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	DEPARTMENT OF TELECOMMUNICATIONS AND INFORMATION SERVICES





MEMORANDUM

To:

DTIS Customers

From:

Chris Vein
Acting Executive Director

It is my pleasure to provide you with the DTIS Rate Handbook. This Handbook was developed to provide a better understanding of DTIS’ service offerings, and the related FY07 rates for those services. The most current version can be found online at http://www.sfgov.org/dtis.

This handbook provides information on rate setting objectives of DTIS and how our rates are developed, including indirect costs. The handbook also contains definitions for all DTIS product lines, the current rates, and a description of the method used to estimate department telecommunications costs for the upcoming fiscal year. DTIS offers a wide array of product lines: direct services, City-wide services (i.e., services provided to the City enterprise) and pass through charges from outside vendors with whom DTIS procures products and services on behalf of client departments. DTIS continues to provide citizens access to the activities of the City and County government through a number of enterprise services such as email, web services and SFGTV, which now has an expanded capacity through a second channel.

Some of the most recent changes in DTIS’ services include:
· Expanding the tiered rate model options to include DBA services. This option will give departments more alternatives on cost and service levels.
· New this year is a fiber network option which will enable many departments to expand their network bandwidth for improved communications speed at lower-than-ever costs.
· A shift in emphasis from a mainframe model (which we continue to offer) to a more server-based information technology model to support the changing IT environment.
· A new online detailed billing system to provide in depth billing information on demand.
Throughout the new fiscal year, DTIS staff will continue to work on ways to improve efficiency and cut costs on all IT and telecommunications services throughout the City.
We welcome your feedback on this Handbook.  If you have any further questions or comments, please contact our Chief Administrative Officer Ron Vinson. He can be reached at (415) 554-0803 or via e-mail at Ron.Vinson@sfgov.org
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RATE SETTING AND BILLING OBJECTIVES

The Department of Telecommunications and Information Services (DTIS) provides various service offerings to City and County of San Francisco (CCSF) departments and other governmental agencies. The method of billing and the associated rates vary depending on the particular service.
The primary objective of DTIS’ rate setting and billing process is to ensure that:

· Rates recover the costs of providing services provided by DTIS and any pass through costs for services provided by outside vendors.

· Rates and billing methods comply with Federal, State, and CCSF billing guidelines.

· Rates and billing methods are equitable - Rates result in a fair, proportionate allocation of costs to the users of DTIS’ services.

· Rates are competitive – DTIS’ prices are reasonable when compared to those who provide similar services.

· Costs are predictable - The costs for services can be estimated in advance of the actual service delivery.

· Bills are comprehensible - The methods of billing any unit of service are easy to understand.

Throughout the year, DTIS analyzes expenditures and revenues for each of the services provided. The department uses the results to identify any problems with the model and to help improve the rate model in the following year. DTIS has been successful in developing a model that achieves these goals.

TYPES OF RATES/BILLING METHODS

The billing method and rate methodology used by DTIS vary depending on the type of service. There are five basic types of rate computations/billing methods currently in use:  usage-based, allocated, subscription, pass through, and telephone billing.

a) Usage Based Rates
This method is used to create rates where a client is billed for the actual amount of service that is used. The units of sale refer to the number of units of service provided annually by a line of business. One example of usage based rates is Application Development, a service that is charged based on the actual number of hours that a project manager or programmer works on a given project. All of the labor rates are usage based.

A rate is determined by dividing the total cost of the service by the total projected annual number of units to be provided to all customers. An example of the calculation used is provided below.
Labor based rates are used for lines of business where the primary component of the service is labor, and the labor provided to each customer can be readily identifiable. Examples include computer programming, wireless services (i.e., radio repair), and data/voice network wiring.

DTIS typically uses a “composite approach” in calculating labor rates. The labor rates reflect an average cost of all employees in several related payroll classes along with the related supplies, equipment and indirect costs such as paid time off, training, meetings etc.

Once all costs are identified, DTIS determines the total number of “billable” hours available for each of the different service offerings. This is done in the following manner:

· First the number of “productive work hours” per position is determined.  Productive hours are the total available hours less the average sick leave, vacation, floating holidays and fixed holidays,

· To arrive at the total number of “billable” hours per position, the number of hours the position is likely to spend in administrative functions is deducted, i.e., administrative tasks, in meetings, in training, etc.

· Once all employee time is accurately allocated to each of the product lines, those numbers are totaled, and then divided into the total cost of providing a given service to arrive at the hourly rate. Consider this example:
	Total paid hours per year per position
	2,080


	Less paid time off (sick leave, vacation, holidays)
	350

	Total number of productive hours per position
	1,730


	Less indirect hours (admin tasks, training, meetings, etc)
	190

	Total hours available for billable client work
	1,540


	Multiplied by the Total Number of budgeted positions (FTE’s) directly related to a product line, in this example, Applications Development
	56


	Total Annual Client Billable Applications Development Hours
	86,240


The rate is then calculated by dividing the total budgeted cost of this service by the total number of billable hours:


Total Cost

$10,707,000


Billable Hours
     86,240

= $124.15 per hour
The advantage of composite rates over traditional time and material rates is that a single, blended hourly rate is charged for a particular service regardless of the specific classification of the individual performing the service. This allows for consistency in billing (e.g., the cost for Applications Development programmers is constant throughout the year, etc.) as well as providing comparability to private sector rates.  In addition, all incidental services and supplies are included in the composite hourly rate and are not charged separately.

b)   Allocated Rates

Some of DTIS’ costs are recovered using allocated rates. These rates are intended to recover the cost of providing maintenance services for enterprise systems and infrastructure such as e-mail, wide area network, wireless network, public safety wiring, etc. – costs that cannot be billed directly to a department based on their individual usage.

For allocated rates, a unit of sale is chosen that will most equitably distribute the costs of the service to departments based on their proportionate use of that service. Examples include e-mail boxes, number of dispatch calls, number of radios, number of devices connected to the public safety wiring system, or the number of FTE’s per department.

In the fall of each year, DTIS determines the number of e-mail boxes used by each department. Each department is given the opportunity to confirm the inventory numbers. Finally, the total number of e-mail boxes used by all departments is calculated. Then the cost of providing the service is divided by the total number of email boxes to arrive at a cost per e-mail box. The annual cost for each department is calculated by multiplying the cost per e-mail box by the number of boxes held by each department. By distributing the costs to departments in this manner the largest users of the services pay proportionately the most costs while the smaller departments pay less. This annual cost is charged out monthly at 1/12 of the total annual cost.

Here is an example of the calculation:

Total number of email boxes held by a department:
  1,500 = 9.4%

Total number of email boxes citywide:


15,953

Total cost for enterprise services: ($3,889,016)(9.4 %) = $365,568 annual selected
      department cost
$365,568 per year = $30,464 cost billed each month

     12

c)   Subscription rates

Some services are charged to client departments based on a subscription fee. The subscriptions are available in tiers which define the increasing levels of service depending on the cost. Examples of subscription rates are Web services, Geographic Information System (GIS), Server Farm, and Virtual Private Network (VPN) connections. Should a client request additional services in excess of their subscription level, they will be charged for the additional service on a time and material basis.
d)   Pass Through Rates

The pass-through method is used for specialized services provided by outside vendors. DTIS pays the vendor and passes through the actual costs with no overhead charges added. Examples include services such as microfiche, out-tapes, and payroll related Web reports.

e)
Telephone Billing Charges

To arrive at a recommendation for a telephone billing budget for each department, DTIS undertakes a thorough and detailed analysis of the prior 15 month billing period from July of the prior year through the first quarter of the current year. DTIS uses a combined methodology of averaging and trend analysis with adjustments for extreme highs and lows to arrive at a meaningful estimate. DTIS also includes costs associated with any system changes such as moving from Centrex to a PBX based system, AT&T-SBC voicemail to audix conversion, new vendor contract rates, etc. If a budget line item varies 15% or more in either direction from the prior year, DTIS undertakes a more in-depth analysis to discover the reason so that it can be accommodated in the budget estimate.

Telephone billing costs are divided into eight categories, four of which are usage based and four of which are allocated citywide based on the number of extensions owned by each department.

Usage-based:

· Usage – Includes AT&T-SBC usage, 4-1-1 information calls, Yellow Page ads, 800 numbers, calling cards and long distance.

· Cellular – Monthly plan and usage charges for all wireless phones.

· Pager – The monthly cost of pagers.

· Circuits – Fixed monthly charges for point-to-point data circuits used exclusively by the owner department. May also include one-time vendor installation charges for new circuits. This category will include City-owned fiber network circuits.
Citywide Allocations:

DTIS has modified the methodology for City-wide allocated (CWA) telephone costs in FY07. Monthly service and PBX maintenance which are currently allocated by extensions city-wide will be more equitably distributed by individual account numbers called BTN’s (billing telephone number). For monthly service, the cost will be based on the amount incurred by the BTN; for PBX maintenance, the maintenance cost will be allocated only to the extensions related to a PBX.

The new CWA methodology will be beneficial in that departments will be charged costs applicable to their department and will be better able to assess and manage their costs.

The Mayor has adjusted each department’s 081ET Telephone Billing baseline budget so that this reallocation will be cost neutral. DTIS will provide recommended telephone budgets based on the new baseline and on actual usage over the last 15 months. If you have any questions, please contact DTIS – Cary Dare at 554-0835. The three categories of citywide allocated telephone costs are:
· PBX Equipment Maintenance – Routine system maintenance for 85 PBX’s

· PBX Infrastructure Maintenance – Preventative maintenance, troubleshooting, traffic analysis necessary to improve system performance.

· Tie Lines – Monthly charges for the dedicated high capacity circuits that link the network PBXs together.
· Monthly Service Charges – Includes AT&T-SBC fees to consolidate all the City’s bills onto a single summary bill; monthly service charge for trunking; long distance network access; intra and interstate taxes; etc.
· System Maintenance

· Billing System Maintenance – Licensing and technical support software costs.
· System Maintenance Contingency – The contingency fund less than 1% of the total budget for telephone billing covers unforeseen emergency costs associated with maintaining the telephony infrastructure.

· Telecom Billing Personnel – Covers the staffing cost of processing the telephone bills and the administration of the system as well as the telephone operators who answer the City’s general information number.

· Electronic Tandem Network (ETN) – Licensing and technical support for the software used to connect the entire City’s networked voice switches. 
indirect costs

As in any business, DTIS’ rates are designed to recover the cost of providing service. Overhead costs are allocated to each service category with the exception of pass through items.

The process for overhead rate development involves categorizing costs into two basic groups:

a) Direct costs

These are costs that can be directly associated with the provision of a particular DTIS product line, for example, the salary and benefits of an employee who installs data and voice wiring along with the maintenance costs of his/her tools and vehicle would be included in the product line rate for “Voice/Data Network Wiring”.
b) Indirect costs

These are costs that support functions that benefit multiple lines of business and cannot be discretely allocated to a single line of business. Examples include paid time off, administrative time for meetings and training, and staffing costs for department administration for human resources, finance, procurement, contracts, etc.
Overhead costs that are specific to a division are allocated across the rates for the services provided by only that division. Overhead costs that are departmental in nature are allocated to all services. Generally, overhead is assigned by dividing the total overhead amount allocated by one of the following and then assigned by FTEs:

· Total Costs

· Full time equivalent (FTE) employees within a division or assigned to a product line

· Use of Space.

BILLING INFORMATION AND RATES

DTIS has several billing information services to assist client departments in obtaining billing information and resolve billing problems. They are as follows:

a) Billing Information / Questions

Questions about telephone billing should be directed to Alice Perez at (415) 554-5093. Questions regarding DTIS project billings should be directed to Cary Dare at (415) 554-0835.
During FY06, DTIS implemented online billing reports via CIMS Server. For technical help with this system call the DTIS Help Desk at 554-5700.
b) DTIS Product Line Definitions (Exhibit l)

DTIS has developed concise descriptions of product lines and services offered by the department. The definitions are grouped into four sections, reflecting each DTIS Service Organization, along with billing methodology, i.e., unit of sale, for each line of business. The descriptions can be found near the end of this rate manual.

c) DTIS Rate Schedule (Exhibit ll)

You can find the DTIS Rate Schedule for FY07 in Exhibit ll. This chart also shows the variance from FY06 to FY07.  DTIS has made a concerted effort to reduce or maintain the cost of operations wherever possible with the goal of keeping rates at their lowest possible level. Any service billed on the basis of an annual subscription fee (regardless of level of service chosen) will be billed at 1/12 the annual amount each month.

d)
What’s new in FY07?
· DTIS will continue to make use of the transaction units used by client departments in the last full fiscal year (FY05) for enterprise mainframe product lines (i.e., Batch / TSO CPU Usage, CICS transactions, disk storage, printing services, and tape library storage) to calculate the cost for mainframe services. This basis for calculating mainframe costs was first implemented in FY04 in order to stabilize the monthly utilization quantities to avoid the under or overestimating problems that inevitably occurred year after year; and to allow DTIS time to plan for the impact on fixed costs resulting in changes in service levels.
· This year, DBA services will be sold using a three-tier subscription model. DBA services required outside of the subscription model will be billed at the Application Development hourly rate.
· New telephone allocation. New data streams now enable DTIS to more accurately assign PBX maintenance costs to specific billing numbers rather than allocate them across all extensions in the City organization.
· SFGTV has expanded its programming capacity to reach more citizens by launching SFGTV2, cable channel 78. SFGTV2 is the citizen centric channel providing more original programming on city services, city events, and city life. The new services includes additional production capabilities with expanded on-location field production services, post productions video editing services with virtual set design, and training video services with integrated presentation for video on demand.
· Fiber network. DTIS is offering a high speed optical Wide Area Nework, available in a number of City buildings which will in many cases enable departments to reduce their existing circuit charges or avoid new substantial charges with a vendor, and increase the available bandwidth.
· DTIS will no longer include COWCAP charges in its service rates, but will pass through these costs to all departments based on the size of the department’s prior year’s budget with DTIS as a proportion of the total.
· DTIS will pass through any charges from other City departments that are directly related to specific project work. Examples of these costs may include reproduction charges or City Attorney fees.

Building the Budgets

The development of DTIS rates is only the first step in the development of client project budgets and ultimately the DTIS appropriation budget to support service delivery.

DTIS project managers meet with individual departments to discuss the provision of DTIS services for the upcoming fiscal year. The discussions identify DTIS services required to support ongoing system maintenance as well as new system development.   They also determine the continuing level of service for telecommunications services such as “moves, adds, and changes” or wireless services. The volume of service level required is multiplied by the rate for that service to arrive at a total cost. Once finalized, all project budgets are combined so that the DTIS resources required for the delivery of services can be determined. The DTIS expenditure budget balances to the total resources budgeted by all client departments for DTIS services.
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Exhibit I – Product Line Definitions

Operations and Infrastructure
Citywide Enterprise Services (Unit of Sale:  # of email boxes held by each department as a proportion to total email boxes citywide)

Enterprise e-mail system (Lotus Notes)
· licensing

· technical support, directory coordination
· system maintenance

· disaster recovery

Network Planning, Design, & Security

· Internet connectivity capacity planning

· New Technologies Research

· Consulting to the departments regarding departmental network design, security, connectivity to outside agencies, firewall protection, etc.

· WAN Infrastructure Planning, Development, & Expansion
· Establishing Citywide networking standards (ex. IP addressing, voice over the Internet (VolP), and Wireless Internet access (Wi-Fi), etc.)
· Planning and development of City-owned fiber network.

WAN maintenance

· WAN monitoring & operational support

· Router / Backbone equipment maintenance & upgrades

· Around-the-clock Core Backbone Network support

· Remote Site router maintenance

· Internet connectivity

· Internet Firewall management

· Troubleshooting WAN and Backbone problems/issues

· DNS & DHCP & video services/support

· Backbone Resiliency / Core Network redundancy

· VPN infrastructure support

· Core Network Intrusion Detection

· Annual departmental WAN link capacity reporting

Technology Support Service (Unit of Sale:  # of labor hours)

This activity captures all services provided by Local Area Network (LAN) Services for Desktop Support, LAN design, configuration and consultations. It includes technical support for Windows, Novell and UNIX platforms for internal projects and initiatives. Some examples of services covered in this category are:

· Consultation and recommendation on new equipment purchases

· Server hardware upgrades & reconfigurations

· LAN Application Software installation, upgrade

· Server problem diagnosis and resolution
· New LAN hardware installation

· Desktop installation, upgrade and support

· Server operating system upgrades, patches and on-going maintenance, as well as AntiVirus, UPS and Backup software: Unix - HP/UX 10.x and up; Solaris-8.x and 9.x; Red Hat Linux; SUSE Linux Windows Server - Windows 2000 and Windows 2003, inc. Terminal, Services/Citrix, Novell - NetWare 5.1 and up, ZenWorks for Desktops 3.2 and up

· Desktop operating system upgrades, patches and on-going maintenance, as well as standard desktop application support for Windows 98SE, Windows 2000 Professional and up

· Second level support for IS administrators and engineers

· Related technical consulting

This activity also captures special technical support for Wide Area Network (WAN). It includes such services as:

· Technical support charged directly to clients for their unique needs / requirements

· Support that does not benefit overall network or is not required by all departments

· Client requested technical support for setting up Virtual Private Network (VPN)

· Provides access to databases maintained by outside agencies, e.g., DMV

· Network hosting support, e.g., changes, GIS, E-gov, SFPROTECTOR, WEB

· Firewall support for clients with their own Internet connection

· ENET support

· Network infrastructure support, e.g., City Hall

This service option is being expanded to include departments which span multiple floors or buildings *

· Around the clock network standby support – minimum of 130 hours per project *

· Network LAN performance analysis

· Business Continuity / Disaster Recovery services

· Voice Over IP (VOIP) implementation and support

· DNS requests

· Virus / Worm isolation

· LAN Switch Support *

· Quality of Service configuration *

· Establishment of Site to Site VPN connection

* Hardware must meet Network Engineering Support requirements, i.e., CISCO hardware currently under a maintenance contract with CISCO, to be eligible for option.

· Note: VPN/remote access costs of $9.95 per user per month are budgeted in pass through costs

· Note:  Site to Site VPN connection cost of $90.00 per month is budgeted in pass through costs.

· Note: All equipment installed / replaced at the Data center must be rack mounted. There will be a one-time network charge of $600 for each new server (maximum of two network connections) installed at the Data center. The one-time network charge provides for redundant backbone connectivity at gigabit speeds. This cost should be budgeted in pass-through.
· Note:  Beginning in FY07, WAN Technical Support will target to provide services in the area of Novell IPX to IP migration.

Operations & Infrastructure Consulting & Implementing Services (Unit of Sale:  # of labor hours)

This center captures labor costs involved in working with client departments related to telecommunications (video, data, voice VoIP) consulting

· Negotiating contracts

· Analyzing requirements, making recommendations

· Conflict resolution

· Project management

· Determines purchasing, installation and implementation costs associated with client needs

· Voice Over IP consulting and implementation

· Provides new systems and upgrades for existing systems.

· Designs new systems, programs existing systems, and performs systems integration.

· Provide 1st level major system escalation

· Evaluate and installs new software for clients.

· Develop requirements for applications.

· Support existing systems.

Server Hosting (Unit of Sale:  Subscription)

DTIS offers four different tiers of server management support services for the mid-range, mini and Intel platforms.

· Co-Hosting - Departments can choose to place their servers at the Data Center and manage the server themselves without any services from DTIS (beyond basic network infrastructure). This service is available for both Internet application servers (web based application servers) and internal applications.
· Basic Server Hosting – where DTIS provides some support and monitoring services for the departmental server.  This includes monitoring the server hardware, basic file backups, rebooting servers.
· Premium Server Hosting (Partnering) – Which offers the department full service including updating virus protection, installation of operating system security patches, image backup of the server.
· Mid-range server hosting – where DTIS provides operator support functions, charges include the number of square feet occupied by the equipment.
All equipment installed and/or replaced at the Data Center must be rack mounted. There is a one-time charge which covers the hardware infrastructure (i.e. 10/100/1000 Ethernet port on a switch, physical rack, etc.)
The support services provided for each of the levels of hosting are identified in the following chart.

	Subscription Level:
	Co-Hosting
	Basic Hosting
	Premium Hosting
	Midrange Hosting

	Services
	
	
	
	

	Planned/Unplanned Outage Notification
	X
	X
	X
	X

	Network Monitoring     9 x 5 (weekdays)
	
	X
	
	

	Network Monitoring     24 x 7 
	
	
	X
	X

	On-site pre-arranged access to equipment

While most support can be accomplished remotely, occasionally on-site access may be required.  Departments should provide DTIS with names of those authorized for on-site and/or remote access.
	X
	X
	X
	X

	Hardware Monitoring 24 x 7
	
	
	X
	X

	Hardware Monitoring 9 x 5
	
	X
	
	

	Hardware RMA Support 24 x 7 (Coordinating downtime and hardware replacement for servers under a vendor maintenance contract)
	
	X
	X
	X

	Server Reboot Support 24 x 7
	
	X
	X
	X

	Basic file-based backups -  seven versions  (no open file support)
	
	X
	X
	

	Daily Virus Updates
	
	
	X
	

	Weekly review of System Event Logs
	
	
	X
	

	Monthly operating system Security patches
	
	
	X
	

	Image Backups – three versions
	
	
	Future
	

	Monitor batch jobs. Notify on-call support personnel if jobs fail.
	
	
	
	X

	Verify completion of backup jobs.
	
	
	
	X

	Verify that application systems are functional within expectations.
	
	
	
	X

	Maintain detail logs on system events
	
	
	
	X


Costs for these services are calculated based on the rack space used by the server equipment, measured in U’s - an industry standard vertical measure that indicates how much rack space a server requires (one u is approximately 1.75 inches of height) as well as the annual software maintenance cost (dependent upon type of server).
Annual Cost of Co-Hosting, Basic, Premium and Mid-Range Level Server Hosting
	Server Size
	Co-Hosting
	Basic
Server Hosting
	Premium
Server Hosting
	
	MidRange
Server
Hosting

	1u server
	$497 
	$14,070 
	$25,636 
	 
	 

	2u server
	$823 
	$14,241 
	$25,806 
	 
	 

	3u server
	$1,150 
	$14,410 
	$25,975 
	 
	 

	4u server
	$1,478 
	$14,580 
	$26,146 
	 
	 

	5u server
	$1,804 
	$14,750 
	$26,315 
	 
	 

	6u server
	$2,130 
	$14,920 
	$26,485 
	 
	 

	7u server
	$2,456
	$15,089 
	$26,655 
	 
	 

	8u server
	$2,782
	$15,259 
	$26,825 
	 
	 

	9 Full equipment rack
	$7,044 
	Charged out at 8u cost
	Charged out at 8u cost
	 
	$29,507 


Voice/Data Network Wiring (Unit of Sale:  # of labor hours)

All wiring costs for LAN, WAN, and telecom services including moves, adds, and changes.

· Labor and maintenance

· Estimate new wiring projects

· Consulting for wiring projects and system upgrades

· Repair old lines

· Install new lines

Batch/Interactive TSO CPU Usage (Unit of Sale:  # of FY05 CPU minutes)

Batch processing tasks performed on the mainframe
· Routine maintenance on the mainframe
· Labor needed to perform task
· Mainframe equipment (hardware and software)
· Hot site services
CICS transactions (Unit of Sale:  # of FY05 CICS transactions)

· Access to the mainframe for citywide information for payroll, accounting system, purchasing, and all other citywide systems where data is accessed through mainframe including CABLE transactions

· Maintenance of the IBM 3745 communication controller for the traditional SNA connections to the mainframe.

· Hot site services

Disk Storage (Unit of Sale:  FY05 MB stored per day)

Costs for storing data on mainframe

· Labor and material costs

· Maintenance of storage facilities

· Equipment maintenance / upgrades and associated software

· Software licenses

· Hot site services

Printing (Unit of Sale:  FY05 100s of lines of print)

All remote or local printing

· Labor and material costs

· Equipment maintenance and usage fees

· Hot site services

Tape Library Storage (Unit of Sale:  FY05 # of tapes stored per day)

Costs associated with tape storage

· Labor and materials

· Maintenance of tape storage facilities/equipment

· Offsite storage fees

· Hot site services
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Public Safety

E911 Service Desk (Unit of Sale: # of labor hours)

This is the help desk for all emergency services

· Provides Tier 1 support for #911 Network, and Desktop Applications for SFPD, SFFD, and ECD

· Escalates problems to Tier 2 support within DTIS

· Contacts other departments or outside support agencies for E911 building and technical support issues

Fire/Safety Dispatch (Unit of Sale: Number of calls in prior year)

Rates based on a cost for the number of calls and after business hours requests for services received in the prior year.

· After-hours answering service for City departments

· Dispatch staff after hours for traffic signal and street lighting repairs

Alarm Monitoring (Unit of Sale: flat monthly monitoring fee)

Rates based on a monthly alarm system monitoring fee
· Monitoring Fire Department’s water system

· Monitoring fire alarm boxes

· Monitor building intrusion and fire alarms

Public Safety Wiring (Unit of Sale: # Public Safety devices)

Preventive and routine maintenance

· E911 communications

· Fire alarm boxes, Police call boxes

· Mayor’s Emergency Telephone Network

· Converting underground telecommunications facilities

· Moving and reinstalling facilities for street construction

· Testing public safety circuits

Public Safety Wiring Work for other Departments (Unit of Sale: # of labor hours)

· Relocating facilities for private & public construction projects

· Weekend detail for Parking & Traffic Department

· Test connections to SFUSD fire alarm boxes

· Overhead to underground wiring conversions

System Watch (Unit of Sale:  # of labor hours)
Monitor and ensures the reliability of all wireless systems and their supporting infrastructure on a 24 X 7 schedule by taking immediate first level remedial actions.
· Labor and maintenance of equipment including: CERS (911) 800 MHz Trunking Radio Systems; point to point and loop microwave systems; eNET Sonet MAN; wireless data network (WDN); generators and HVAC at prime site (CRS) and remote radio sites; generators and building UPS at 911 Dispatch Center; SFFD T1 Dispatch Network and supporting fire station equipment; security sensors and camera at prime site and remote radio sites.
· Additional functions include: maintenance and repair of two way radio components and console equipment at 911 Dispatch Center; assisting on-call technicians with troubleshooting and repair of all systems monitored; quick swapping of malfunctioning SFFD portables; and rapid troubleshooting and repair of SFFD MDT’s.

Wireless Infrastructure (Unit of Sale: # of radios)

Repair and maintenance of the wireless infrastructure at the eight radio sites (e.g., towers, transmitters, repeaters, generators, air conditioners, MOSCAD, etc.) used by all radio/wireless users.

Wireless Services (Unit of Sale: # of labor hours)

Costs related to the repair and maintenance of all wireless systems (radios, etc)
· Mobile units (e.g., radios, MDTs, modems)

· Fixed units

· Closed Circuit TVs

· PA systems

· Safety alarms

· Security cameras

· Labor costs
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Technology Solutions

Applications Development (Unit of Sale: # of labor hours)

When a client department needs any specialized computer program, application support, or consulting related to LAN and phones, this group assesses and meets that need

· Determines the future computing, LAN or phone needs of clients

· Suggest most appropriate solution
· Determines purchasing, installation, and implementation costs associated with those needs

· Provides new systems and upgrades for existing systems

· Consults on training needs

· Designs new systems, programs existing systems, and performs systems integration

· Evaluate and installs new software for clients

· Determines appropriate database design for clients

· Develops requirements for applications

· Systems and business analysis

· Support existing systems

· Support hot-site disaster recovery preparation and testing
SFGTV & SFGTV2 Video Services (Unit of Sale: # of labor hours)

· Multi-camera video coverage and recording of meetings held in City Hall rooms 250, 263, 305, 400 and 416 using the permanently installed video equipment.

· ·Video streaming services (video on the web) including content encoding, indexing and updating of links. Includes live streaming and internet archiving of the content for one year. 

· Preparation of the video recording for cablecast on cable television in San Francisco. (Subject to SFGTV's programming policies.)

· Live cablecast on cable television in San Francisco. (Subject to SFGTV's programming policies and previous commitments.)

· DVD recording. (client copy)

The amount of labor required (and cost) for multi-camera coverage of meetings and events outside of the specified rooms in City Hall is significantly higher. An estimate specifying the scope of work will be provided for coverage of meetings and events outside of the specified City Hall rooms.

SFGTV & SFGTV2 Production Services (Unit of Sale: # of labor hours)

A wide variety of video production services from concept to finished product are available.  The scope of work will be specified in an estimate.

· Pre-production planning and coordination of resources.

· Comprehensive video production services including lighting, directing, recording, editing, graphics, effects/animation and output to DVD or videotape.

· Other related services may be available upon request.

Citywide Public Website Services (Unit of Sale:  Subscription Level Service)

These services support the citywide SFGov public website (http://www.sfgov.org/), excluding specific application development and special projects. These include:

· Initial website setup services for each department’s main website on SFGov; 

· Content management tools for each department main website on SFGov; 

· Hosting of the SFGov websites in content management system;

· Provision of web statistics and content management incident resolution.

DTIS offers Citywide Public Website Services at two different subscription levels, as detailed below.

	Service Level Driver
	Basic Service                  $12,100
	Premium Service $18,100

	Number of Websites
	1 Website on SFGov or Gateway Site (link to outside page)
	2 or more websites
on SFGov


        
Service hours that exceed these levels will be charged at the Applications Development hourly rate.

Citywide Technology Research and Adoption

· Provides cursory technology advisory services relating to its areas of research.
· Access to centers of excellence focused on promoting open source and web services technologies.
· WiFi implementation.

DBA Services (Unit of Sale:  Subscription Level Service)

	Database Services Subscription Tiers

	Subscription Level Services
	Basic
$16,600
	Enhanced
$66,300
	Premium
$116,100

	Database License management
	X
	X
	X

	Outage Notification
	X
	X
	X

	Database Monitoring 9X5
	X
	X
	X

	Setup standard admin jobs
	X
	X
	X

	Log, job, and space review - Weekly
	X
	
	

	Log, job, and space review - Mon-Fri
	
	X
	X

	Backups, maximum 7 days retention
	X
	
	

	Backups, custom retention
	
	X
	X

	Weekly Performance review
	
	X
	X

	Capacity Planning
	
	X
	X

	Database Software installation & upgrade
	
	X
	X

	10 hours of standby support monthly
	
	X
	

	30 hours of standby support monthly
	
	
	X

	Database space management
	
	
	X

	Application performance tuning
	
	
	X

	Hot site support
	
	
	X

	Service not to exceed 100 hours annually *
	X
	
	

	Service not to exceed 400 hours annually *
	
	X
	

	Service not to exceed 700 hours annually *
	
	
	X


        *
Service hours that exceed these levels will be charged at the Applications Development hourly rate.
Geographical Information Services (GIS) (Driver: Subscription Level Service)

	GIS Subscription Levels

	 
	1st Yr Subscriber $25,150
	Basic Service

$38,700
	Premium Service $50,300

	Server support
	X
	X
	X

	Network support
	X
	X
	X

	Web support
	X
	X
	X

	ESRI (mapping) software server support
	X
	X
	X

	Data base support
	X
	X
	X

	Access via intranet to Map based services
	X
	X
	X

	Access via intranet to download basemap data 
	X
	X
	X

	Use of (secured) intranet map services within local GIS software, i.e. ArcGIS
	X
	X
	X

	Attend Introduction to GIS classes (offered twice annually)
	X
	X
	X

	Attend Advanced GIS classes, 10% reduction in course cost
	X
	X
	X

	GIS consultation *
	8 hrs
	40 hrs
	60 hrs

	Facilitate GIS User Group meetings (monthly)
	X
	X
	X

	Host GIS Day (annual)
	X
	X
	X

	Negotiate Master Purchase Agreement w/ESRI for software purchases
	X
	X
	X

	Directly connect to the Enterprise wide servers to access data and dynamically run local GIS applications
	
	X
	X

	Use Enterprise-wide servers to host GIS-based applications
	
	
	X

	Access to Pictometry photos with EFS and Change Detection tools
	
	
	X

	Access to Dun & Bradstreet business data
	
	
	X

	Access to TeleAtlas data
	 
	
	X


        *
Service hours that exceed these levels will be charged at the Applications Development hourly rate.
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Pass-Through Accounts

On site Contractor Facilities and Equipment (Driver: on site contractor billing hours)

Costs associated with facilities, equipment, telephone, and supplies provided by DTIS to contractors working on DTIS premises

Other Charges

Pass-through costs specific to client project budgets and not in one of the following categories.

Telephone Billing (Driver: telephone billing)

Pass-through costs associated with client department telephone services DTIS provides estimated costs based on the prior year’s actual usage; however this estimate should be adjusted by customer departments to reflect any anticipated changes in service level.
· DTIS telephone billing management services

· City owned fiber network costs. In FY06, the Board of Supervisors appropriated funds for DTIS to begin building the City’s FiberWAN, a fiber based high speed optical Wide Area Network. This network will enable departments to greatly increase their network connectivity bandwidth at much reduced rates. The appropriation covered the network hardware/software infrastructure as well as some of cost for bringing the fiber to the City buildings as well as some of the internal wiring needed to connect to the fiber. However, departments will be responsible for the monthly bandwidth usage charge to cover the ongoing cost of supporting the FiberWAN. The following buildings will have the capability in FY07:
Address

698 2nd St.

425 7th Street

850 Bryant

1 Carlton B. Goodlett

2323 Cesar Chavez

101 Grove

1380 Howard St.

375 Laguna Honda Blvd

100 Larkin

1 Market Plaza

1390 Market St.

1235 Mission

1660 Mission

1680 Mission

1800 Oakdale

170 Otis

700 Pennsylvania Ave

1001 Potrero Ave.

901 Rankin

1 South Van Ness

875 Stevenson

1011 Turk St.

25 Van Ness

30 Van Ness

90 Van Ness

401 Van Ness

For information on connectivity please work through your DTIS project manager who will arrange for a consultation with DTIS wide area network experts. The rates charged by DTIS will cover the ongoing cost of supporting the fiber and the network equipment maintenance. Rates are set by the level of bandwidth purchased. The following table lists the applicable rates.

	Bandwidth on FiberWAN
	Monthly Rate
	Annual = Monthly * 12

	1.5 Mbps
	$120.00
	$1200.00

	3 Mbps
	$180.00
	$2,160.00

	5 Mbps
	$240.00
	$2,880.00

	10 Mbps
	$340.00
	$4,080.00

	20 Mbps
	$445.00
	$5,340.00

	40 Mbps
	$575.00
	$6,900.00

	70 Mbps
	$725.00
	$8,700.00

	100 Mbps
	$875.00
	$10,500.00

	200 Mbps
	$1,000.00
	$12,000.00

	400 Mbps
	$1,125.00
	$13,500.00

	600 Mbps
	$1,250.00
	$15,000.00

	1000 Mbps
	$1,400.00
	$16,800.00


The FiberWAN connection will replace the T-1 connection that departments use to connect to the City WAN and DTIS Data Center.  T-1 circuit costs vary from approximately $175 to $350 per month depending upon the distance of the circuit. The department will be able to obtain at least double the bandwidth (3 Mbps) for approximately the same cost they are currently paying for their existing T-1 circuit. Departments may also budget additional funding should they desire even higher bandwidth. Departments should check their monthly circuit bill with their assigned DTIS Telecom engineer to verify the amount they are paying SBC for the circuit that connects them to the City WAN (DTIS Data Center).

For departments that have connections between their various locations (within the department’s WAN rather than the City’s WAN), the FiberWAN can be utilized to provide high speed bandwidth similar to SBC’s OPT-E-MAN service.  The above pricing is per endpoint. Of course the service is only available in facilities that are connected to the FiberWAN.

The monthly FiberWAN cost will be included in your telephone billing under the “circuit” category.
Connecting to the FiberWAN - The department will need to supply a Gigabit Ethernet port (multi-mode fiber) on their network switch or router. If they do not already have a network switch, they will need to purchase a small one which does have such a port. Any Cisco switch that has either a ‘fixed’ 1000BASE-SX port or has a GBIC/SFP port (with a Cisco 1000BASE-SX GBIC or SFP, WS-G5484 or GLC-SX-MM) can be used for this connection.

For homeland security reasons, the routing of the fiber should not be discussed with anyone outside of the City workforce.
Web Report charges (Formally, CD Rom charges; Unit of Sale: total cost of order)

Pass through costs associated with vendor services to create web reports related to payroll. The reports are provided each pay period as well as special reports provided at the end of the calendar year and fiscal year.
· Note: This cost center is budgeted at $59 per Web report, which is the vendor’s charge plus DTIS overhead costs.
Microfiche (Driver: # of fiche)

Pass through costs associated with fiche production and data storage.
· Labor and materials

· Note: This cost center is budgeted at $1.71 per fiche, which is the vendor’s charge plus DTIS overhead costs. Actual charges may be somewhat higher than the $1.71 based on the number of pages contained on the fiche.

Out Tapes [Driver: # of tapes]

Material and labor cost to mail out tapes to outside agencies.
Virtual Private Network (VPN) [Driver: # of users per month]

Pass through costs associated with remote access using VPN over the Internet to authorized systems in the City’s network. Charged at rate of $9.95 per user per month.

Special Technical Training Tuition (Driver: tuition)

Pass-through costs associated with externally provided instruction based on class fee schedule.

County Wide Cost Allocation Plan (COWCAP) costs
Pass-through costs assigned by the Controller’s Department to DTIS for recovery of costs of performing certain City & County governmental administrative functions. These pass-through costs are assigned by DTIS to all departments (except SFO) based on the size of a department’s prior year’s budget with DTIS as a proportion of the whole.
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	EXHIBIT II – rate schedule 


	DTIS 
	
	FY06
	FY07
	Percent
	

	Ref No.
	Product Lines
	Rates
	Rates
	Change
	Unit of Sale

	
	Operations and Infrastructure
	
	
	
	

	C01-3
	Enterprise Services
	256.663
	252.361
	-1.68%
	E-mail Accounts

	C04
	Technology Support Services
	125.819
	135.293
	7.53%
	# Labor Hours

	C05
	O & I Consulting Services
	121.006
	126.390
	4.45%
	# Labor Hours

	C06
	Server Hosting Support
	
	See Pg13
	
	4 Tier Subscription Fee

	C07
	Voice/Data Network Wiring
	114.102
	122.395
	7.27%
	# Labor Hours

	C09
	Batch / TSO CPU Usage
	14.797
	13.451
	-9.10%
	FY05 #CPU Minutes

	C10
	CICS Transactions
	0.016
	0.013
	-18.75%
	FY05 # CICS Transactions

	C11
	Disk Storage
	0.007
	0.005
	-28.57%
	 FY05 MB Stored/Day

	C14
	Printing Services
	0.140
	0.282
	101.43%
	FY05 100s of Lines

	C15
	Tape Library Storage
	0.401
	0.400
	-0.25%
	FY05 #’s Tapes Per Day

	
	Public Safety
	 
	
	
	 

	C16
	E-911 Service Desk
	99.881
	109.430
	9.56%
	# Labor Hours

	C17
	Fire/Safety Dispatch
	23.084
	26.437
	14.53%
	 # Calls

	C17.01
	Alarm Monitoring
	
	$50/mo/Alarm
	Monthly Fee

	C18
	Public Safety Wiring
	1,387.104
	1,392.222
	0.37%
	# Devices

	C19
	Public Safety - Work for Other Dept
	104.642
	112.042
	7.07%
	# Labor Hours

	C20
	System Watch
	112.228
	124.871
	11.27%
	# Labor Hours

	C21
	Wireless Infrastructure
	131.249
	140.256
	6.86%
	# Radios

	C22
	Wireless Services
	109.566
	115.462
	5.38%
	# Labor Hours

	
	Technology Solutions
	 
	
	
	 

	C23
	Applications Development
	123.612
	127.812
	3.40%
	# Labor Hours

	C25
	SFGTV Video Services
	83.883
	83.883
	0%
	# Labor Hours

	C25.1
	SFGTV Production Services
	
	65.000
	
	# Labor Hours

	C26
	CWS - Website Service
	
	See Pg 18
	
	2 Tier Subscription Fee

	C27
	CWS - Technology Research & Adoption
	4.008
	5.208
	29.94%
	Client Dept FTE

	C28
	DBA Services
	118.538
	See Pg 18
	-100.00%
	3 Tier Subscription Fee

	C29
	GIS Subscription
	
	See Pg 19
	
	3 Tier Subscription Fee

	
	Pass-Through Accounts
	 
	
	
	 

	P10
	Pass-Thru: On-site Contractor Charges
	7.488
	7.488
	0.00%
	#On-Site Contractor Hours

	P02
	Pass-Thru: Other Charges
	
	
	
	 

	P03
	Pass-Thru: Telephone Billing
	
	
	
	 

	P04
	Pass-Thru: Web Report charges
	59.000
	59.000
	0.00%
	Report

	P05
	Pass-Thru:  Microfiche
	1.710
	1.710
	0.00%
	Fiche

	P06
	Pass-Thru: Out-tapes
	15.000
	15.000
	0.00%
	Tape

	P08
	Pass-Thru: Virtual Private Network
	9.950
	9.950
	0.00%
	Per Person per Mo

	P12
	CWS - City Wide Cost Allocation (COWCAP)
	
	
	
	Prorations - FY06 Budget


Note: FY06 rates included cowcap costs. In fy07, cowcap will be billed separately as a City-Wide pass through cost.
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DTIS Rate Development Model

Public Health & Welfare Agencies

Transportation Agencies



Public Protection Agencies

Step 1

Develop Cost Recovery Rates

Step 2

Negotiate Service Levels

Step 4

Provide IT & Telephony Solutions 

Step 3

Balance Expenditures with Revenues

Step 5

Reconcile Recovery of Costs 

Community Development Agencies

Culture & Rec. Agencies

Citizen Interaction Agencies

Enterprise Agencies


































