who does not run or stage training, large 
events or do technical support for end-users.

During a net conference of any type, audio usage charges may also apply if using the 
integrated audio services available with the net conference account. Recording and 
editing functions are also available.

Note: EUCC Instant Messaging also provides net conferencing services. See EUCC 
Instant Messaging within this document for additional information.

Service Metrics

Support Hours
Support hours for EUCC Email, EUCC SharePoint and EUCC Instant Messaging services are 
provided 24 x 7 x 365.

Support hours for Audio, Video and Net Conferencing services are provided during normal 
business hours.
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Service Availability
Service availability for all Enterprise Unified Communication and Collaboration services is
99.9%. This excludes time to perform routine or scheduled maintenance. EUCC service 
availability is calculated as follows:

[Applicable days in calendar month x 24 x 60] minus [Minutes of outage in calendar month] x 100

Applicable days in calendar month x 24 x 60

Scheduled downtime means those times where MN.IT Services notifies agencies of periods of 
Downtime for Scheduled Maintenance at least five days prior to the commencement of such 
Downtime. There will be no more than fifteen hours of Scheduled Downtime per calendar year, 
and no more than two hours per month. Scheduled Downtime is not considered Downtime for 
purposes of this SLA, and will not be counted towards any Downtime Periods.

Downtime period is a period of ten consecutive minutes of Downtime. Intermittent Downtime for 
a period of less than ten minutes will not be counted towards any Downtime Periods.

Scheduled Downtime will be announced every month and be available to agencies. If a 
Scheduled Downtime conflicts with other activities/operations of an agency, the Agency can 
request an alternate date for the Scheduled Downtime thru the Service Desk. MN.IT services 
will work with agencies to find a date that balances the needs/priorities of all.

Service availability is focused on the following elements within each EUCC service area.

• EUCC Email: Service availability includes Outlook Web Application (OWA), the full
Outlook Client, Microsoft ActiveSync service and BlackBerry services.

• EUCC SharePoint: Service availability includes one or more SharePoint site collections. 
Agencies select their own site collection administrators who in turn define and delegate
the specific features and permissions available to their users. Most SharePoint Standard
and Enterprise features are available for use within site collections. Some EUCC 
SharePoint features and functionality must be enabled through a change request process
managed by MN.IT Services. Details about individual EUCC SharePoint features are
contained in the “EUCC SharePoint Service Description” document.

• EUCC Instant Messaging: Service availability includes Communicator Web Access, the
Microsoft Lync Instant Messaging client.

• Audio, Video and Net Conferencing: Service availability includes audio conferencing, 
video conference network infrastructure and net conferencing.

Incident Response Levels
The incident response levels associated with Enterprise Unified Communication and
Collaboration services match those identified in the Service Desk “Incident Management Quick
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Metric Definition Threshold

Service Availability

Measures service availability. 
Combined with other metrics, gives 
an end-to-end view of EUCC as a 
managed service

99.9% availability*
*not including Downtime for 
scheduled maintenance

Reference.” The following table lists examples of service incidents and the priority levels 
associated with them.

Table 5: Incident Response Levels for Enterprise Unified Communication and
Collaboration

Level Example

Priority 4: Low

• EUCC Email – Delegation assignment; Free/busy not updating
• EUCC SharePoint – Alert notification not working for individual users

• EUCC Instant Messaging – audio and video hardware issue for individual users

• Audio, Video and Net Conferencing – software incompatibility on individual user 
workstation

Priority 3: Medium

• EUCC Email – Mobile device not sending/receiving messages; user cannot login
• EUCC SharePoint – Individual user cannot access SharePoint site.

• EUCC Instant Messaging – IM, desktop sharing, presence or login not working 
for individual users
• Audio, Video and Net Conferencing – Cannot start audio, video, or net 

conference

Priority 2: High

• EUCC Email – access or functionality for a group of users is non-functional
• EUCC SharePoint – access or functionality for a group of users is non-functional

• EUCC Instant Messaging – access or functionality for a group of users is non-
functional
• Audio, Video and Net Conferencing – access or functionality for a group of users 

is non-functional

Priority 1: Critical

• EUCC Email – access for a large group of users is non-functional
• EUCC SharePoint – access for a large group of users is non-functional
• EUCC Instant Messaging – access for a large group of users is non-functional

• Audio, Video and Net Conferencing – access for a large group of users is non-
functional

Service Level Objectives
The tables below contain the Service Level Objectives for the specified EUCC services.

Table 6: Service Level Objectives for EUCC Email Services
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Metric Definition Threshold

Customer
Satisfaction

Measures how the customer 
perceives the value

80% positive approval rating through 
customer surveys

Support Resolution
Measures the speed of incident 
resolution by the MN.IT Service 
Desk

Priority 4: Low - 5 business days 
Priority 3: Medium - 2 business days 
Priority 2: High - 8 hours
Priority 1: Critical - 2 hours

Service Response
Measures the speed of request 
resolution by the MN.IT Service 
Desk

All requests will be entered as 
“Medium” with 2 business days for 
resolution, unless specifically listed. 
Requests can be escalated on a 
case-by-case basis.

BlackBerry device -
disable/wipe 
requests

In the event a BlackBerry device is 
lost or stolen, it can be disabled and 
remotely “wiped”.

Escalated cases will be done within 1 
hour of request; all others are 
completed in 1 business day.

Mail Flow
Measures the amount of time it takes 
to deliver a synthetically generated 
message

90% of messages received in less 
than 90 seconds

Table 7: Service Level Objectives for EUCC SharePoint Services
Metric Definition Threshold

Service Availability

Measures service availability. 
Combined with other metrics, gives 
an end-to-end view of EUCC as a 
managed service

99.9% availability*
*not including Downtime for 
scheduled maintenance

Customer
Satisfaction

Measures how the customer 
perceives the value

80% positive approval rating through 
customer surveys

Support Resolution
Measures the speed of incident 
resolution by the MN.IT Service 
Desk

Priority 4: Low - 5 business days 
Priority 3: Medium - 2 business days 
Priority 2: High - 8 hours
Priority 1: Critical - 2 hours

Service Response
Measures the speed of request 
resolution by the MN.IT Service 
Desk

All requests will be entered as 
“Medium” with 2 business days for 
resolution, unless specifically listed. 
Requests can be escalated on a 
case-by-case basis.
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Metric Definition Threshold

SharePoint Site
Access request

Determined by automated 
monitoring that attempts to render 
SharePoint sites every minute.

Customers have continuous access to 
all SharePoint sites for which they 
have appropriate permissions. Does 
not include scheduled downtime
within pre-established maintenance 
windows

Table 8: Service Level Objectives for EUCC Instant Messaging Services
Metric Definition Threshold

Service Availability

Measures service availability. 
Combined with other metrics, gives 
an end-to-end view of EUCC as a 
managed service

99.9% availability*
*not including Downtime for 
scheduled maintenance

Customer
Satisfaction

Measures how the customer 
perceives the value

80% positive approval rating through 
customer surveys

Support Resolution
Measures the speed of incident 
resolution by the MN.IT Service 
Desk

Priority 4: Low - 5 business days 
Priority 3: Medium - 2 business days 
Priority 2: High - 8 hours
Priority 1: Critical - 2 hours

Service Response
Measures the speed of request 
resolution by the MN.IT Service 
Desk

All requests will be entered as 
“Medium” with 2 business days for 
resolution, unless specifically listed. 
Requests can be escalated on a 
case-by-case basis.

Table 9: Service Level Objectives for Audio, Video and Net Conferencing
Services

Metric Definition Threshold

Service Availability Measures service availability.
99.9% availability*
*not including Downtime for 
scheduled maintenance

Customer
Satisfaction

Measures how the customer 
perceives the value

80% positive approval rating through 
customer surveys

Support Resolution
Measures the speed of incident 
resolution by the MN.IT Service 
Desk

Priority 4: Low - 5 business days 
Priority 3: Medium - 2 business days 
Priority 2: High - 8 hours
Priority 1: Critical - 2 hours

Service Response
Measures the speed of request 
resolution by the MN.IT Service 
Desk

All requests will be entered as 
“Medium” with 2 business days for 
resolution, unless specifically listed.
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Metric Definition Threshold

Requests can be escalated on a 
case-by-case basis.

Reporting
Reports for EUCC services are created monthly and made available to agencies. Specific 
reporting deliverables are listed below:

EUCC Email
• Service Availability (monthly): Percent of service availability for the month.
• Service Availability (12-month average): Average percent of service availability for the 

prior 12 months.
• Percentage of Spam and Virus detected: Percent of email from the internet which are 

rejected because they contained spam or a virus.
• Number of Mailboxes: Total number of mailboxes in EUCC Email.
• Number of BlackBerry devices: Total number of BlackBerry devices connecting to

EUCC Email.
• Number of ActiveSync devices: Total number of ActiveSync devices connecting to

EUCC Email.
• Email Volume (total): Total number of emails received from the internet.
• Email Volume (spam/virus rejected): Total number of emails rejected from the internet 

because they contained spam or a virus.

EUCC SharePoint
• Service Availability (monthly): Percent of service availability for the month.
• Service Availability (12-month average): Average percent of service availability for the 

prior 12 months.

EUCC Instant Messaging
• Service Availability (monthly): Percent of service availability for the month.
• Service Availability (12-month average): Average percent of service availability for the 

prior 12 months.

Audio, Video and Net Conferencing
• Service Availability (monthly): Percent of service availability for the month.
• Service Availability (12-month average): Average percent of service availability for the 

prior 12 months.
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Facility Services

Service Description Overview
MN.IT Service’s portfolio of Facility Information Technology Services (FIT Services) supports 
business requirements for the provisioning and management of IT equipment and services in 
areas such as:

• Common areas – including reception areas, lobbies, elevator areas and hallways
• Conference rooms – including specialized meeting spaces such as board rooms, 

collaboration spaces, video conference rooms, press conference rooms or 
demonstration areas

• Training rooms and laboratory areas

FIT Services are focused on:

Facility IT Operations - MN.IT staff supports hardware, software, network, security, and 
programming features of audio-visual (A/V) technology used to meet Agency business 
requirements.

Facility IT Design and Development - MN.IT staff works collaboratively with Agency business 
units and/or vendor-partners to analyze needs, goals, and budget in order to define the best 
facility IT solutions for the Agency.

In support of its services, MN.IT will develop and maintain Minnesota standards and vendor 
contracts for A/V products in major categories that can be used when selecting the facility’s IT 
products. MN.IT will also maintain professional service contracts with vendors that specialize in 
design and development of A/V systems.

Service Metrics

Support Hours
FIT Service Support is provided during normal business hours.

Service Availability

Due to the wide variety of service components, FIT Service availability is not measured on an 
overall basis. Availability metrics are defined for individual FIT components based upon Agency 
business requirements.

Incident Response Levels

The incident response levels associated with FIT Services match those identified in the Service 
Desk “Incident Management Quick Reference.” The following table lists examples of service 
incidents and the priority levels associated with them.
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Metric Definition Threshold

Service Availability
Measures service availability.
*Does not include downtime for 
scheduled maintenance

Does not apply

Customer Satisfaction Measures how the customer 
perceives the value.

80% positive approval rating through 
customer surveys

Support Resolution Measures the speed of incident 
response by the Service Desk.

Priority 4: Low - 5 business days 
Priority 3: Medium - 2 business days 
Priority 2: High - 8 hours
Priority 1: Critical - 2 hours

Table 10: Incident Response Level Examples for FIT Services
Level Example

Priority 4: Low • The service is not operational for one or more users outside of the hours of 
availability.

Priority 3: Medium
• A major function of the service is reported as non-operational during Downtime

Period.
• Enhancement requests

Priority 2: High

• A minor function of service is not operational for one or more users (who can 
continue to use other service functions).
• A user has questions about the service functionality or needs assistance in 

using the service.
• A user needs administrative assistance.

Priority 1: Critical
• The service is not operational for multiple users during scheduled availability.
• A major function of the service is not operational for multiple users during the 

hours that the service is scheduled for availability.

Service Level Objectives
The tables below contain the Service Level Objectives for the FIT Operational Services.

Table 11: Service Level Objectives for FIT Operations Service
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Table 12: Service Level Objectives for FIT Design and Development Services
Metric Threshold Definition

Service Response 2 business days
Measures the time necessary to respond 
to a typical inquiry regarding the 
capabilities and availability of 
professional services staff.

Customer Satisfaction 80% positive approval rating 
through customer surveys

Measures how the customer perceives 
the value

Reporting
MN.IT staff for FIT services will develop and support a FIT service reporting process that 
reflects the needs and resources of the Agency.

Reporting for FIT Design and Development will include:

• Project Hours: Project hours completed and project hours remaining.
• Project Deliverables: Project management tracking via deliverable reporting.
• Project Status/Schedule: Overall project management status and schedule adherence.
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Minnesota Geospatial Information Office (MnGeo)

Service Description Overview
The MnGeo Services delivered by MN.IT Services consist of two distinct offerings:

• Geospatial Coordination Services
• Geospatial Professional Services

The sections below provide a high-level description of these services.

Geospatial Coordination Services
As specified in legislation and supported by a legislative appropriation, MnGeo provides 
coordination services that support the development, implementation and use of geospatial 
technology in Minnesota. Guided by state agencies, other government and non-government 
stakeholders, its coordination activities focus on six core activities: community outreach, 
communications, geospatial data and technology coordination, data and web services, training 
and technical guidance

Geospatial Professional Services
For more than 30 years – first as LMIC, MnGeo has offered a diverse set of GIS 
professional services on a fee-for-service basis. MnGeo staff work closely with its 
clients to define a suitable scope for the service, identify tasks and deliverables, 
create and refine a work plan and budget, execute and manage the defined effort to 
completion. Typically client needs require a mix of project design, database 
development, applications development, spatial analysis and map production. 
Efforts vary in length and complexity, with some taking a few hours and costing little 
and others extending over several years and involving significant expenditures. 
Core geospatial services include providing assistance for developing business 
requirements, designing solutions, system development/implementation and system 
operations/maintenance.  Professional map printing is also available for existing 
content.  

Service Metrics

Support Hours
MnGeo provides geospatial support during normal business hours..
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Service Availability
Service availability describes the time professional services are available to the Agency. 
Service availability for professional services varies with staffing levels and project 
commitments. MN.IT provides clear and timely information on when professional services staff 
are available.

Incident Response Levels

The incident response levels associated with Security Services match those identified in the 
Service Desk “Incident Management Quick Reference.” The following table lists examples of 
service incidents and the priority levels associated with them.

Table 13: Incident Response Levels for MnGeo Services
Level Example

Priority 4: Low • The service is not operational for one or more users outside of the hours of 
availability

Priority 3: Medium
• A major function of the service is reported as non-operational during Downtime

Period
• Enhancement requests

Priority 2: High

• A minor function of the service is not operational for one or more users (who can 
continue to use other application functions)
• A user has questions about the service functionality or needs assistance in using 

the service
• A user needs administrative assistance

Priority 1: Critical

• The service is not operational for multiple users during scheduled availability
• A major function of the service is not operational for multiple users during the 

hours that the service is scheduled for availability
• Security Services has identified a breach of a critical system

Service Level Objectives
Service Level Objectives are focused on the following elements within each Security Service 
area. The tables below contain the Service Level Objectives for the specified Security Services.
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Table 14: Service Level Objectives for MnGeo Services
Metric Definition Threshold

Customer Satisfaction Measure how the customer 
perceives the value

80% positive approval rating through 
customer surveys

Service Response
Measure the speed of incident 
response by the MN.IT Service Desk

Priority 4: Low - 5 business days 
Priority 3: Medium - 2 business days 
Priority 2: High - 8 hours
Priority 1: Critical - 2 hours

Service Request Measure the maximum time required 
to respond to a request.

Typical – 1 business day
Critical – 4 hours

Table 15: Service Level Objectives for MnGeo Services
Metric Definition Threshol

d

Support Resolution
Measure the time necessary 
to respond to a typical 
inquiry regarding the 
capabilities and availability of 
professional services staff

Target: Next business day

Customer Satisfaction Measure how the customer 
perceives the value

80% positive approval rating
through customer surveys

Reporting
MN.IT MnGeo Services creates reports that meet business requirements. Reports generated 
from MnGeo Services are made available to customers quarterly.

MnGeo Project Coordination/Professional Services
• Project Hours: Project hours completed and project hours remaining
• Project Deliverables: Project management tracking via deliverable reporting
• Project Status/Schedule: Overall project management status and schedule adherence
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Security Services

Service Description Overview
The Security Services delivered by MN.IT Services contain five distinct service offerings:

• Information Security Program Management
• Access Control to Systems
• Security Incident Response and Forensics
• Security Awareness and Training
• IT Service Continuity

The sections below provide a high-level description of these services.

Information Security Program Management
The State of Minnesota recognizes that information is a critical asset. How 
information is managed, controlled, and protected has a significant impact on the 
delivery of state services and is vital to maintaining the trust of those that provide 
data to the State and/or use state programs. Information assets held in trust by the 
State must be protected from unauthorized disclosure, theft, loss, destruction, and 
alteration. Information assets must be available when needed, particularly during 
emergencies and times of crisis.

It is for this reason that Minnesota Statutes chapter 16E requires the State Chief 
Information Officer (State CIO) to develop cyber security policies, standards, and 
guidelines for the executive branch Minnesota Statutes also give the State CIO 
authority to install and administer security systems for use by all.

Key service tasks include:

 Align security program activities and staff with a generally accepted best 
practice framework

 Oversee the creation and maintenance of information security policies, 
standards, procedures, and guidelines

 Create and maintain strategic and tactical plans
 Coordinate the movement of plans, policies, standards, and other 

authoritative documents through a governance process
 Track information security risk key performance indicators
 Disseminate security metrics and risk information to executives and 

other managers for decision making
 Coordinate security efforts with local government entities and other 

branches of government
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Access Control to Systems
Access Control to Systems manages the identities for users and devices, and controls access to 
system resources based on these identities, while ensuring users and devices have access to 
only those systems for which they are properly authenticated and authorized to access.

Key service tasks include:

• Maintain identities by resetting passwords, adding/removing user accounts, verifying 
access to information, etc.

• Enforce password policies ensuring password strength is adequate
• Manage access to information resources and data, e.g. segregation of duties
• Manage privileged accounts that can bypass security so systems are secure
• Manage encryption keys and security certificates to provide trust for transactions and 

websites

Security Incident Response and Forensics
Security Incident Response and Forensics are professional services that utilize multiple tools to 
resolve the Agency business issues below. Security Incident Management is a process to stop 
unwanted activity, limit damage, and prevent recurrence of security events. Computer forensics 
is a standardized process to determine the cause, scope, and impact of incidents and limit 
damage that may be used in legal or human resource actions.

Issues addressed by these services include the following:

• Agency-Specific Incidents
• Denial of Service
• Security Policy Violations
• Malware
• Physical Loss/Theft/Damage
• Unauthorized Access
• Unauthorized Alteration/Destruction
• Unauthorized Disclosure

Security Training and Awareness
Information security and awareness provides employees at all levels with relevant security 
information and training to lessen the number of security incidents.

MN.IT Services can provide training and support in the following areas:

• Generalized Security and Awareness
• Customized Security Awareness and Training for unique requirements
• Online training for SANS Securing the Human
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IT Service Continuity

By Governor’s Executive Order, MN.IT Services has overall responsibility for the state’s 
enterprise continuity of operations program, policies and standards; and each state agency is 
required to develop and maintain a continuity of operations plan.  Continuity of operations 
planning is the process of identifying, mitigating and responding to a service or technology 
interruption.  
MN.IT Services IT Service Continuity provides: 
• A standard that establishes planning requirements for all executive branch agencies
• Planning templates, guidance documents, and training materials
• Responsibility for loss of technology
• A secure continuity of operations planning tool for the storage and maintenance of 

continuity plans and data.  

IT Service Continuity includes those activities performed daily to maintain service, consistency, 
operational resilience and recoverability of services due to a loss of personnel, facility, supply 
chain or technology. 

Service Metrics

Support Hours
Support for Information Security Program Management is provided during 

normal business hours

Support for Access Control to Systems services is provided 24 x 7 x 365. 

Support for Security Incident Response and Forensics is provided 24 x 7 x 365.

Support for Security Awareness and Training is provided during normal business hours.

Support for IT Service Continuity is provided during normal business hours

Emergency procedures are in place to provide services during interruptions 

occurring outside of normal business hours.

Service Availability
Service availability describes the time professional services are available to the Agency. 
Service availability for professional services varies with staffing levels and project 
commitments. MN.IT provides clear and timely information on when professional services staff
are available.

Incident Response Levels
The incident response levels associated with Security Services match those identified in the 
Service Desk “Incident Management Quick Reference.” The following table lists examples of 
service incidents and the priority levels associated with them.
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Table 16: Incident Response Levels for Security Services
Level Example

Priority 4: Low • The service is not operational for one or more users outside of the hours of 
availability

Priority 3: Medium
• A major function of the service is reported as non-operational during Downtime

Period
• Enhancement requests

Priority 2: High

• A minor function of the service is not operational for one or more users (who can 
continue to use other application functions)
• A user has questions about the service functionality or needs assistance in using 

the service
• A user needs administrative assistance

Priority 1: Critical

• The service is not operational for multiple users during scheduled availability
• A major function of the service is not operational for multiple users during the 

hours that the service is scheduled for availability
• Security Services has identified a breach of a critical system

Service Level Objectives
Service Level Objectives are focused on the following elements within each Security Service 
area. The tables below contain the Service Level Objectives for the specified Security Services.

Table 17: Service Level Objectives for Information Security Program 
Management Service

Metric Definition Threshol
d

Support Resolution

Measure the time necessary 
to respond to a typical 
inquiry regarding the 
capabilities and availability of 
professional services staff

2 business days

Customer Satisfaction Measure how the customer 
perceives the value

80% positive approval rating
through customer surveys
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Table 18: Service Level Objectives for Access Control to Systems Service
Metric Definition Threshold

Customer Satisfaction Measure how the customer 
perceives the value

80% positive approval rating through 
customer surveys

Service Response
Measure the speed of incident 
response by the MN.IT Service Desk

Priority 4: Low - 5 business days 
Priority 3: Medium - 2 business days 
Priority 2: High - 8 hours
Priority 1: Critical - 2 hours

Service Request Measure the maximum time required 
to respond to a request.

Typical – 1 business day
Critical – 4 hours

Table 19: Service Level Objectives for Security Incident Response and
Forensics Service

Metric Definition Threshold

Service Response

Measure the time necessary to 
respond to a typical inquiry 
regarding the capabilities and 
availability of professional services 
staff

Target: Next business day
Typical: 4 hours

Customer Satisfaction Measure how the customer 
perceives the value

80% positive approval rating through 
customer surveys

Table 20: Service Level Objectives for Security Awareness and Training Service
Metric Definition Threshold

Support Resolution

Measure the time necessary to 
respond to a typical inquiry 
regarding the capabilities and 
availability of professional services 
staff

2 business days

Customer Satisfaction Measure how the customer 
perceives the value

80% positive approval rating through 
customer surveys

Table 21: Service Level Objectives for IT Service Continuity Service
Metric Definition Threshold

Support Resolution

Measure the time necessary to 
respond to a typical inquiry 
regarding the capabilities and 
availability of professional services 
staff

2 business days

Customer Satisfaction Measure how the customer 
perceives the value

80% positive approval rating through 
customer surveys

MN.IT SERVICES: Information Technology for Minnesota Government 53

I I 

I I 

I I 

I I 



COMPREHENSIVE IT SERVICE LEVEL AGREEMENT

Reporting
MN.IT Security Services creates reports that meet business requirements. Reports generated 
from Security Services are classified as nonpublic and must be handled as such.

• Information Security Program Management: The MN.IT IT Standards and Risk 
Management Division will assess risk by compiling and reporting metrics for all 
security services.  Details of each service metric and reporting are in the Information 
Security Program Management Service Description.

• Access Control to Systems: reports for Access Control metrics are created and made 
available to authorized Agency representatives.

• Security Incident Response and Forensics: Security Incident and Forensic reports are 
created to satisfy specific inquiry requirements and available to authorized Agency 
representatives upon request.

• Security Awareness and Training: Security Awareness and Training reports can be 
created to satisfy specific requirements upon request.

• IT Service Continuity:  Reports regarding continuity of operations planning can be
created to satisfy specific inquiry requirements and are available to authorized
Agency representatives upon request

• IT Service Continuity Standard reports regarding IT Service Continuity planning are 
provided to authorized Agency representatives upon request.

.
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Voice Services

Service Description Overview
Voice Services consist of the following service categories and are provisioned in one of three 
ways – through MN.IT infrastructure or through telephone companies or other providers:

• Dial tone services provide connections to the public switched telephone network 
(PSTN). Telephone equipment is provided by MN.IT Services to agencies. Dial tone 
services include:

o Classic Voice – telephone lines and telephone numbers of various types, analog 
or digital circuits, 911 access services and long distance services, contracted 
through third-party telephone companies.

o Private Branch Exchange Systems (PBXs) of various types, including Enterprise 
IP Telephony (IPT) and individual premise-based systems that are analog, digital 
or IP-enabled.

• Voice-related applications or services, including but not limited to:
o Voicemail – automatic phone messaging and simple menus that answer or direct 

incoming phone calls.
o Contact/call center infrastructure that supports telephone call queuing, monitoring 

and reports for agents that interact with inbound and outbound callers using
voice and/or web chat.

o Interactive voice response (IVR) – menus that answer incoming telephone calls 
to provide information (optionally connected to external computer systems), 
transfer calls to call centers based on caller input, and perform other 
sophisticated functions.

o Value-added applications for Enterprise IPT – call recording, quality monitoring, 
workforce management, mobility support and notification/alerting.

o Over-the-phone interpretation services in which the end user interacts with a 
limited English proficiency (LEP) citizen by accessing an interpreter for any 
language.

o e-Fax services – inbound and outbound fax that provides individual fax telephone 
numbers for users and can replace the need for fax machines.

Service Metrics

Support Hours
Support hours for Dial Tone Services are:

• Classic Voice – normal business hours
• Private Branch Exchange Systems (PBXs) – 24 x 7 x 365

Support hours for Voice-related applications or services:
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• Voicemail – 24 x 7 x 365
• Contact/call center infrastructure – 24 x 7 x 365
• Interactive voice response (IVR) – normal business hours
• Over-the-phone interpretation services – normal business hours
• e-Fax services – 24 x 7 x 365

Service Availability
Service availability represents the percentage of time that a service is running and available to 
the end-user. The Service Availability metric is derived for each Agency endpoint as a measure 
of the uptime. Uptime is the time period during which the Service Element at the Agency 
endpoint and the shared infrastructure is fully functional. Service Availability is calculated as a 
percentage as shown in the formula below.

[Applicable days in calendar month x 24 x 60] minus [Minutes of outage in calendar month] x 100

Applicable days in calendar month x 24 x 60

When a service is interrupted, Outage is calculated from the time of entering Service Desk 
incident ticket to the time the ticket is resolved. Downtime Period is a period of ten consecutive 
minutes of Downtime. Intermittent downtime for a period of less than ten minutes will not be 
counted towards any Downtime Periods.

Service interruption for scheduled maintenance, called Scheduled Downtime, is excluded from 
the Availability calculation. Scheduled maintenance means those instances when MN.IT notifies 
the Agency at least five days prior to the commencement of such Scheduled Downtime. The 
Agency may request the MN.IT Service Desk to reschedule the maintenance if the date and
time announced in the notification are not acceptable. MN.IT will work with all agencies to find a 
suitable date and time for the scheduled maintenance. There will be no more than fifteen hours 
of Scheduled Downtime per calendar year, and no more than two hours per month. Scheduled 
Downtime reports will be available to agencies every month.

Incident Response Levels
The incident response levels associated with Voice services match those identified in the 
Service Desk “Incident Management Quick Reference.” The following table lists examples of 
service incidents and the priority levels associated with them.

Table 22: Incident Response Levels for Voice Services
Level Example

Priority 4: Low • Dial Tone Services – minor incidents that do not affect overall functionality
• Voice Related Services – minor incidents that do not affect overall functionality

Priority 3: Medium • Dial Tone Services – telephone service for individual user is non-functional
• Voice Related Services – a service for an individual user is non-functional
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Level Example

Priority 2: High • Dial Tone Services – telephone services for a group of users is non-functional
• Voice Related Services – a service is non-functional for multiple users

Priority 1: Critical
• Dial Tone Services – telephone services for a large group of users is non-

functional
• Voice Related Services – a service is non-functional for all users

Service Level Objectives
The tables below contain the Service Level Objectives for Voice Services.

Table 23: Service Level Objectives for Dial Tone Services
Metric Definition Threshold

Service Availability
– Classic Voice

Measures the availability for MN.IT 
Enterprise Classic Voice services.

99.9% availability*
*not including Downtime for 
scheduled maintenance

Service Availability
– PBX

Measures the availability for MN.IT 
Enterprise IPT services.

99.9% availability*
*not including Downtime for 
scheduled maintenance

Customer satisfaction Measures how the customer 
perceives the value

80% positive approval rating through 
customer surveys

Average time to resolve 
an incident

Measures the speed of incident 
resolution by MN.IT Services

Priority 4: Low - 5 business days 
Priority 3: Medium - 2 business days 
Priority 2: High - 8 hours
Priority 1: Critical - 2 hours

Average time to fulfill a 5 business days
move, add, change Measures the speed of request
request for Classic resolution by MN.IT Services
Voice services

Average time to fulfill a 
move, add, change 
request for PBX 
services

Measures the speed of request 
resolution by MN.IT Services

5 business days

Average time to fulfill a 12 business days
new implementation Measures the speed of request
request for Classic resolution by MN.IT Services
Voice services

Average time to fulfill a 
new implementation 
request for PBX

Measures the speed of request 
resolution by MN.IT Services

90 business days
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Metric Definition Threshold

services

PBX Call Quality See service definition for more 
information

Mean Opinion Score 4 to 5

Table 24: Service Level Objectives for Voice Related Services
Metric Definition Threshold

Service availability
Measures the availability for MN.IT 
Enterprise services.

99.9% availability*
*not including downtime for 
scheduled maintenance

Customer satisfaction Measures how the customer 
perceives the value

80% positive approval rating through 
customer surveys

Support Resolution Measures the speed of incident 
resolution by MN.IT Services

Priority 4: Low - 5 business days 
Priority 3: Medium - 2 business days 
Priority 2: High - 8 hours
Priority 1: Critical - 2 hours

Average time to fulfill a 
move, add, change 
request for Voice-
Related services

Measures the speed of request 
resolution by MN.IT Services

5 business days

New service 
implementation 
response time

Measures the time necessary to 
respond to a typical inquiry

2 business days

Reporting
Online information will be available on a website with secure login that contains the metrics 
appropriate to services purchased by the Agency. Service reports will also be available on the 
secure website.
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Web Management

Service Description Overview
Web Management services delivered by MN.IT Services consist of services related to the 
management of web servers, website design, and mechanisms to manage web content. The 
sections below provide a high-level description of these Web Management services:

• Web Server Management
• Website Design
• Content Management

Web Server Management

• Static Web Hosting: Static web hosting provides storage and delivery of manually 
updated websites. The service gives agencies a secure, reliable web presence with a 
specific domain name and covers the processes involved in establishing and maintaining 
a new static website.

• Dynamic Web Hosting: Dynamic web hosting provides a website that delivers real-
time, query-based web content. Websites are created using web content management 
(WCM) tools that are easier to build and maintain than static websites, ensure 
compliance with web standards, and standardize navigational tools for users. WCM 
hosting offers a full portal tool suite, including content management, consistent look-and-
feel templates and policies, decentralized content creation and posting, agency 
personalization, and a customized search interface.

• Website Management Operations: The delivery of both static and dynamic web 
hosting services depends on a robust, highly-available infrastructure. MN.IT staff 
maintains this infrastructure using best practices for equipment maintenance, 
redundancy, data integrity, security, alerts, and logging.

Website Design

• User Interface Design: MN.IT’s professional web design staff helps organizations 
develop a consistent, intuitive, professional browsing experience from a customer-centric 
perspective. Specific capabilities may include: logo development for fresh agency 
branding, customer-oriented site navigation and taxonomies, advanced search and 
metadata development, graphics design, and meeting facilitation for the requirements 
gathering process.

• Accessibility: MN.IT provides assistance with meeting the compliance requirements of 
both Section 508 and Web Content Accessibility Guidelines (WCAG) 2.0 at the AA level, 
as well as ADA sections on access to information on state government websites
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• Information Architecture: Website design services may include information 
architecture definition related to the integration of visual design, taxonomy development, 
keywords, naming conventions, and find-ability.

Web Content Management

• Training: MN.IT’s web hosting and design services may require Agencies to learn new 
skills to manage/maintain their web content. Typically, MN.IT provides separate training 
for web content managers and content contributors.

• Migration Services: When moving from one hosting platform and/or web technology to 
another, MN.IT provides tools and techniques for efficiently migrating web content. 
Depending on the quality of the code, source and destination hosting platforms, 
migration services may be automated.

Service Metrics

Support Hours
Support for web server management services is provided 24 x 7 x 365.

Support for Web Management (WM) professional services (design and content management) is 
provided during normal business hours.

Service Availability
Service availability describes the time the system is running and available to the Agency. 
Service availability for web server management is 99.9% and excludes time to perform routine 
or scheduled maintenance. Web hosting service availability is calculated as follows:

[Applicable days in calendar month x 24 x 60] minus [Minutes of outage in calendar month] x 100

Applicable days in calendar month x 24 x 60

Service availability for Web Management professional services varies with staffing levels and 
project commitments. MN.IT provides clear and timely information on when professional 
services staff are available.

Scheduled downtime means those times where MN.IT notifies agencies of periods of Downtime 
for Scheduled Maintenance at least five days prior to the commencement of such Downtime. 
There will be no more than fifteen hours of Scheduled Downtime per calendar year, and no
more than two hours per month. Scheduled Downtime is not considered Downtime for purposes 
of this SLA, and will not be counted towards any Downtime Periods.

Downtime period is a period of ten consecutive minutes of Downtime. Intermittent Downtime for 
a period of less than ten minutes will not be counted towards any Downtime Periods.

Scheduled Downtime will be announced every month and be available to agencies. If a
Scheduled Downtime conflicts with other activities/operations of an Agency, the Agency can
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request an alternate date for the Scheduled Downtime thru the service desk. MN.IT will work 
with all agencies to find a date that balances the needs/priorities of all.

Incident Response Levels
The incident response levels associated with Web Management services match those identified 
in the Service Desk “Incident Management Quick Reference.” The following table lists
examples of service incidents and the priority levels associated with them.

Table 25: Incident Response Levels for Web Server Management
Level Example

Priority 4: Low • The hosting service is not operational for one or more users outside of the hours 
of availability

Priority 3: Medium
• A major function of the hosting service is reported as non-operational during

Downtime Period
• Enhancement requests

Priority 2: High

• A minor function of the hosting service is not operational for one or more users
(who can continue to use other application functions)
• A user has questions about the hosting service functionality or needs assistance 

in using the service
• A user needs administrative assistance

Priority 1: Critical

• The hosted website is not operational for multiple users during scheduled 
availability
• A major function of the hosting service is not operational for multiple users 

during the hours that the service is scheduled for availability

Service Level Objectives
The table below contains the Service Level Objectives for Web Management services.

Table 26: Service Level Objectives for Web Server Management
Metric Definition Threshold

Measures service availability. *Does
Service Availability not include downtime for scheduled 99.9% availability*

maintenance

Customer Satisfaction Measures how the customer 
perceives the value

80% positive approval rating through 
customer surveys

Support Resolution Measures the speed of incident 
response by the Service Desk

Priority 4: Low - 5 business days 
Priority 3: Medium - 2 business days 
Priority 2: High - 8 hours
Priority 1: Critical - 2 hours
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Metric Definition Threshold

Server Response

Measures the maximum time before 
the web server generates a 
response. **Does not include 
network latency

0.5 seconds**

Content Change Measures the maximum time 
required to make a content change.

Typical – 1 business day
Critical – 4 hours

Table 27: Service Level Objectives for Web Design and Content Management
Metric Definition Threshold

Support Resolution

Measures the time necessary to 
respond to a typical inquiry 

regarding the capabilities and 
availability of professional services 

staff.

2 business days

Customer Satisfaction Measures how the customer 
perceives the value

80% positive approval rating through 
customer surveys

Reporting
Reports for Web Management services are created monthly and made available to agencies. 
Specific reporting deliverables are listed below:

Static Hosting
• Hits: Unique page impressions
• Data Storage: Amount of stored data, measured in gigabytes
• Bandwidth: Amount of network bandwidth consumed, measured in gigabytes/month
• Service Availability (monthly): Percent of service availability for the month
• Service Availability (12-month average): Average percent of service availability for the 

prior 12 months

Dynamic Hosting
• Hits: Unique page impressions
• Data Storage: Amount of stored data, measured in gigabytes
• Bandwidth: Amount of network bandwidth consumed, measured in gigabytes/month
• Content Items: Number of items that can be delivered as dynamic content
• Service Availability (monthly): Percent of service availability for the month
• Service Availability (12-month average): Average percent of service availability for the 

prior 12 months
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Professional Services
• Project Hours: Project hours completed and project hours remaining
• Project Deliverables: Project management tracking via deliverable reporting
• Project Status/Schedule: Overall project management status and schedule adherence
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Workstation Management

Service Description Overview
Workstation management is comprised of: 1) operating systems; 2) hardware; 3) software; 4) 
accessories and peripherals; and 5) security.  This section provides a high-level description of 
the services which comprise Workstation Management delivered by MN.IT Services.

• Operating Systems: Microsoft Windows client operating system is the primary 
supported operating system. Limited support for Mac OS 10.x is also available.

• Hardware: A standard laptop, desktop and/or virtual desktop interface device for end 
users to complete their work. Advanced options within each hardware class may be 
available, to provide additional computing power (e.g., processor, memory).

• Software: Workstations will have “standard” software (e.g., Microsoft Office) installed for 
end users to complete their work. Beyond what is provided in standard, some end users 
will require “additional” software which consists of common requested software (e.g., 
Microsoft Visio) and unique “one-off” software.

• Accessories and peripherals: A black and white printer will be made available to all 
end users and a color printer to those who require one. For those with business needs, 
specialized and/or accessibility equipment such as audio recording devices, digital 
cameras, scanners, and screen readers can be purchased on an as needed basis.

• Security: Workstations will be configured to install updates and patches on a regular 
basis, be protected by up-to-date anti-virus software, as well as a local firewall and 
encryption running on the client operating system.

Service Metrics

Support Hours
Support for Workstation Management services is provided during normal business hours.

Service Availability
Service availability describes the percentage of time that the service is running and available to 
the end user. Service availability for Workstation Management supporting infrastructure is
99.9%. Workstation Management supporting infrastructure includes access to file shares; print 
servers; critical Windows client patches; and definition updates for anti-virus and anti-malware 
products. There is no Service Availability metric for end user workstations or workstation 
accessories and peripherals.

Workstation Management supporting infrastructure service availability is calculated as follows:
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[Applicable days in calendar month x 24 x 60] minus [Minutes of outage in calendar month] x 100

Applicable days in calendar month x 24 x 60

Scheduled downtime means those times where MN.IT Services notifies agencies of periods of 
Downtime for Scheduled Maintenance at least five days prior to the commencement of such 
Downtime. There will be no more than fifteen hours of Scheduled Downtime for Workstation 
Management per calendar year, and no more than two hours per month. Scheduled Downtime 
is not considered Downtime for purposes of this SLA, and will not be counted towards any 
Downtime Periods.

Downtime period is a period of ten consecutive minutes of Downtime. Intermittent Downtime for 
a period of less than ten minutes will not be counted towards any Downtime Periods.

Scheduled Downtime will be announced every month and the schedule will be available to 
agencies. If a Scheduled Downtime conflicts with other activities/operations of the Agency, the 
Agency can request an alternate date for the Scheduled Downtime through the MN.IT Service 
Desk. MN.IT Services will work with agencies to find a date that balances the needs/priorities of 
all.

Incident Response Levels

The incident response levels associated with Workstation Management services match those 
identified in the Service Desk “Incident Management Quick Reference.” The following table lists 
examples of service incidents and the priority levels associated with them.

Table 28: Incident Response Levels for Workstation Management
Level Example

Priority 4: Low • Troubleshooting of one-off “additional” software
• Troubleshooting of accessories and peripherals

Priority 3: Medium • A workstation hardware failure or software error
• Troubleshooting of commonly requested “additional” software

Priority 2: High • A major function of the Workstation Management supporting infrastructure, such 
as a file or print server unavailable to end users

Priority 1: Critical • Workstation virus or malware outbreak

Service Level Objectives
The table below contain the Service Level Objectives for Workstation Management.
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Table 29: Service Level Objectives for Workstation Management Services
Metric Definition Threshold

Supporting
infrastructure availability

Measures service availability of 
supporting infrastructure (e.g., file 
shares and print servers, critical 
Windows client patches).

99.9% availability*
*not including Downtime for 
scheduled maintenance

Customer satisfaction Measures how the customer 
perceives the value

80% positive approval rating through 
customer surveys

Support Resolution Measures the speed of incident 
resolution by MN.IT Services

Priority 4: Low - 5 business days 
Priority 3: Medium - 2 business days 
Priority 2: High - 8 hours
Priority 1: Critical - 2 hours

Service Response
Measures the speed of request 
resolution by MN.IT Services

All requests will be entered as 
“Medium” with 2 business days for 
resolution, unless specifically listed. 
Requests can be escalated on a 
case-by-case basis.

Average time to fulfill 
Workstation deployment 
and replacement 
requests

Measures the speed of fulfilling 
requests to deploy or replace a 
workstation
** If workstation and/or resources
demands exceed supply, delivery of 
hardware may impact expected 
delivery times.

Up to 10 workstations – 10 business 
days from receipt of hardware** 
Greater than 10 workstations –
delivery time varies**

Average time to fulfill 
additional “one-off” 
software requests

Measures the speed of one-off 
software installation request 
resolution by MN.IT Services

5 to 10 business days

Critical Windows client 
patches

Measures the number of 
workstations receiving timely critical 
patches/updates.

80% of workstations updated within 7 
days

Reporting
Reports for Workstation Management services are created monthly and made available to 
agencies. Specific reporting deliverables are listed below:

• Laptops: Total number of laptop computers being supported
• Desktops: Total number of desktop computers being supported
• Total Workstations: Total number of workstations (e.g., laptop/desktop) being 

supported
• User accounts: Total number of domain user accounts being managed
• Printers: Total number of network and local printers/multi-function devices being 

supported
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Virus and malware infections detected:Total number of virus and malware infections 
detected
Operating system by version: Total number of workstations with a specific operating 
system version (e.g., Windows XP, Windows 7 Professional, and Windows 7 Enterprise)
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Office of Higher Education Standard IT Services Details

General Information

MN.IT @ Office of Higher Education staff are normally available Monday through Friday 

between 7:30 AM and 4:30 PM, excluding state holidays.   IT staff are generally not 

on call during off hours though a best effort to address critical incidents during off 

hours will be made.  

Availability data for service provided by MN.IT @ Office of Higher Education will be 

collected beginning on July 1, 2012.  A summary report will be supplied to the agency 

deputy commissioner on a quarterly basis or upon request.   A customer satisfaction 

survey of agency staff will be performed annually.  

Normal Work Hours

Monday through Friday: 7:00 AM to 5:00 PM

Service Metrics

If service level objectives differ from the standards in Section 3, the differences are noted below.  If an 

Agency Threshold is blank, the Standard Threshold applies.

If this section is blank, then all Section 3 Standard Thresholds apply.
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Table 3:  Service Level Objectives for VPN Remote Access

Metric Definition Standard Threshold Agency Threshold

99.9% availability*

*not including Downtime for 

scheduled maintenance

Measures the VPN 

Remote Access service 

availability

80% positive approval rating 

through customer surveys

Measures how the 

customer perceives the 

value

Customer 

satisfaction

Service Availability

Measures the speed of 

Incident resolution by 

MN.IT Services

Priority 4: Low - 5 business 

days

Priority 3: Medium - 2 

business days

Priority 2: High - 8 hours

Priority 1: Critical - 2 hours

2 business days

99% availablity during normal 

working hours and 98% during 

non-work hours, not including 

downtime for scheduled 

maintenance

Service Request Measures the speed of 

service response by MN.IT 

Services

Support Resolution 

EUCC SharePoint services is not provided to Office of Higher Education.

EUCC Instant Messaging Services is not provided to Office of Higher Education.

Audio, Video and Net Conferencing Services is not provided to Office of Higher Education.
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Table 11:  Service Level Objectives for FIT Operations Services

Metric Agency ThresholdStandard ThresholdDefinition

Service Availability Does not apply

Customer 

Satisfaction

Priority 4: Low - 5 business 

days

Priority 3: Medium - 2 

business days

Priority 2: High - 8 hours

Priority 1: Critical - 2 hours

Support Resolution 

Measures service 

availability.

*Does not include downtime 

for scheduled maintenance

Measures how the 

customer perceives the 

value

80% positive approval rating 

through customer surveys

SmartBoard and computer in 

the main conference room are 

available 99.5% of normal 

working hours.  This does not 

include the time it takes for the 

SmartBoard to be serviced by 

vendor.

Measures the speed of 

Incident resolution by 

MN.IT Services

FIT Design and Development Services is not provided to Office of Higher Education.

Security Awareness and Training Services is not provided to Office of Higher Education.
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Table 23:  Service Level Objectives for Dial Tone Services

Metric Agency ThresholdStandard ThresholdDefinition

Service Availability 

- Classic Voice

Customer 

Satisfaction

Priority 4: Low - 5 business 

days

Priority 3: Medium - 2 

business days

Priority 2: High - 8 hours

Priority 1: Critical - 2 hours

Support Resolution 

Measures service 

availability for Classic Voice 

services

Measures how the 

customer perceives the 

value

80% positive approval rating 

through customer surveys

99.9% availability*

*not including Downtime for 

scheduled maintenance

99.9% availability*

*not including Downtime for 

scheduled maintenance

Measures service 

availability for IPT services
Service Availability 

- PBX

Measures the speed of 

Incident resolution by 

MN.IT Services

Service Response  

for changing 

Classic Voice 

Measures the speed of 

service response to move, 

add or change services by 

MN.IT Services

5 business days

5 business days

Service Response  

for changing PBX 

12 business days

Measures the speed of 

service response by MN.IT 

Services

Service Response  

for New Classic 

Voice 

implementation

Measures the speed of 

service response to move, 

add or change services by 

MN.IT Services

Service Response  

for New PBX 

implementation

Measures the speed of 

service response by MN.IT 

Services

90 business days

PBX Call Quality
See service definition for 

more information
Mean Opinion Score 4 to 5

Not applicable

Not applicable

Not applicable
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Table 26:  Service Level Objectives for Web Server Management

80% positive approval rating 

through customer surveys

99.9% availability*

*not including Downtime for 

scheduled maintenance

Measures how the 

customer perceives the 

value

Measures service 

availability.  

Customer 

satisfaction

Service Availability

Metric Agency ThresholdStandard ThresholdDefinition

Measures the speed of 

Incident resolution by 

MN.IT Services

Support Resolution 

Server Response 

Measures the maximum 

time before the web server 

generates a response. 

Content Change

Measures the maximum 

time required to respond to 

a request. 

Priority 4: Low - 5 business 

days

Priority 3: Medium - 2 

business days

Priority 2: High - 8 hours

Priority 1: Critical - 2 hours

0.5  seconds 

**Does not include network 

latency

Typical - 1 business day

Critical - 4 hours

99% availablity during normal 

working hours and 98% during 

non-work hours, not including 

downtime for scheduled 

maintenance

Server response time is 

currently not measured and will 

not be included summary 

statistics
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Table 29:  Service Level Objectives for Workstation Management Services

Metric Agency ThresholdStandard ThresholdDefinition

Supporting 

Infrastructure 

availability

Customer 

Satisfaction

Priority 4: Low - 5 business 

days

Priority 3: Medium - 2 

business days

Priority 2: High - 8 hours

Priority 1: Critical - 2 hours

Support Resolution 

Measures service 

availability of supporting 

infrastructure (e.g., file 

shares and print servers, 

critical Windows client 

patches).

Measures how the 

customer perceives the 

value

80% positive approval rating 

through customer surveys

99.9% availability*

*not including Downtime for 

scheduled maintenance

Measures the speed of 

Incident resolution by 

MN.IT Services

Service Response 
Measures the speed of 

service response by MN.IT 

Services

Up to 10 workstations - 10 

business days from receipt of 

hardware. 

** Greater than 10 

Work-stations -delivery time 

varies. 

Measures the speed of 

service response by MN.IT 

Services.

** If workstation and/or 

resources demands 

exceed supply, delivery of 

hardware may impact 

Service Response  

for Workstation 

deployment and 

replacement 

Service Response  

for "One-off" 

Software 

Installation

Measures the speed of 

service response by MN.IT 

Services

All requests will be entered 

as “Medium” with 2 business 

days for resolution, unless 

specifically listed.  Requests 

can be escalated on a 

case-by-case basis.

5 to 10 business days

Critical Windows 

Client Patches 

Measures the number of 

workstations receiving 

timely critical 

80% of workstations 

updated within 7 days

99% availability during 

normal working hours.  

Does not include downtime 

for scheduled maintenance.

A temporary replacement 

computer will be available within 

4 hours when a staff workstation 

becomes inoperable.   

Replacement or repair can take 

up to 5 days.
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Introduction

The Office of Higher Education applications section describes the collection of applications that support the 

agency’s business processes.  In this context, an “application” is software that functions by means of 

computers to accomplish useful work.  

MN.IT Services staff support thousands of different applications enterprise-wide, ranging from Parking Lot 

Systems to Vendor Management Systems to Web Content Management Systems.  These applications may 

be composed of dedicated hardware and highly customized software, or may be vendor purchased 

“commodity” products.  This section describes these applications, who supports them, how they work, and 

the relative priority to business users.

The details for each application can vary greatly, so the following standard information has been gathered for 

each major application in order to facilitate effective analysis and accountability: 

· Business Division: Primary unit within the agency structure that uses the application

· Business Purpose: The logical grouping of applications in support of a Business Purpose or 

Business Function.   Applications will be sorted under each Business Purpose.  For example, 10 

unique applications are grouped together to provide the features and functions needed to support 

“License Renewal”.

· Application Name:  How agency staff commonly refer to the application

· Description:  Description of application

· Contact: Business person within the agency that should be contacted for business requirements and 

additional information about the application

· Attended Hours of Operation: Times when the application is available for use and attended by 

MN.IT staff.

· Hours of Operation Currently Met:  Indicator of whether or not the Hours of Operation are being 

achieved with the current level of infrastructure (staff, equipment, contracts, etc.)

· Recovery Time Objective (RTO): The maximum period of time available for recovering an 

application before there is a significant impact on the agency.  Possible RTO periods for the purposes 

of this document are as follows:  

· Immediate (no downtime) · 8 Hours

· 24 Hours · 48 Hours 

· 72 Hours · 4 Days

· 5 Days · 1 Week (7 Days) 

· 2 Weeks (14 Days) · 3 Weeks (21 Days)

· 4 Weeks (28 Days) · TBD

· N/A (will not be recovered) 

Office of Higher Education Applications
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· RTO Achievable: Indicator of whether or not the RTO can be achieved with the current level of 

infrastructure in the event of a disaster

· Criticality: Impact if the application becomes unavailable because of an unplanned service incident.  

The criticality levels are as follows:

o 1 (Critical) = any incident that has “massive impact” and is highly visible, impacts a significant 

number of users, a major agency, application or service and has no redundancy or alternate 

path.

o 2 (High) = any incident that impacts a significant number of users, a major agency application 

or service, but has redundancy, or an alternate path or bypass.

o 3 (Medium) = any incident that impacts a limited number of users with a resource or service 

down or degraded.

o 4 (Low) = any incident that impacts a small number or a single user in which a resource or 

non-critical service is down or degraded and a deferred fix or maintenance is acceptable.

· Availability Service Level %:  Service availability describes the time the system is running and 

available to the business customer.  Availability Service Level is calculated as follows: 

Applicable days in calendar month x 24 x 60 minus [Minutes of outage in calendar month]

Applicabe days in calendar month x 24 x 60 x100

Typical service availability levels can be characterized as follows:

o 99.9% - Maximum of 8 hours, 45 minutes of downtime per year.  This level requires 24 x 7 

staffing, “High Availability” (HA) system design, and redundant components.

o 99.5% - Maximum of 43 hours, 48 minutes of downtime per year.   This level requires having 

staff “on call”, spare parts, and/or maintenance contracts for parts delivery.

o 99.0% - Maximum of 87 hours 36 minutes of downtime per year.  This level requires having 

staff “on call”, well-defined system recovery procedures, and business hour staffing.

· Regulatory Compliance Service Requirements: Listing of any external or internal compliance 

requirements that govern the application.  Examples include: HIPAA, JCAHO, IRS Publication 1075, 

etc.

· Information Classification Service Requirements: Indicator of information classification associated 

with the application.  When multiple classifications apply, the highest classification is applied.  

Information Classifications are as follows:

o A = Confidential or Protected Nonpublic

o B = Private or Nonpublic

o C = Public

The information provided for each Agency application is presented “as is,” meaning that the data has been 

provided by the Agency-based CIO to reflect current capabilities and characteristics based on available data.  

As metrics change and/or more application information is available, changes will be incorporated into this 

document. 
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Education - Post secondary

Business Division:

Business Purpose:

G.I. Bill Scholarship

Descripton:

Contact:Application Name: Terry Schmit

Scholarship  for Minnesota residents who served in the military and are attending 

Minnesotan post-secondary institutions

Application ID 1947

Attended Hours of Operation:

99.7

FERPA

Medium1 Week (7 Days)

8 AM - 4:30 PM Hours of Operation currently met?: Yes

Availability Service Levels %:

Recovery Time Objective (RTO): RTO achievable?: Yes

Regulatory Compliance Service Requirements:

Criticality:

Monday - Friday 

Saturday

Sunday

Holiday

Additional Comments:

Private or NonpublicInformation Classification Service Requirements:

GRIP

Descripton:

Contact:Application Name: Terry Schmit

Student loan consolidation program for health care professionals.

Application ID 1948

Attended Hours of Operation:

99.7

FERPA

Medium1 Week (7 Days)

8 AM - 4:30 PM Hours of Operation currently met?: Yes

Availability Service Levels %:

Recovery Time Objective (RTO): RTO achievable?: Yes

Regulatory Compliance Service Requirements:

Criticality:

Monday - Friday 

Saturday

Sunday

Holiday

Additional Comments:

Private or NonpublicInformation Classification Service Requirements:
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Education - Post secondary

Business Division:

Business Purpose:

Indian Scholarship

Descripton:

Contact:Application Name: Terry Schmit

Scholarship  for Minnesota residents with Native American ancestry who are attending 

Minnesotan post-secondary institutions.

Application ID 1949

Attended Hours of Operation:

99.7

FERPA

Medium1 Week (7 Days)

8 AM - 4:30 PM Hours of Operation currently met?: Yes

Availability Service Levels %:

Recovery Time Objective (RTO): RTO achievable?: Yes

Regulatory Compliance Service Requirements:

Criticality:

Monday - Friday 

Saturday

Sunday

Holiday

Additional Comments:

Private or NonpublicInformation Classification Service Requirements:

Interstate Tuition Reciprocity (ITR)

Descripton:

Contact:Application Name: Terry Schmit

ITR allows students from Minnesota to pay reduced tuition at selected public colleges in 

North Dakota, South Dakota and Wisconsin.

Application ID 1950

Attended Hours of Operation:

99.7

FERPA

Medium1 Week (7 Days)

8 AM - 4:30 PM Hours of Operation currently met?: Yes

Availability Service Levels %:

Recovery Time Objective (RTO): RTO achievable?: Yes

Regulatory Compliance Service Requirements:

Criticality:

Monday - Friday 

Saturday

Sunday

Holiday

Additional Comments:

Private or NonpublicInformation Classification Service Requirements:
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Education - Post secondary

Business Division:

Business Purpose:

OHE Web Sites

Descripton:

Contact:Application Name: Terry Schmit

Provide infrastructure, database  and programming support for agency web sites including 

www.ohe.state.mn.us and www.getreadyforcollege.org.

Application ID 1951

Attended Hours of Operation:

99.7 attended, 99.4 unattended

FERPA

Medium2 Weeks (14 Days)

C 7:30 AM - 4:30 PM Hours of Operation currently met?: Yes

Availability Service Levels %:

Recovery Time Objective (RTO): RTO achievable?: Yes

Regulatory Compliance Service Requirements:

Criticality:

Monday - Friday 

Saturday

Sunday

Holiday

Additional Comments:

Private or NonpublicInformation Classification Service Requirements:

SELF Defaulters

Descripton:

Contact:Application Name: Terry Schmit

Application to help collect past due amounts from borrowers that have defaulted on a 

SELF student loan.

Application ID 1952

Attended Hours of Operation:

99.7

FERPA

Medium1 Week (7 Days)

8 AM - 4:30 PM Hours of Operation currently met?: Yes

Availability Service Levels %:

Recovery Time Objective (RTO): RTO achievable?: Yes

Regulatory Compliance Service Requirements:

Criticality:

Monday - Friday 

Saturday

Sunday

Holiday

Additional Comments:

Private or NonpublicInformation Classification Service Requirements:
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Education - Post secondary

Business Division:

Business Purpose:

State Grant

Descripton:

Contact:Application Name: Terry Schmit

Need based grants for Minnesota residents attending Minnesotan post-secondary 

institutions.

Application ID 1953

Attended Hours of Operation:

99.7

FERPA

Medium1 Week (7 Days)

8 AM - 4:30 PM Hours of Operation currently met?: Yes

Availability Service Levels %:

Recovery Time Objective (RTO): RTO achievable?: Yes

Regulatory Compliance Service Requirements:

Criticality:

Monday - Friday 

Saturday

Sunday

Holiday

Additional Comments:

Private or NonpublicInformation Classification Service Requirements:

Student Record Database

Descripton:

Contact:Application Name: Terry Schmit

Provide  infrastructure, database and programming support for Student Enrollment and  

the Degrees Conferred databases.   This data is used for the interagency SLEDS project.

Application ID 1954

Attended Hours of Operation:

99.7

FERPA

Medium4 Weeks (28 Days)

8 AM - 4:30 PM Hours of Operation currently met?: Yes

Availability Service Levels %:

Recovery Time Objective (RTO): RTO achievable?: Yes

Regulatory Compliance Service Requirements:

Criticality:

Monday - Friday 

Saturday

Sunday

Holiday

Additional Comments:

Private or NonpublicInformation Classification Service Requirements:
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Education - Post secondary

Business Division:

Business Purpose:

Summer Academic Enrichment

Descripton:

Contact:Application Name: Terry Schmit

Provide stipends on a first-come, first-serve basis, to cover all or a portion of the direct 

cost for students in grades 3-11 to attend eligible summer academic enrichment programs.

Application ID 1955

Attended Hours of Operation:

99.7

FERPA

Medium1 Week (7 Days)

8 AM - 4:30 PM Hours of Operation currently met?: Yes

Availability Service Levels %:

Recovery Time Objective (RTO): RTO achievable?: Yes

Regulatory Compliance Service Requirements:

Criticality:

Monday - Friday 

Saturday

Sunday

Holiday

Additional Comments:

Private or NonpublicInformation Classification Service Requirements:

Summer Transition

Descripton:

Contact:Application Name: Terry Schmit

Need based grant for recent high school graduates to take remedial coursework before the 

start of their freshman year.

Application ID 1956

Attended Hours of Operation:

99.7

FERPA

Medium1 Week (7 Days)

8 AM - 4:30 PM Hours of Operation currently met?: Yes

Availability Service Levels %:

Recovery Time Objective (RTO): RTO achievable?: Yes

Regulatory Compliance Service Requirements:

Criticality:

Monday - Friday 

Saturday

Sunday

Holiday

Additional Comments:

Private or NonpublicInformation Classification Service Requirements:
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Projects and Initiatives 

Managing Project Resources and Project Priorities 
Historically, most agencies have had a pool of discretionary technology funds to use throughout 
a budget year for IT initiatives that include the following types: 

• New applications/systems: The design and building of business applications and tools 
that perform functions and processes for state programs. 

• Enhancements and changes:  Changes, enhancements and upgrades to existing 
applications or systems due to changing business needs and/or changing technologies. 

• Ad hoc IT requests: IT business analysis that does not rise to the definition of a project, 
but requires some information technology subject matter expertise. 

Within its available resources, Agency business leadership has, prior to IT consolidation, been 
able to manage project resources and priorities on an ongoing basis, based on their business 
needs and priorities.  

The Agency will continue to have that same discretion within this SLA.   

Under the terms of this SLA, the management of IT project resources and project priorities is an 
iterative process throughout the fiscal year, managed through a cooperative relationship 
between MN.IT Services and Agency business leadership.  

Section 6 of this SLA outlines the portion of the Agency’s total technology budget that is 
currently allocated to projects and initiatives. From this pool of identified funding, the Agency-
based CIO will work in consultation with Agency business leadership to set priorities, manage a 
project portfolio as described above, and regularly report on portfolio status. Should priorities 
change or should circumstances arise that change available resources, the decision on how 
resources should be allocated and projects changed is a business decision made by Agency 
business leadership in consultation with the Agency-based CIO. 

When a new initiative is proposed, the Agency business unit and the Agency-based CIO 
determine the availability of resources within the existing discretionary resource pool described 
in Section 6. This analysis may result in the need for an Agency executive leadership decision 
to adjust portfolio priorities or it may require the identification of funding beyond the available 
resource pool. In such cases, the Agency business unit and Agency-based CIO work to analyze 
the change’s impact on the project portfolio, identify and allocate resources for the proposed 
project, and amend Section 6 of the SLA as necessary.  

The diagram below summarizes the ongoing process by which MN.IT will work with Agency 
business to reprioritize IT projects and initiatives covered in this section in order to meet the 
Agency’s highest priorities. See Section 1 for IT budget changes (“Acceptance, Amendments, 
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and Termination”). A more detailed budget change process is being developed and will be 
distributed when it is complete. 

 

Types of Project and Initiatives 

New Applications / Systems 
It is not unusual for issues, concerns, challenges or priorities to emerge that require the 
development of a new application or system within a given fiscal year. Examples might include 
new legislative requirements, a policy change, or the need to replace a legacy system. 

In the case of a new application or system, the Agency-based CIO will work with the appropriate 
Agency business units to identify the need, requirements, scope, budget, and schedule for a 
new project, based upon its alignment and contribution to the Agency’s strategies and 
objectives. 

If necessary, the Agency-based CIO will assign project management or business analysis 
resources to conduct the discovery process that will provide the details necessary for an 
executive leadership decision on whether to proceed.  

With executive leadership approval, the Agency-based CIO will add the project request to the 
queue as appropriate and assign the appropriate resources to work with the Agency business 
unit. 

Enhancements and Changes 
Existing applications and systems often require regular enhancements and changes that keep 
them current with new technologies, security improvements, and changing business 
requirements. Although most enhancements and change projects may not be as large, costly 
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and complex as new system development, they consume significant resources and require the 
same level of project management discipline as new projects.  

The process to analyze the requirements of an enhancement or change project, to assess the 
project’s impact on the project portfolio, and the financial requirements mirror the processes for 
new projects.   

Ad hoc Requests for a Short-term Effort 
There will be times when Agency business leadership determine the need for a technical 
resource for short-term activities or initiatives that do not rise to the level of a formal project.  
Examples of technical resources that may be needed to augment existing staff include business 
analysts, network designers, programmers, developers, or architects.   

To meet this need, the Agency business unit will work with the Agency-based CIO to determine 
the best approach for acquiring the appropriate resources.  The Agency-based CIO will then 
facilitate the contracting process utilizing the appropriate procurement process, depending on 
the resource, i.e., contracting with MN.IT Services, ASAP-IT, or one of the other state 
contracting mechanisms.  

Project Management and Oversight Processes 
MN.IT Services provides professional project managers to lead projects from initiation through 
execution in a manner that meets the priorities of Agency business leadership and the policies 
and standards of the State for project and portfolio management.  

In delivering this service, the assigned project manager will be responsible for the following 
activities: 

• Prepare the project charter, project plan, and project status documents 
• Plan tasks, identify resource needs 
• Perform project risk management 
• Assign planned tasks to staff and contractors assigned to the project 
• Monitor progress and regularly report status 
• Lead project change management and communications 
• Log and track project issues 
• Facilitate project-related decision-making 
• Cooperate with Agency business unit to facilitate a smooth transition to operational 

support 
• Coordinate with MN.IT Services’ Information Standards and Security Risk Management 

Division to ensure compliance with project management policies, state architecture, 
accessibility, security and procurement standards, and statutory requirements. The 
policies are located on the MN.IT website http://mn.gov/oet/policies-and-standards/ 
(Policies and Standards)   

• Manage the project budget 
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Project Management Policy and Statutory Compliance 
In addition to project and program management for Agency-based IT projects, MN.IT Services’ 
Enterprise Project Portfolio Management Division provides services that verify and review the 
application of project management best practices, policy, and statutory compliance for all 
Agency-based IT projects.  As part of this oversight function, the Enterprise Project Portfolio 
Management Division meets with the Agency’s project manager to determine the appropriate 
level of oversight required by policy and statutes.  The Enterprise Project Portfolio Management 
Division also assists the project manager with acquiring resources to perform required risk 
management and project audit activities as needed for projects that meet the thresholds for this 
requirement. 

Requesting Projects and Initiatives 
The following pages describe the process by which Agency business units and/or leadership 
request project and initiatives services or changes at the Agency.  

In FY2013, MN.IT Services will be developing a standard process for all project and service 
requests regardless of location. When that process is available, this Service Level Agreement 
will be amended to reflect the changes. 
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Office of Higher Education Projects and Initiatives Details

MN.IT @ Office of Higher Education  Project Management Office 

(PMO)

The MN.IT@ Office of Higher Education PMO has the following processes and procedures 

related to the services outlined in Section 5:  Projects and Initiatives.

General Information

MN.IT @ Office of Higher Education does not have a formal Project 

Management Office.   Project management services are provided by the 

Agency-based CIO and IT application development staff.   

PMO Name

Contact Information

N/A

Business Hours

Contact Name

Phone Number

Email Address

Project Requests

MN.IT@ Office of Higher Education PMO has established the following process or procedure 

for requesting an IT project:

Requests for new applications and systems, as well as significant 

enhancements and changes to existing systems, are agreed to between 

the manager of the  appropriate business unit and the Agency-based CIO.  

If the initiative will require the utilization of resources that cross business 

units, the approval of the agency Deputy Commissioner is required.
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Project Portfolio Management

MN.IT@ Office of Higher Education PMO has established the following process or procedure 

and governance for prioritizing, authorizing, and monitoring the agency portfolio of IT 

projects:

The Agency-based CIO will be the contact for the MN.IT Services' 

Enterprise Project Portfolio Management Division to determine the 

appropriate level of oversight required by policy and statutes.

Project Management

N/A
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Service Financial Information

Introduction
This section of the SLA defines an agency’s total IT budget consisting of the cost of agency-
based IT and the cost of centrally provided IT services.   The FY14 agency IT budget was 
determined in consultation with the agency CFO and as confirmed with the State CIO.  

 For those agencies that have had their IT financial responsibilities transferred to MN.IT Services, the 
agency-based IT portion of the budget has been recorded in and will be invoiced through a temporary 
interagency agreement dated June xx, 2013 until such time as individualized rates are approved by 
MMB. For those agencies whose finances are not yet consolidated, agency-based services will be paid 
for directly by MN.IT through agency FinDeptIDs with IT attributes.

 The portion of the budget for centrally provided IT services is an estimate based upon expected 
demand and historical order patterns. The billing of centrally provided IT services will be based upon 
application of usage-based and fee-for-service rates approved by MMB.  

MN.IT Services has adopted a new service costing model for IT, M-PWR that has been 
used to calculate rates for centrally provided services. The tool will also be used to 
calculate service rates for agency-provided IT services once an agency’s IT financial 
responsibilities have been transferred to MN.IT and the agency’s local and unique rates 
have been approved by MMB. The use of this tool will be expanded in the future to 
include calculation of all agency IT rates, budgets, forecasting, and reporting.

Benefits for Business
This analysis and view of current service costs has many benefits for the Agency’s business 
leadership, particularly at the point and time where IT management and responsibility is shifting 
to a central IT organization. The purpose of this document, therefore, is to help:

• Customers understand and track the costs currently associated with the services they 
currently get, thus increasing ongoing understanding and accountability for MN.IT 
Services to the agency customer.

• Agency business leadership use the information to plan and prioritize how information 
technology serves the business units and priorities of the organization.
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Benefits for IT
Service costing has become the standard of the information technology industry and provides 
many benefits to MN.IT Services in its responsibility to meet the intent of the consolidation law.

• MN.IT can evaluate service costing across all of its agency offices, allowing a global 
analysis of spending trends, cost fluctuations, and gaps.

• This analysis sets a baseline for setting service delivery standards within a newly 
consolidated organization, allows a better competitive market comparison for sourcing 
decisions and identifies opportunities for service improvements and efficiencies.

• The model provides a mechanism for instituting accountability enterprise-wide for 
service levels and costs, and a foundation for future service level reporting.

• The model provides a baseline for measuring and quantifying future savings as 
efficiencies are realized over time through consolidated activity.

• Comparing service costs across the enterprise helps to identify areas of under-spending 
that need to be addressed.

• Aligning costs with services begins for MN.IT Services a “to do” list for systems and 
asset investment for such issues as legacy systems, security and business continuity 
remedies, etc. and is the foundation for investment prioritization in alignment with the
Minnesota IT Master Plan.

More Accurate Data for Improved Decision-Making
There has been continuing progress in the State’s ability to account for how IT dollars
are spent across the board.  As we have the opportunity to review and analyze the data
across all agencies, two important outcomes will emerge:

1) A foundational baseline that will help MN.IT Services to deliver IT more
effectively and efficiently across the executive branch.

2) Data that will enable better decision-making at both the agency and stakeholder
level on the most effective IT investments for the business of the State.

Evolution of the Costing Model

IT Costing Model: October 2011
As a pre-requisite for meeting the legislative mandate to transfer authority for information 
technology budgets and personnel to the Office of MN.IT Services, it was necessary first to
define the agency dollars that accompanied the change.

To accomplish this by the mandated deadline of October 2011, agency financial staff and 
leadership worked together with MN.IT to analyze available data and arrive at a definition of
the personnel, dollars and activity that would be considered “in scope” for consolidation.

MN.IT SERVICES: Information Technology for Minnesota Government 94



COMPREHENSIVE IT SERVICE LEVEL AGREEMENT

Agency fiscal and leadership staff collected financial information on planned IT Spend for fiscal 
years 2012 and 2013.  This self-reported information was validated against prior years’ actual 
financial reports, IT spend reports, and through in-person interviews with agencies’ fiscal and 
other leadership staff.

The resulting total costs were outlined in the October 2011 interagency agreement that officially 
transferred authority for the IT budget and personnel.

The October 2011 cost evaluation was a significant step forward in the State’s ability to identify 
and quantify the entire IT spend for the executive branch. It allowed MN.IT and the agency to 
agree to an acceptable and reasonable level of spending that would meet the agency’s needs in 
an “as is” scenario for FY12.

In the following pages, you will find the Agency’s final spend as depicted in the October 2011 
interagency agreements.

IT Costing Model: Initial Interagency Agreement/SLA
For this phase of the consolidation, MN.IT Services used the self-reported financials for FY2013 
(above) and converted the financial information from an “account code” view to the defined set
of services in this Service Level Agreement (Standard IT Services, Applications, Projects
and Initiatives). The costing model for each service includes the following:

• Directly attributable costs: Costs that are directly attributable to a given service were 
attributed to that service. Large expenses such as telecom, software, hardware, 
professional technical contracts, etc., were given greater scrutiny.

• Allocated costs: Smaller expenditures, miscellaneous expenses and/or costs that are 
not clearly attributable to a single service have been allocated across all services by a 
formula based on the relative size of the service.

IT Costing Model: M-PWR(NICUS)
In March 2013, MN.IT adopted a new IT financial management tool called M-PWR 
(NICUS). This tool embodies a systematic and integrated approach to performing IT 
budgeting, cost allocation (service rate development), forecasting, and reporting. 
The first phase currently being implemented is for service rate development for both 
centrally provided and agency-based (local) IT costs. Follow-on phases will include 
budgeting, forecasting, and reporting. An important part of the implementation of M-
PWR will be the building of interfaces with statewide systems such as SWIFT, 
SEMA-4, and BPAS. Some of the key attributes of the cost allocation model are as 
follows:

 A new chart of accounts (COA) was established for MN.IT Services based 
upon a service reference model that allows IT costs to be captured in the 
appropriate functional “buckets”.
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 The cost allocation tool has the ability to then assign these costs directly to 
individual services - IT standard services, projects, and applications - for a 
view of costs per service. These services include the underlying infrastructure 
costs, which are allocated according to established unit volumes/metrics.

 The rates for a given service are calculated as the sum of direct and indirect 
allocated costs per the relevant metric (unit volume).

 Rates are calculated for centrally provided services as well as for agency-
based IT services for a combined service total to be billed back by MN.IT 
Services.

 Initially, the NICUS tool will be used to verify and provide a lookback to 
agencies for their service costs but will not be the official billing tool until 
implementation of the system is complete. Until that time,

o All agencies will continue to receive three invoices for centrally 
provided services through the existing billing system: Computing, 
WAN, and Voice.

o Agencies that have transferred financial responsibility to MN.IT (Phase 
One) will also receive a bill for locally provided services based on a 
temporary Interagency Agreement and an unofficial “lookback” invoice 
that shows a view of costs per service

o Agencies that have not yet transferred financial responsibility to MN.IT 
will have their agency-based office expenses paid directly by MN.IT 
and assigned to agency FINDepIDs with IT attributes until their local 
rates are approved. These agencies will also receive a “lookback” 
invoice during FY14 that will provide a view of their IT costs.

Service Billing and Procurement
This document does not represent an invoice. It is an accounting of the Agency’s 
current IT budget by account classification for agency-based IT and a single line 
item for centrally provided IT services based upon an agency forecast.

The financials contained in this SLA include all IT, regardless of source, including
those services provisioned at the Agency, centrally and/or by a third party.

Agency-specific services: All Agency-specific IT service activity and
expenditures will be managed by the Agency-based CIO within the Agency’s
identified IT budget.

Centrally provided MN.IT services: Services managed and/or provided centrally will 
be billed to the Agency by MN.IT Services, based on the published FY14 rate
package. Costs for such services have been accounted for and will go against the
Agency’s IT budget, like all other costs.
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Biennial IT (BIT) and Odyssey projects: Biennial IT (BIT), i.e. legislatively approved IT projects 
and   Odyssey projects related to a particular agency are included as separate line items at the 
bottom of the FY14 Planned IT Spend by Account Class and FY14 Cost by Chart of Accounts 
(COA).  BIT projects typically involve an agency component and an IT budget as provided by 
legislation or as agreed to between the agency and MN.IT.  Only the IT portion is factored into the 
agency IT budget.  Odyssey (2001 Fund) projects typically consist of funds contributed by 
agencies for a specific agency IT purpose.  Only Odyssey projects related to a particular agency 
are included in the total agency IT budget.  BIT and Odyssey budgets are included in the total 
Agency IT Budget in order to reflect total agency IT spend. 

Procurement:   Procurement of IT commodities and IT contracts will commence 
on July 1, 2013 for agencies whose finances have been consolidated, and by the 
end of the first quarter, FY14 for all other executive branch agencies. For 
consolidated agencies, the purchases will be coded in the MN.IT chart of accounts 
such that they will be accounted for in the individual agency-based office IT 
Spend. For agencies that have not yet consolidated their IT finances, purchases 
will initially be made by MN.IT on behalf of the agency-based office, but accounted 
for against the Agency’s (non MN.IT) chart of accounts and funding.

As decisions are made on new projects or service levels throughout the year, the Agency-
based CIO will work with the Agency to evaluate the costs associated with those changes,
and the implications the changes will have on the Agency’s budget. When budget changes
are made, this SLA will be modified. See Section 1 for IT budget changes (“Acceptance,
Amendments, and Termination”). A more detailed budget/SLA change process is being
developed and will be distributed when it is complete
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Office of Higher Education Service Costing Details

FY14 Planned IT Spend by Account Class

The following table provides the specific IT service costing for your agency as well as the 

estimated cost of centrally provided IT services.  The IT costs include IT spend by all funds 

including federal, general and special revenue funds.  It includes on-going IT projects as well as 

agency-related BIT (Biennial IT) and Odyssey projects for FY14:

FY14 Budget - MN.IT @ Agency

41000

41030

41050

41070

41110

41130

41155

41150

41145

Full-Time Salary & Fringe*

OT & Premium Pay

Other Employee Costs

Total Personnel

Computer & Systems Services

Communications

 440,311

 38,000

 19,000

Account Class Acount Class Description FY14 Budget

Part-Time Salary & Fringe

Printing and Advertising

Prof/Tech Services Outside Vendor

IT Prof/Tech Services O/S Vendor

 0

 1,000

 23,000

 3,000

 0

 0

 440,311

41160

41170

41180

41190

41300

41400

41195

Employee Development

Agency Provided Prof/Tech Serv

IT State Agency Prof/Tech Serv

 2,000

 3,000

 3,000

Travel & Subsistence - Out State

 2,000Travel & Subsistence - In State

 3,000

Supplies  2,000

 0Equipment-Captial Lease

MN.IT SERVICES: Information Technology for Minnesota Government 98



COMPREHENSIVE IT SERVICE LEVEL AGREEMENT

41500

42000

Account Class Account Class Description FY14 Budget

42010

42020

42040

43000

44110

47040

47060

44100

47160

Payments to Individuals-Med-Rehab 

Client  0

Other Operating Costs

Statewide Indirect Costs

Attorney General Costs

 0

 1,000

 0

41100  44,000Space Rental, Utilities, & Maintenance 

- Item Not Included in IT Budget

 10,000Repairs, Alterations & Maintenance

 0Agency Indirect Costs

Agency Direct Costs

Payments to Individuals-Not Med 

Rehab

Intangible-Capital

Equipment-Capital

Equipment-Non-Capital

 600,311Total  @ Agency FY14 Budget

Total Non-Personnel  160,000

Centrally Provided IT Services  79,000

 0

 0

 0

 50,000

 0

Items Not Included in IT Budget:

Total Agency IT Budget  679,311

47010

44140

44155

44200

44130 Aid-Grants to Counties

Building-Improvement-Capital

Aid-Grants to School Districts

Aid-Grants to State Agencies

Distrib of Amounts Collected

 0

 0

 0

 0

 0

Sub-Total Agency IT Budget

Total BIT

Total Odyssey Fund

 679,311

 0

 0
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BIT, Odyssey Fund, Budget Change Details

Detail Spend
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FY 14 Costs by Chart of Accounts (COA), June 2013

The following chart shows the direct salary and non-salary cost of agency-provided IT services as 

assigned by the agency CIO to the chart of accounts (COA).  The total amount of centrally provided 

IT services estimated by the agency is shown as a single line item in order to arrive at a total agency 

IT spend:

                           

Service Type      

                           

 Standard IT 

 Services

Client 

Computing

Contracted 

Telecom Service 

(CTS)

IP Services

Contact Center 

MN (CCM)

Enterprise 

Unified 

Communication 

& Collaboration

 121,076  9,000  26,000  19,000  50,000  0  3,000  228,076

 9,495  0  0  0  50,000  0  2,000  61,495

 0  0  0  0  0  0  0  0

 0  0  0  0  0  0  0  0

 0  0  0  0  0  0  0  0

 0  0  0  0  0  0  0  0

                           

Salaries    

                           

                           

Prof/Tech   

                           

                           

Software 

                           

                           

Telecommu

nications   

                           

Hardware 

                           

                           

Repairs & 

Maint 

enance    

                           

All-Other 

Non-Salary  

                        

Total 

Expense 

by Type   

LAN Services - 

Facilities

WAN/MAN 

Services - 

Facilities

Service Desk

 Infrastructure

 0  0  0  0  0  0  0  0

 0  0  0  0  0  0  0  0

 0  0  0  0  0  0  0  0

 111,581  9,000  26,000  19,000  0  0  1,000  166,581
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Service Type      

                           

 Applications

 Projects &  

 Initiatives
 0  0  0  0  0  0  0  0

 0  0  0  0  0  0  2,000  2,000
Leadership

Total@Agency 

IT Costs
 440,311  32,000  38,000  19,000  50,000  10,000  11,000  600,311

 440,311  32,000  38,000  19,000  50,000  10,000  11,000  679,311

                           

Salaries    

                           

                           

Prof/Tech   

                           

                           

Software 

                           

                           

Telecommu

nications   

                           

Hardware 

                           

                           

Repairs & 

Maint 

enance    

                           

All-Other 

Non-Salary  

                        

Total 

Expense 

by Type   

Centrally 

Provided  IT 

Services

 Application 

Development & 

Support
 198,018  23,000  12,000  0  0  10,000  6,000  249,018

 Applications - 

Infrastructure
 121,217  0  0  0  0  0  0  121,217

 Total Agency     

IT Budget   

 0  0  0  0  0  0  0  79,000

 Sub-Total 

Agency IT 

Budget   

Total BIT

Total Odyssey 

Fund

 440,311  32,000  38,000  19,000  50,000  10,000  11,000  679,311

 0  0  0  0  0  0  0  0

 0  0  0  0  0  0  0  0
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Information Security

Statutory Responsibilities for IT Security
The State of Minnesota recognizes that information is a critical asset. How information is 
managed, controlled, and protected has a significant impact on the delivery of state services and is 
vital to maintaining the trust of those that provide data to the State and/or use state programs. 
Information assets held in trust by the State must be protected from unauthorized disclosure, theft, 
loss, destruction, and alteration. Information assets must be available when needed, particularly 
during emergencies and times of crisis.

It is for this reason that Minnesota Statutes, Chapter 16E requires the State Chief Information 
Officer (State CIO) to define cyber security policies, standards, and guidelines for the executive 
branch.  It is also why those policies are required to be embedded in all executive branch services, 
systems and processes. Minnesota Statute also gives State CIO authority to install and administer 
security systems for use by all.

Protecting our digital infrastructure at a reasonable level of risk is the goal. Presently, the State 
faces a high level of risk due to an inadequate historical investment in security tools, people and 
processes. At its current funding level, the State’s investment in security stands at 2 percent of its 
total IT budget, compared to an industry standard of 5.4 percent – 6.2 percent. Current levels of 
security within state agencies are inconsistent and, in some cases, inadequate. 

Consolidation of IT services will significantly improve the security profile of the State and make the 
achievement of an appropriate level of risk more affordable. As consolidation of IT continues and a 
thorough evaluation takes place, more accurate analysis of individual agency security levels will be 
available. Long term, however, the executive branch will need to invest more in information 
security to ensure that key security services and risk levels are standard and acceptable across all 
agencies, regardless of size and resources. 

Enterprise Security Program Framework
MN.IT Services’ Enterprise Security Program exists to set the policies and standards that will 
protect executive branch information assets and ensure compliance with all state and federal 
regulatory requirements.  The Enterprise Security Program uses the 800 series of publications by 
the National Institute of Standards and Technology’s (NIST) as a framework. The NIST 800 series 
has been adapted to accommodate the unique model of Minnesota’s government.

The information security program is divided into four components that contain high-level policies 
and a series of implementing standards. These policies are located on the MN.IT Services website 
at http://mn.gov/oet/policies-and-standards/information-security/ Information Security Policies
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Enterprise Security Governance
In order to implement the Enterprise Security Program, the State CIO delegates all security-related 
responsibilities to the State Chief Information Security Officer. 

The IT Governance Framework (June 2012) outlines the process for making decisions that impact 
the risk posture of the executive branch.  New policies and standards are reviewed and approved 
using the processes in the IT Governance Framework.  Periodic review of all existing policies and 
standards will be conducted at least once every two years through the processes described within 
the framework. 

Role of Agency-based CIO
It is the role of MN.IT Services Agency-based CIO to ensure that all Enterprise Security Program 
policies and standards are met in delivering IT services and managing IT facilities, systems and 
applications within the Agency. 

It is also the responsibility of the Agency-based CIO to manage Agency-based systems and 
services to an acceptable level of risk as determined in consultation with the business leadership, 
and in accordance with applicable state and federal policies and regulations. This may include 
policies and standards that have not yet been addressed by the Enterprise Security Program 
and/or policies more stringent than those outlined by the Enterprise Security Program.  Agency-
based CIOs will ensure that mitigating controls are in place to reduce risk to a level that Agency 
business leadership is willing to accept. 

Role of Business
It is the responsibility of Agency business leadership to understand and accept risk, in consultation 
with MN.IT Services Agency-based CIO, for the services and applications in its portfolio. It also is 
the responsibility of Agency business leadership to ensure that at least the minimum state policy 
requirements for security can and will be met at the Agency level.

Through defined governance processes, Agency business leadership has an opportunity to 
participate in the design and implementation of the policies, standards, and security systems that 
are required for the executive branch.

Role of MN.IT IT Standards and Risk Management Division
The MN.IT Services IT Standards and Risk Management Division is responsible for the 
management of enterprise security governance, for monitoring and enforcing compliance with 
executive branch policies and for the strategic and tactical planning of the Enterprise Security 
Program.  The division is also responsible for planning and/or approving appropriate security 
services for all executive branch entities. These security services include both Standard IT 
Services, which are directly used by agencies and Enabling IT Services, which are incorporated 
within other services and not necessarily visible or “consumable” by the customer.  Table 7-1 
describes all the information security services provided by MN.IT and outlines whether each 
service is a Standard IT Service (described further in section 3) or an Enabling IT Service.    
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Table 7-1
Types of Information Security Services Provided by MN.IT Services

Security Service Service Description
Service 

Type

Information Security 
Program 
Management

Responsible for the planning, oversight, and coordination 
of all information security activities, including the 
development of enterprise-wide policies and standards 

Standard

Secure System 
Engineering

Responsible for designing appropriate security controls in 
new systems or systems that are undergoing substantial 
redesign, including both in-house and outsourced 
solutions

Enabling

Information Security 
Training and 
Awareness

Responsible for providing employees at all levels with 
relevant security information and training to lessen the 
number of security incidents

Standard

IT Service Continuity Responsible for ensuring that critical business functions 
will be available in a time of crisis

Standard

Information Security 
Compliance

Responsible for validating that information security 
controls are functioning as intended

Enabling

Information Security 
Monitoring

Responsible for gaining situational awareness through 
continuous monitoring of networks and other IT assets for 
signs of attack, anomalies, and inappropriate activities

Enabling

Information Security 
Incident Response 
and Forensics

Responsible for determining the cause, scope, and impact 
of incidents to stop unwanted activity, limit damage, and 
prevent recurrence

Standard

Vulnerability and 
Threat Management

Responsible for continuously identifying and remediating 
vulnerabilities before they can be exploited

Enabling

Boundary Defense Responsible for separating and controlling access to 
different networks with different threat levels and sets of 
users to reduce the number of successful attacks

Enabling

Endpoint Defense Responsible for protecting information on computers that 
routinely interact with untrusted devices on the internet 
or may be prone to loss or theft

Enabling

Access Control to 
Systems

Responsible for managing the identities of users and 
devices and controlling access to resources and data based 
on a need to know

Standard

Physical Security Responsible for protecting information systems and data 
from physical threats

Enabling
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Force Majeure & Performance Exceptions 

Neither party shall be responsible, or considered in default in the performance of its obligations, 
for failure or delay of performance, including failure to satisfy service availability 
levels/objectives, if caused by: (1) scheduled downtime to perform routine, non-emergency or 
emergency maintenance on MN.IT-provided services; (2) downtime on non-production systems; 
(3) factors outside of the party’s reasonable control, including any force majeure event as 
defined below; (4) equipment, software or other technology not within MN.IT’s direct control; (5) 
service suspensions or termination of Agency’s right to use the MN.IT-provided services in 
accordance with the Agreement.   

Force majeure events include, but are not limited to, acts of God, acts of government, flood, fire, 
earthquakes, civil unrest or riot, acts of terror, acts of war, acts of hostility or sabotage, strikes or 
other labor problems including a government shutdown, Internet/telecommunications service 
provider or power/electrical failures or delays, and other events outside the reasonable control 
of the obligated party.  

Both parties will use reasonable efforts to mitigate the effect of a force majeure event.  This 
section does not excuse either party’s obligation to take reasonable steps to follow its normal 
disaster recovery procedures or Agency’s obligation to pay for programs delivered or services 
provided. 
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Related Information

Covered Entities

This SLA describes services provided to the following entity(ies): Office of Higher Education  

Standard Documentation

The following documents provide additional information regarding MN.IT Services:

· Minnesota Statutes chapter 16E Office of MN.IT Services 

<https://www.revisor.mn.gov/revisor/pages/statute/statute_chapter_toc.php?chapter=16E>

· Enterprise Technology Fund 5500 Rate Schedule 2014

· State of Minnesota IT Master Plan, <http://mn.gov/oet/governance/strategic-plans/strategic-plans.jsp>

· Operational documents/information on 

MN.IT website <http://mn.gov/oet/index.jsp> (<http://mn.gov/oet/index.jsp>)

· Minnesota IT Governance Framework available on the MN.IT website

http://mn.gov/oet/governance/igov/gov-structure.jsp

Agency Specific Documentation

The following documents provide additional information specific to Office of Higher Education 

operations:

Appropriate Use of Electronic Communication and TechnologyDocument Name:

http://intranet.ohe.state.mn.us/pdf/ElecCommPolicy.pdfLink:

As of August, 2012, the Agency-based CIO for the Office of Higher Education shall be the 

incumbent Agency-based CIO at the Department of Education.  This business relationship shall 

be reviewed in January 2013 to determine its appropriateness and effectiveness. Between 

August, 2012 and January of 2013, the Agency-based CIO agrees not to make staffing or budget 

decisions without the full knowledge of the Deputy Commissioner at Office of Higher Education. 

In the absence of legitimate deficiencies in services delivered to the Office of Higher Education 

by the incumbent Agency-based CIO , this relationship will continue until the next negotiation of 

the Service Level Agreement, at which time it may become permanent.  In the interim, all 

Agency-based CIO Roles and Responsibilities set forth in Section 1 of this SLA shall apply to the 

Office of Higher Education. 

Additional Information:
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Definitions

SLA Glossary of Terms
Account Manager: Person assigned to each Agency as a central point of contact from the 
customer service team

Account Team: Customer service team assigned to each Agency

Agency: Executive Branch Business

Agency Business Division: Primary unit within the agency structure that uses the application

Agency-based Chief Information Officer: The chief information officer located at each 
agency. For purposes of the Service Level Agreement, the Agency-based CIO also means the 
Designated IT Lead. The Designated IT Lead means the person assigned to represent MN.IT 
Services at the agency in lieu of a chief information officer, and may be an employee of another 
agency.

Agency Applications: Applications and IT services provided by an Agency in support of their 
customers and business

Agency Threshold: A service threshold that is specific to an Agency, and is different than the 
documented Standard Threshold

Application Name: How agency staff commonly refer to the application

Attended Hours of Operation: Times when the application should be available for use

Centers of Excellence: A collection of services that is recognized as the lead service provider 
and available for all executive level agency usage

Change Windows: Scheduled times when IT services may be unavailable while planned 
changes are being implemented

Cost Model: An financial review of an Agencies IT budget showing Applications, Projects and
IT Services

Critical Success Factors: A metric that reports on how effective a particular service is 
operating

Criticality: Impact if the application becomes unavailable because of an unplanned service 
incident.

Critical-1 Procedures: Highest level incident/outage, which will follow a specific set of 
instructions to restore the service and manage communications
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Downtime refers to periods when a system is unavailable. Downtime or outage duration refers 
to a period of time that a system fails to provide or perform its primary function.

Downtime Period is a period of ten consecutive minutes of Downtime. Intermittent Downtime 
for a period of less than ten minutes will not be counted towards any Downtime Periods.

Emergency change is typically to resolve an ongoing service outage or degradation or address 
an emerging security vulnerability, in which case the risks and potential business impact are so 
high that it is not prudent to wait for the next regularly scheduled change window.

Emergency Maintenance: A change window requested for unplanned maintenance to correct 
a system outage

Enabling IT Services: IT Services provided by MN.IT that are in support of the Business 
Standard Services. Examples would be Hosting, Storage, Networking, and Data Center 
Facilities

Incident: An incident is any event which is not part of the standard operation of service and 
which causes, or may cause, an interruption or a reduction in the quality of that IT service.

IT Consolidation Act:  Legislation passed in the 2011 Special Session that consolidated IT
from the Executive Branch State Agencies into one organization. Laws of Minnesota 2011, First
Special Session chapter 10, article 4.

Management Control Policies: These policies are in place to address RISK throughout the 
lifecycle of the State’s information assets

Metric: A key measure used to communicate how a service is being delivered

Metric Definition: The working definition of a metric

Office of MN.IT Services: Executive branch Agency responsible for delivering IT to
all Executive Branch State Agencies

Operational Control Policies: Defines a class of security controls implemented and executed 
by individuals

Outage when a service is interrupted.

Prioritization: As part of the Incident Management and Service Request Process, each ticket 
will be classified and assigned a Priority according to its expected Service Level, as well as the 
number of people being impacted. This will help establish its place in the work and service 
request queues.

Program Policy: Identifies the overall purpose, scope and governance requirements of a 
program as a whole

Projects and Initiatives: A list of approved efforts to develop new applications and make 
changes to existing applications and services

Recovery Time Objective (RTO): The maximum period of time available for recovering an 
application before there is a significant impact on the agency.
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Scheduled Downtime means those times where MN.IT Services notifies agencies of periods of 
Downtime for Scheduled Maintenance at least five days prior to the commencement of such 
Downtime.

Scheduled Maintenance: Regular scheduled times for MN.IT staff to perform maintenance to 
applications and services

Service Availability: The amount of time an application is ‘up’ during its required availability 
hours. This is reported as a percentage, e.g. 99.5% or 99.9%. To calculate the service
availability:

Required monthly minutes of availability – minutes of monthly outage  x 100
Required monthly minutes of availability

 Required monthly minutes of availability =

# of days in month application is required x hours required each day x 60 
minutes
• Minutes of monthly outage = Average historical monthly downtime of 

application (not including planned maintenance)

Example: Application X has an availability requirement from business of 9 hours a day/5 days a 
week and has a historical average of 30 minutes of downtime per month. To calculate its
service availability:

Required monthly minutes of availability: 22 days x 9 hrs x 60 min = 11,880 min

Minutes of monthly outage = 30 

(11,880 – 30)/11,880 x 100 = 99.7%

Service Costs: The cost associated with the delivery and support of a specific MN.IT service 
offering

Service Desk Activity: The work associated managing End User requests and incidents

Service Level Agreement: The documented agreement for delivery and support of MN.IT
services between the Executive Agencies and the MN.IT staff

Service Level Objectives: The documented expectation measuring the actual delivery of a 
service

Service Levels: Measurements detailing the expected delivery of a service

Service Metrics: Specific measures established for each Service being delivered

Service Performance Reports: Regularly published reports depicting actual Service Results 
using identified metrics

Service Request: A user request for support, delivery, information, advice, documentation, or a 
standard change. Service requests are not service disruptions.

Services: A list of common tasks and activities performed by MN.IT in support of the Agency 
employees
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Standard IT Services: Business facing services, typically available to all State of Minnesota 
employees, with approval. Examples are: Order new laptop, Request Access to an Application, 
Utilize Web Conferencing

Standard Threshold: The established Service Threshold (metric) available for a given Service 
offering

Support Hours and Availability: Published days of the week and hours of the day when a 
particular application or service is available for use, and for which support is readily available

Sustaining Documentation: A set of 4 documents which defines the foundation for the 
directions of the State’s IT program. They include:

1. The comprehensive IT Service Level Agreement (this document)
2. The State of Minnesota Information and Telecommunications Systems and Services

Master Plan
3. The Agency Centralized IT Reference Model
4. The State of Minnesota IT Governance Framework

Technical Control Policies: Defines a class of security controls executed or used by systems

Uptime is the time period during which the Service Element at the Agency endpoint and the 
shared infrastructure is fully functional.
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Service Support Tiers

Incident Management Quick Reference

Priority
Priority Description Resolution

Target
Notification/Communicati

on
Media / Timescale

1: 

Critical

Any Incident that has 
“massive impact” and is 
highly visible, impacts a 
significant number of Users, 
a major agency, application 
or service, and has no 
redundancy or alternate 
path.

Critical-1 Incidents are 
usually (but not limited to) 
one of the following issues:

 Enterprise e-mail or 
enterprise 
messaging outage 
or impaired service

 State portal 
services down or 
impaired

 VOIP/CCM/phone 
outage or impaired 
service

 Mainframe or 
significant LPAR 
outage or impaired 
service

 Network outage or 
impaired service 
impacting large 
subset of Users

2 Hours

(24x7)

1. Incident submission
2. ACD updates
3. Email/phone updates*
4. Incident ticket updates
5. External media (e.g., 

reporters, newspaper)
6. Incident resolution
7. Incident closure

* Email is the preferred 
medium; phone updates 
will be utilized as deemed 
appropriate

1. Automated email
2. Initial; then hourly
3. Initial notification;

then hourly
4. Initial acceptance 

from assignee 
group within 15 
minutes; updates 
every 30 minutes

5. As determined by 
the Communication 
Director and 
Executive Team

6. Email
7. Automated email
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Priority Description Resolution
Target

Notification/Communicati 
on

Media / Timescale

2: 

High

A priority of High will be 
assigned to any Incident 
deemed to have a high 
impact by:

 being highly visible,
 impacting a 

significant number
of Users,

 impacting a major 
agency, application 
or service,

where there is no 
redundancy or alternate 
path, and a bypass is 
unavailable.

8 Hours

(24x7)

1. Incident submission
2. Incident ticket updates
3. Email / Phone updates 

to submitter
4. Incident closure

1. Automated email
2. Initial acceptance 

from assignee
group within 15 
minutes; updates 
every 60 minutes

3. Every two hours
4. Automated email

3: 

Medium

A priority of Medium will be 
assigned to any Incident 
deemed to have a medium 
impact by:

 being visible,
 impacting a limited 

number of Users,

where a resource or service 
is down or degraded.

2 Business
Days

1. Incident submission
2. Incident ticket updates
3. Email / Phone updates 

to submitter
4. Incident closure

1.  Automated email
2.  Initial acceptance 

from assignee 
group within one 
business hour; 
updates every 4 
business hours

3.  Once per business 
day

4.  Automated email

4: 

Low

Any Incident that impacts:
 a small number of 

Users or a single 
User,

where a resource or non-
critical service is down or 
degraded and a deferred fix 
or maintenance is 
acceptable.

5 Business
Days

1. Incident submission

2. Incident ticket updates

3. Email / Phone updates 
to submitter

4. Incident closure

1.  Automated email
2.  Initial acceptance 

from assignee 
group within one 
business day; 
updates every two 
days

3.  Minimally twice 
during lifecycle of 
Incident

4.  Automated email
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Incident/Request Status Definitions:
Status Description

Assigned The Incident has been assigned to a support group. The Assignee Field is blank. Most 
tickets/requests are assigned to the Service Desk first. The Service Desk will analyze. 
Classify, and prioritize the Incident. The Service Desk will either resolve the 
incident/request or assign to the correct support group.

Accepted Incident has been accepted by the Support Group and been assigned to an individual in 
the group to resolve the Incident.

Resolved The Incident has been fixed with the resolution. The status will change to Resolved with 
Text in the resolution field and a selection from the menu of Incident/Cause. The Service 
Desk will confirm the resolution with the customer

Closed The Service Desk will confirm Incident closure with the customer. Only the Service Desk 
staff can close Incidents in ARS. Only Incident Manager or Problem Manager can close 
Critical-1 priority incidents

Suspended
Internal

The Incident is being monitored for future occurrences or the incident is awaiting a vendor 
action. A specific reason must be provided to set an incident to this status. A date/time 
must be provided for the incident to come out of this status.

Customer
Pending

MN.IT is awaiting information from the customer before the Incident/Request ticket can be 
worked further by MN.IT. You are prompted for a specific and concise explanation of what 
is needed from the customer in order to set an incident to this status. A date/time must be 
provided for the incident to come out of this status. An email is sent to the customer with 
the specific details of what MN.IT needs from the customer in order to proceed
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Standard IT Service Descriptions
The following Standard IT Services have detailed services descriptions on the MN.IT Services 
website http://mn.gov/oet/support/ (Support >Agency Documentation).

 Connectivity and Mobility
o Wireless
o Virtual Private Network (VPN)
o Cellular Services 

 Enterprise Unified Communication & Collaboration
o EUCC Email, SharePoint (Web Collaboration), Instant Messaging
o Audio, Video & Net Conferencing

 Facility Services - Design Services
 Minnesota Geospatial Information Office (MnGeo)

o Coordination and Professional Services
 Security Services

o Program Management
o User Identity Management
o Access Control
o Forensics
o Incident Management
o IT Service Continuity

 Voice Services
o Dial Tone Services

 Classic Voice
 Private Branch Exchange Systems (PBXs)

o Voice-Related Applications or Services
 Voicemail
 Contact/Call Center
 Interactive Voice Response (IVR)
 Interpretation
 e-Fax Services

 Web Management
o Web Server Management
o Content Delivery and Migration
o User Interface Design
o Information Architecture
o Accessibility
o Geospatial Information Office (MnGeo)

 Workstation Management
o Operating Systems
o Hardware, Software, Peripherals
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Enabling IT Services

Hosting Services: Managed Hosting (Server and Virtualization) Support
Server Build and Installation: Install requested server

Server Operations: Provide 7 x 24 support of servers

Server Maintenance: Perform standard maintenance and patch management

Hosting Services: Managed Hosting (Storage and Backup Support)
Storage Installation: Install new storage equipment

Storage Operations: Provide 7 x 24 support

Storage Maintenance: Perform standard maintenance and patch management

Hosting Services: Facility Services
Data Center Operations and Management: Data center physical operations and 
support

Data Center Operations: Provide 7 x 24 support

Connectivity/Network Services: Network Infrastructure
WAN Management: Provide wide area network services

LAN Management: Provide local area network services

SAN Fabric Services: Provide connection services to storage

Connectivity/Network Services: Boundary Defense
Boundary Defense: Provide security for the networks

Connectivity/Network Services: Directory Services
Active Directory Services: Local active directory services in support of access management 

Enterprise Active Directory: Active directory services in support of access management 

Domain Name Services:  Domain name management

Application & Integration Services: Application Development
Business and Process Analysis:  Business process design and analysis

Systems Research and Selection: Review & recommend solutions based on requirements

System Design Application: System design services
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System Build Application: System build services

System Testing Application: System testing services

Application Deployment: Deploy approved applications to the environments

MnGeo Development – Geospatial project oversight, data development and strategic planning

Application Development
MnGeo Development: Geospatial project oversight, data development and strategic planning

Application & Integration Services: Application Management
Business application operations and support (COTS): Support commercial software

Application & Integration Services: Database Administration
Database design: Database design and modeling

Database Implementation: Implement databases

Application & Integration Services: Middleware Administration
Middleware Design: Middleware design services

Middleware Implementation: Implement and support middleware services

Application & Integration Services: Data Management
Records management:  Record management services

Information Management: Access to systems information

Reporting and Decision Support: Access to data for reporting and decision support

Business Intelligence: Data analytics in support of the business

Security Services
Security Monitoring Systems: Improve situational awareness

Threat and Vulnerability Management: Mitigate known vulnerabilities

Boundary Defense: Firewalls, routers and VPNs

Security to Endpoints: Detect malicious software

Physical Security and Threat Management: Technology and processes

Geospatial
MnGeo Service Bureau: Geospatial coordination services and professional services
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Service Management Services: Service Desk
User Technical Assistance: Day to day technical assistance to users via the Service Desk

Performance Monitoring and Reporting: Monitoring systems performance and stability

Leadership & Supporting Services: IT Supporting Functions
IT Management: Day to day IT management of services

Strategic Planning: Forward looking strategic planning

Portfolio, Program and Project Management:  PMO Services

Financial and Staff Management: Provide financial analysis and support

Governance and Customer Relationship Management: Liaison between IT and Agency
Customers

Procurement, Deployment and Decommissioning: Manage purchasing requests

Access Control to Systems: Identity and Access Management

IT Service Continuity: Technology disaster recovery

Risk and Compliance: Validates Information Security Controls

Enterprise Architecture: Structure and Operation Definition

Secure Systems Engineering: Security Control Integration

Detailed service descriptions are available upon request.
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