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Service offerings:
1. Oracle DB
2. Postgres and MySQL DB
3. SQL server
Availability Management:
1. What are the underpinning services that this service depends upon? 
Network, authentication, storage, systems, service desk, database application liaisons
External:  remote database service (Remote DBA Experts, Pittsburg, PA), oracle maintenance and support, (Oracle Corp ., Redwood Shores, CA). 
2. Do the SLAs or OLAs of those underpinning services support your SLA?
Do not know.
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?
Weekly meetings are held with the sysadmin group, storage attending when necessary.  There has been review of common underpinning services failing, specifically, the service desk, which is not a 24x7 entity. Several of our liaisons will not support 24x7, but expect the service to be 24x7.  These are issues.
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 OLA’s with underpinning services have been negotiated, although SLAs or OLAs exist for all except with application liaisons. No documented contact people.
5. Does your service have a maintenance window? Is the service available during maintenance?
       Some of the databases have predetermined service windows, others are negotiated as needed.  Service is normally unavailable during maintenance windows.  
6. Has a system architecture document been created that can be referenced?
no
7. Have the above been documented and reviewed by the Availability Manager?
Yes.
Risks (to be filled out by the Availability Manager):
1. Customer expectations are not matched to service offering. 
2. Underpinning services may not support availability requirements
3. Lack of staff resources with required skill set.

Recommendations (to be filled out by the Availability Manager):
1. Review SLA with customers (database application liaisons), collect any new requirements.
2. Review 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.
3. Hire additional staff with required skill sets, train existing staff in required skill sets, and utilize/purchase external DBA support 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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