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Service offerings	
1. Service Now
2. Walk-in Support
3. Call-in Support
Availability Management:
1. What are the underpinning services that this service depends upon? 
a. Service Now external vendor
b. Twillio
c. Internet connectivity
d. Wilson Hall ground floor service desk area needs to be available
e. People available in the service desk
f. Network
i. (PRI) T-1 for incoming and outgoing calls (Telecom). Do have two circuits for redundancies
ii. Cisco ACD Server
g. Dell Managed Service
h. Authentication

2. Do the SLAs or OLAs of those underpinning services support your SLA?
· Dell Managed Service supports 24x7 as needed, staff 8x5 per contract
· Network provides 24x7 redundant support for Internet connection
· Telecom – There is a standard agreement with the telephone company which supports the PIR lines for VoIP.  This agreement is same day response with a resolution time target based on the cause of the issue.  There is some risk that the restore may not meet expectations, but not enough risk to create an enhanced support agreement at this time.
· Cisco provides 24x7 support with 4 hour restore time for Service Desk ACD.  This agreement supports our needs.
· Service Now contract does support our needs

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?
N/A

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. The standard OLAs apply.  Yes.

5. Does your service have a maintenance window? Is the service available during maintenance?
We do not have scheduled maintenance window.  
We schedule any downtimes with the users in advance.

6. Has a system architecture document been created that can be referenced?
Yes in Service Now we have a BSM Map

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. No risks to availability identified at this time.

Recommendations (to be filled out by the Availability Manager):
1. N/A

Decisions (to be filled out by the Service Owner, Availability Manager and the Service Manager):
1. N/ADecision the first.
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