1. SEL LABS

SEL maintains many labs.  If you have lab needs, please contact us.   Let us know what you’d like to do, and we’ll figure out how we can best help you.

2. GOLD LAB
USING THE LAB

If you are an engineering team looking to integrate and test a patch, please contact us to determine how we can support you.  GOLD lab is meant to mirror a real production environment.  As such, we have to maintain strict rules for using it.  If these rules don't match your needs, perhaps the other labs are more suited.  
If you are an engineering team looking to use the lab in support of your own development activities, including functional testing, we welcome you to use the lab as a convenience. We cannot configure or maintain software or systems outside of our environments, but we will do our best to provide a reliable service. You will be given an account just like any Trading Partner in a real world portal. You can use the account to access the lab's web based services and connect your systems to our network. Please review the Terms of Service below to see what we can and cannot provide.

TERMS OF SERVICE

The following are the terms of service for our Gold lab. These may not apply to patch testing, depending on the circumstances.  Contact us if you have any questions.
1- The service is provided as a convenience. We do not promise any support whatsoever, but will make a best effort based on our workload and priorities. We will not help you configure your systems.

2- Your usage will not degrade the lab or prevent any other users from access. We reserve the right to remove any account at any time to preserve proper operations. We will make our best effort to resolve these situations should they arise.

3- Except for the shared Hosted Supplier accounts, you will not use any other accounts without the approval of their owners. We will not reconfigure any of our accounts to accommodate your usage. However, in most cases it will be possible to provide you all of your own accounts that you will need.

4- When possible, we will help troubleshoot connectivity problems. You should notify us of a problem via email with any log files from your systems that might assist our investigation.

5- We will not provide any custom content, catalogs or test data. We will load your content into our labs only if there is no viable alternative and if the process is properly documented.

6- You will not use any administrative accounts for our systems.

7- We reserve the right to upgrade software or change configuration at any time. We will provide advance notification of any such activity. Typically, this will only occur during emergency patch testing or after a major GA release. 

3. ELEMENTS and CATS (Integration)

USING THE INTEGRATION LABS

If you are an engineering team looking to integrate or test a product, please contact us to determine how we can support you. Your needs are our priority. Chances are that we already have you in our plans and schedule. If we have not spoken yet, contact us immediately!

Coordination issues concerning lab availability and usage can be brought to the 4pm engineering integration meetings.

TERMS OF SERVICE

1- This service is provided for Company-X engineering. Use by other groups is prohibited without prior agreement.

2- These labs are released directly to the various QA teams.  Each lab will be available for a limited time, typically between one to two weeks.  We reserve the right it revoke any lab at any time, but will do our best to stay on project schedules.  (For coordination requests, attend the 4pm integration meetings or drop us a note.)

3- Unlike the Gold Lab, we expect you to degrade our environment! We only ask that you, a) report problems to us as soon as possible, b) promise to actually enter bugs in the bug tracking database, even if they seem petty, c) inform us of any testing that you believe will degrade the lab, and d) confine your testing to the released labs, except by prior agreement. 

4- You may use the administrative accounts only with prior agreement, but you must promise not to share the passwords. If others need the accounts, they can ask us directly.

5- You will not change administrative accounts on any system, including Company-X software. If you need to do this during testing, we will personally help you. 

6- We reserve the right to upgrade software or change configuration at any time. We will try to provide advance notification of any such activity.

7- We do not promise technical support.  We cannot debug your systems.  We cannot debug the software.  We will make a best effort to keep the labs healthy, but we reserve the right to defer any issue to engineering.  When we do so, we’ll be happy to let the engineers into the lab to investigate, but we will not drive resolution.

8- Engineers are welcome to patch released labs at any time!  Just send us a request.

9- When a lab is released, we send connection information to known customers.  Please make a best effort to use this information to serve yourself, before you send any requests.

10- Under no circumstances should anyone except SEL integration engineers be using an unreleased, under construction lab.

4. SUPPORT PROCESS

Support requests should still be sent directly to the “SEL Gold” mailing list.  Do not send them to any individual in SEL!  They will be lost or ignored.

Support requests may be, but not limited to, any of the following:

· Request access to a lab

· Request information

· Request access to a specific machine

· Report a problem

· Request we give access to engineers for debugging or patching

· Request to connect an external machine to the lab.

When sending a support request, be as descriptive as possible.  Does your request answer the following questions?  (We understand that not all are appropriate.)

· Which lab?  

· What machine?

· Who are you?

· What do we need to do for you?

· What team are you on?

· Are there logs available?  Where can we find them?

· Were there any error messages?  Warnings?

· If you connected an external machine into an SEL lab, what can you tell us about that machine?  Are there logs?  Where is that machine?

HINTS and TIPS:

Don't fall victim to the dreaded *ding*.  Check your systems before you report an issue.  

If you are reporting a problem, PLEASE send us error messages and logs, and give us the exact times you tried various operations.  We have many users on our labs; it is very difficult to debug an issue if we didn’t know when it happened.

