

ES7000 PRODUCTION SLA

Table 1 

	Business Availability

	Objective
	To ensure that DPW Enterprise Server ES7000 processors are available for use by DPW customers when needed.

	Definition
	System Availability is defined as the Server ES7000 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.

	Requirement
	VENDOR will not be responsible for outages due to Application Changes.
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	Scheduled downtime
	The scheduled criteria for maintenance to the facility, mainframe hardware, and software will be from 00:00 hours to 07:00 hours on Monday morning. Implementation will be 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.


Table 2
	TIP/Online/Real time Availability

	Objective
	To ensure that DPW Enterprise Server ES7000 TIP applications are available for use by DPW customers when needed.

	Definition
	TIP Availability (TA) is defined as the Server ES7000 TIP Complex available for use during DPW customer’s normal 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 TIP Availability, as defined by this requirement, is interrupted, and the outage was not scheduled, a Business Outage (BO) is to be recorded.

	Requirement
	VENDOR will not be responsible for outages due to Application Changes or problems. 

If the system is receiving terminal input and placing it on the 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.  This requirement is for all systems and further defined as follows:

Application Nodes

Nodes 
                    Time Frames
 

                              QPRS

Application 1 


 Al
l
0600 – 1800 / Monday – Friday / Scheduled
 

Application 7 


 Al
l
0600 – 1800 / Monday – Friday / Scheduled

Application 8 


 Al
l
0600 – 1800 / Monday – Friday / Scheduled



	Scheduled downtime
	The scheduled criteria for maintenance to the facility, mainframe hardware, and software will be from 00:00 hours to 07:00 hours on Monday morning. Implementation will be 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.

TIP Outage (TO) 

   TO = The total time in minutes that any of the software specified 

             in the requirements was unavailable as specified in the definition.

Business Outage

   BO = TO

Business Availability (BA)

   BA  = (SA – BO) / SA

	Measurement Interval
	Weekly/Monthly/Yearly

	Data Sources
	System log/Other Software Monitor Systems 


Table 3

	TIP/Online/Real Time Performance Expectations Enterprise Server ES7000

	Objective
	Performance Response Time Expectations (PRE) for TIP Business Applications (See Table 4 business functions).

	Definition
	PRE system response time, i.e., from time the system receives terminal input until the output is sent to the terminal.

	Requirement
	Vendor is not responsible for a unacceptable variance caused by  Application changes and problems or scheduled downtime.

The QPR’s as defined by business function in Table 4 must not

Exceed the benchmark mean by 10%.

	Defect Threshold
	See PRE Response time table below

	Scheduled downtime
	The scheduled criteria for maintenance to the facility, mainframe hardware, and software will be from 00:00 hours to 07:00 hours on Monday morning. Implementation will be scheduled on a requirement versus usage basis.

	Calculations
	 Benchmark Mean (BM)

    Agreed upon benchmark time period and type mean

Monthly Mean (MM)

    The mean response time for all transactions executed with this

    QPR for the month being measured.

Allowable Variance (AV) 

    AV =(BM * 10) + BM

Variance Not Acceptable (VAN)

     If MM > AV  VAN = MM - AV      



	Measurement Interval
	Weekly/Monthly/Yearly

	Data Sources
	System Log Files/Other Software Monitors 




