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General:

This document discusses service level performance management by breaking it down into three areas of system and application availability:

The purpose of this document is to provide a guideline for service level performance management.

Guideline:
Business Availability
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	Objective
	To ensure that DPW Enterprise Server processors are available for use by DPW customers when needed.

	Definition
	System Availability is defined as the server being available for use. The following requirement will be used to make the determination of business availability. This requirement does not consider what if anything was being used. It reflects only what is not acceptable, and what DPW would consider an outage. If any of the software in this requirement is unavailable during the timeframes specified, and the outage was not scheduled, a Business Outage (BO) is to be recorded.

	Scheduled downtime
	The scheduled criteria for maintenance to the facility, mainframe hardware, and software will be the agreed upon time frames. Maintenance will be performed in agreed upon windows and scheduled on a requirement versus usage basis.

	Defect Threshold
	99.9% of Scheduled availability

	Calculations
	System Availability Time (SA) 

SA =  (24.00 hrs * 60) – scheduled minutes of downtime

Business Outage (BO) 

BO = The total time in minutes that any of the software specified in the requirements was unavailable.

Business Availability (BA)

BA  = (SA – BO) / SA

	Measurement Interval
	Weekly/Monthly/Yearly

	Data Sources
	Systems log/Other software monitoring systems.


Real-Time Availability

	Objective
	To ensure that DPW Enterprise Server real time access is available for use by Business Entity when needed.

	Definition
	Real Time Availability (RTA) is defined as the Business Entity’s application server being available for use during core business hours. The following requirement will be used to make the determination of business availability. This requirement reflects what is not acceptable, and what DPW would consider an outage. If RTA Availability, as defined by this requirement, is interrupted, and the outage was not scheduled, a Business Outage (BO) is to be recorded.

	Requirement
	If the server is receiving terminal then all tasks must be scheduled and executed. In addition, any output requested must be sent to the network for delivery. 

	Scheduled downtime
	The scheduled criteria for maintenance to the facility, mainframe hardware, and software will be the agreed upon maintenance windows and scheduled on a requirement versus usage basis.

	Defect Threshold
	99.9% of Scheduled availability

	Calculations
	System Availability Time (SA) 

SA =  (24.00 hrs * 60) – scheduled minutes of downtime.

Real Time Outage (RTO) 

RTO = The total time in minutes that any of the software specified in the requirements was unavailable as specified in the definition.

Business Outage

BO = RTO

Business Availability (BA)

BA  = (SA – BO) / SA

	Measurement Interval
	Weekly/Monthly/Yearly

	Data Sources
	System log/Other Software Monitor Systems 


Refresh Schedule:
All guidelines and referenced documentation identified in this standard will be subject to review and possible revision annually or upon request by the DPW Information Technology Standards Team. 
Guideline Revision Log:

	Change Date
	Version
	Change Description
	Author and Organization

	06/29/2001
	1.0
	Initial creation.
	Deloitte Consulting

	10/23/2002
	1.1
	Style edited.
	Beverly Shultz, Deloitte

	08/11/2009
	1.2
	Style Edited
	R Sage

	
	
	
	


Service Level Performance Management.doc

Page 1 of 3

