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Service offerings:
1. Store
2. Loaners
3. OS Support for Windows and Mac devices (SCCM/SCOM (Monitoring and Config))
4. OS Baseline Protection
Availability Management:
1. What are the underpinning services that this service depends upon? (For example, network and authentication.)
· For Store 8x5:  Procurement Systems ; external:  Service Now, Dell, Apple
· For Loaners 8x5:  external:  Service Now
· For  OS support 8x5 (24x7 for some infrastructure): Authentication, Network, Facilities ; external: Microsoft Premier Support (for Windows), Apple (for Mac OS), Dell  (for HW support, application packaging)
· For Baseline Protection 24x7:  Authentication, Apple Update Server, Network, Facilities, WSUS (Windows Server), Security (Threat Mitigation)

2. Do the SLAs or OLAs of those underpinning services support your SLA?
OLAs for: 
· Authentication  (OLA avail)
· Networking (SLA or OLA avail)
· Facilities (UC avail)
· WSUS (Windows Server) (OLA written that speaks to underpinning environment that needs support)
· Security (Threat Mitigation) (no official agreement)
· External services:  contracts for Service Now, Dell MS. Dell and Apple web-sites for Store.
3. If not, what steps have been taken to insure the required availability of your service? Has the probability of common failure of redundant underpinning services been examined?
· Have contracts and site licenses for required software infrastructure not explicitly listed above.

4. Have the service owners of those underpinning services agreed to your requirements? Have you negotiated an OLA? Do you have a contact person documented for each underpinning service?
Yes for services with OLAs, SLAs, or under contract
Yes for contact people (Service Desk)

5. Does your service have a maintenance window? Is the service available during maintenance?
       Store, Loaners have no maintenance.

Maintenance windows for OS support servers. Service is not available during maintenance. Some services have a backup or alternate version of the service available.

6. Has a system architecture document been created that can be referenced?
In progress.
7. Have the above been documented and reviewed by the Availability Manager?
Yes.
Risks (to be filled out by the Availability Manager):
1. For Store:  procurement environment too slow to meet customer needs. Existing inventory may not cover immediate needs.
2. Loaners:  loaner pool may become stale (no plan to refresh it)
3. OS support and Baseline support covered under minor application plans
Recommendations (to be filled out by the Availability Manager):
1. For Store, ensure that customers understand procurement issues.
2. For Loaners, communicate short and long-term inventory plans with customers.
3. Review that availability requirements are met for support areas covered by minor application plan.
Decisions (to be filled out by the Service Owner, Availability Manager and the Service Manager):
1. Service Management is working with Procurement, Receiving and Accounts Payable to improve the process to request new systems. Service Management is communicating the process to new customers. In parallel, Service Management is working with the managed service contractor to provide a PC refresh solution that updates a certain number of outdated machines per year/per month across the site.
2. We have added money to our budget to refresh a number of loaner systems per year, and are adding OSX systems to the loaner pool. Systems that are part of the loaner pool that are out of warranty will be replaced and will be moved to use for visitors and summer students.
3. We have performed a review (on 5-Sep-2012) of the minor application plan for OS configuration and baselines.
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