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Service Level Agreement (SLA) Standards

Introduction

A Service Level Agreement (SLA) is a contractual agreement between the Department of Public Welfare (DPW) and a Business Entity (contractor/vendor), for a service the Business Entity will provide to DPW. The SLA specifies the parameters of system capacity, network performance, and overall response time required to meet business agreements.

Purpose

The purpose of this document is to define general terms and processes that measure the business impacts of hardware and software interruptions that effect any application performing a business function for DPW. SLAs are contractual agreements containing, among other things, penalties for the Business Entity providing a service, if the Business Entity breaches the contract. DPW uses total Quality Management (TQM) principles to create a living document that will benefit all parties by continuously striving to improve service levels.

(DPW refers to agreements among state agencies Service Level Objectives (SLOs). SLAs cannot exist in these cases, as DPW cannot penalize itself. It is common for SLOs to contain agreements with vendors that are, or should be, SLAs.)

Document Change Log

	Change Date
	Version
	CR #
	Change Description
	Author and Organization

	12/10/01
	1.0
	N/A
	Initial Creation
	Unknown

	03/27/02
	1.1
	57
	Edited for style. “Introduction,” “Purpose,” and “Document Change Log” added.
	Beverly Shultz

DTC/Deloitte Consulting


The Objective of SLAs
The objective of an SLA is to provide better performance between DPW is to have all parties work as a team to define business function requirements and develop measurement criteria for determining when those requirements are, and are not, being met. In an SLA document (and in the present document), the acronym DPW refers to any organization within the DPW, such as the Office of Information Systems (OIS), Office of Medical Assistance, and so forth. The term Business Entity refers to business partners of DPW contracted for services, such as Deloitte, Unisys, and so forth.

Agreement Period
These agreements will take effect from agreed upon starting times until the business function or application is no longer required.
Agreement Revision
The agreement will require revision whenever there is a change in the application, maintenance, or report requirements. DPW provides the agreement revision. DPW will not be liable for delay or failure to perform their part of the agreement due to circumstances beyond their control. To deliver this service they depend on the facility and the network being available.

Responsibilities for Service Provision
Service Provider

In SLAs, Business Entities provide services. 
The Customer
The customer is the Commonwealth of Pennsylvania, Department of Public Welfare.

Aim of Service
The aim of the service is to ensure the Business Entity’s application is:
· Available
· Reliable
· Meets performance requirements
The objectives of the service is to:
· Maintain adequate capacity and resources to deliver the agreed performance targets
· Ensure that all changes are made within agreed upon timeframes
Service and Business Availability and Reliability

The service level determines business availability and reliability criteria regarding the business Entity’s applications that are performing the agreed upon business functions for DPW.

Business availability is the ability of all customers to access the application and perform all their business activities. Conversely, if they cannot access and use all parts of the application and perform all their business activities, then business availability does not exist for the application.
DPW monitors the business availability and the reliability of the services provided to DPW by the Business Entity, using statistics provided by DPW. DPW performance monitoring tools provide the statistics.

Business Availability

	Term
	Definition

	Objective
	To ensure that the required service (server/network/application) is available for use by DPW customers when needed.

	Definition
	System availability means the service is available for use by DPW.  This  does not consider what, if anything is 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, DPW records a Business Outage (BO).

	Scheduled downtime
	The customer and the service provider must agree upon the scheduled criteria for maintenance to any service. DPW will perform maintenance only in the agreed upon time windows, and will schedule maintenance on a requirement versus usage basis.

	Defect Threshold
	99.9% of scheduled availability

	Calculations
	Service 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 and other software monitoring systems


Real-time Availability

	Term
	Definition

	Objective
	To ensure that service real-time access is available for use by DPW when needed.

	Definition
	Real Time Availability (RTA) means the Business Entity’s application service is available for use during core business hours. DPW uses the following requirement to make to determine 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, DPW records a Business Outage (BO).

	Requirement
	If the system is receiving terminal input and placing it on nodes, then all transactions placed on the nodes must be scheduled and executed. In addition, any output requested by the transactions must be sent to the network for delivery.  

	Scheduled Downtime
	The customer and the service provider must agree upon the scheduled criteria for maintenance to any service. DPW will perform maintenance only in the agreed upon windows, and will schedule maintenance on a requirement versus usage basis.

	Defect Threshold
	99.9% of Scheduled availability.

	Calculations
	Service 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 service 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
	Systems log and other software monitoring systems


 
Batch Availability
 
	Standard

	Cycle
	Start
	Stop
	Comments

	Monday – Friday
	1800
	0700
	Usually runs completed by 0300. Jobs that have no updates may run over that time.

	Weekend
	1600
	0900
	Weekly/Monthly runs

	Holiday
	0001
	2400
	Special processing


Service Hours
The standard hours of access to these services (Service Core Time) will be as required by the business function and agreed upon by DPW. Any variation from these hours should be a result of an advance agreement between DPW and the business Entity. In addition, DPW will always attempt to make a Business application available 24 hours a day, 7 days a week, 365 day a year when business activity justifies it. DPW will not interrupt non-core time service unless necessary, and will get notify the Business entity in advance of any scheduled outage.
Holidays
The above service levels include all public and State holidays.
Performance Management


Methodology
The following methodology enables DPW to manage the quality of the service delivered to the customer:
1. Establish business requirements and define responsibilities
2. Identify suitable performance measures
3. Develop reporting procedures that identify effectiveness by function

Service Performance Review
Formal reviews with DPW and the Business Entity’s representatives are arranged, when requested by either party.

Parties to the Agreement and Contacts

The parties to the agreement are:

4. DPW Office of Information Systems
5. Business Entity
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