Sarvice Design Avbaillabibity Process

Service Design Manager

—
Objective:
Ta create a Availability management Process
—
—
Roles within Service Design
- Service Design Manager
- Availability Manager
e
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Policys
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Awailablility Management
- Service availablility
- Component availability

Reiability (MTEF)} = (Available time in hours - Total downtime in hours)
Number of breaks

Agreed Service time AST is defined in the Service catalogue

Dowmtime is steered and calculated from Call and Incident management)
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Define the Criteria

- Constraints

- Which measure data is available
- Reporting environment

Proactive and reactive activities

Service availability
Component availability

Definie Service Failure

Design
Criteria

>

Define how to calculate risks?

Ayailability in operation

Awailability during updates
Avallability when new functionality is
presented to users

= Define Risk

Analyze

Design reports:

The most impartant is to define how reporting should be done.
Reporting must be consistent and stable.
Business must be able to compare information between reports.

2 ways:

1. Do ready to use reports with limited analyse capabilities
2. "Launder” data to be integrated into a datawarhouse environment

My advice is to have both but start up with 1. it gives atleast the
answer if IT is providing service as agreed or not. If Service is provided
as agreed 2 only is needed fér continuesly improvement...

Example of reports:
Sarvice available (%)

Service unavailable (%)
Service downtime in hours

> & Defining

Reports

Service Management Information System
{ SMIS)

- Actual availability levels versus AST

- Changes
- Schedguling Define a schedule framework to

— Future measure Service Awvailability.

2 Definine
* information in
SMIS

Defining
Schedules

FManning of the transition of the Sarvice
Availability process.
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