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Service Offerings:
1. OLA offerings:
a. Server Hosting (windows/unix/linux)
2. SLA offerings (deferred until later date):
a. Print Services
b. FNALU
c. Terminal Services
d. File Services
Availability Management:
1. What are the underpinning services that this service depends upon? (For example, network and authentication.)
a. Networking
b. Facilities
c. Network-attached Storage (SAN & NAS) Hosting Services
d. Virtual Hosting Service
e. Central Backup Service
f. Computing Division Financial Services
g. Computing Division Procurement Services (needed for repairs, replacements, upgrades as specified in OLA) 
h. NGOP/enterprise systems monitoring service
i. ServiceDesk service
j. External:
i. Hardware support
1. Dell Managed Services (Akibia)
2. Dell Warranty Support
3. HP warranty and maintenance contract support
4. Oracle (Sun) warranty and maintenance contract support
ii. Software and OS support
1. Oracle support (for Solaris)
2. Red Hat support (for Linux)
3. SCD/FEF SLF support (for Linux)
4. Tripwire (security tool) support
5. HP support (for monitoring software)
6. Microsoft support (for Windows)
7. EventSentry support (for monitoring software)

2. Do the SLAs or OLAs of those underpinning services support your SLA?

The consistency of underpinning SLAs and OLAs with availability targets has not been reviewed. The service levels provided in the past have been adequate to support the OLA offerings.




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?

Past experience suggests that the gaps are small, so no additional steps taken to mitigate external risks. 

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?

No explicit negotiations have taken place.
Using department management as default contacts. Looking for the underpinning SLA/OLAs to establish both of these.

5. Does your service have a maintenance window? Is the service available during maintenance?

       Some subsets of the service have existing maintenance windows.   The OLA defines minimums on required maintenance time for the service, based on availability needs and redundancy designed into the specific architecture for specific servers.   The maintenance windows differ per specific servers, so the entire service as a whole doesn’t have a single, universal maintenance window.  By definition, the service is disrupted during at least part of any maintenance window during which maintenance is actually executed.  However, every occurrence of a maintenance window is not utilized, so many times the service is not disrupted during the available windows.   

6. Has a system architecture document been created that can be referenced?

An overall system architecture document does not exist for the entirety of the service – each server or set of servers supporting a given service has a potentially different architecture.   Few such services have a server architecture document at this time.

7. Have the above been documented and reviewed by the Availability Manager?
Yes.
Risks (to be filled out by the Availability Manager):
1. Underpinning OLAs may not meet availability requirements.
Recommendations (to be filled out by the Availability Manager):
1. Review underpinning OLAs and negotiate with services if availability requirements cannot be met with exsting OLAs, using change management process for any requested changes. 

Decisions (to be filled out by the Service Owner, Availability Manager and the Service Manager):
1. Follow the above recommendation.
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