Availability Assessment / Questionnaire
[bookmark: _GoBack]Service:			Email
Service Owner:		Pete Rzeminski
Review Date:		7/26/2012, 9/6/2012 edits
SLA/OLA Reference (DocDB):	4310

Service offerings:
1. Exchange Email and Calendar
2. Instant Messaging
Availability Management:
1. What are the underpinning services that this service depends upon? (For example, network and authentication.)
· Exchange Email and Calendar
· Networking, Facilities, Authentication, Windows Server Group (CCD/ESO/WSS) [IT Server Hosting]
· External:  SWC (3rd party Managed Service Provider) 
· Instant Messaging
· Network, Facilities, Authentication, Unix Server Services group (CCD/ESO/USS) [IT Server Hosting]

2. Do the SLAs or OLAs of those underpinning services support your SLA?
Unknown since the underpinning SLAs/OLAs have not been reviewed. The SWC contract does support the availability requirements for the Email SLA.

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?
No additional steps have been taken to insure the required availability.
Unknown whether probability of common failures has been examined, since the other documents have not been reviewed. 

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?
Unknown, since the other documents have not been reviewed.
There is no documented list of contact people.

5. Does your service have a maintenance window? Is the service available during maintenance?
We generally perform maintenance on Thursdays between 6am and 8am, and the availability of the service all depends on what type of work is being conducted.

6. Has a system architecture document been created that can be referenced?
Yes, this document exists.


7. Have the above been documented and reviewed by the Availability Manager?
Yes (except for the architecture document)
Risks (to be filled out by the Availability Manager):
1. The underpinning services may not support the availability requirements for Email or Instant Messaging. 
Recommendations (to be filled out by the Availability Manager):
1. Review the OLAs offered by underpinning services, and negotiate with services if availability requirements cannot be met with existing OLAs, using change management process for any requested changes.
2. Create and maintain a list of contact people for underpinning services.
Decisions (to be filled out by the Service Owner, Availability Manager and the Service Manager):
1. Follow the above recommendations.
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