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The purpose of this document is to ensure that the proper elements and commitments are in place to provide consistent service support and delivery to the Customer by the Service Provider.
1. Availability:  
Customer Availability Objectives 

	Classification
	Objective
	Description

	AAAA
	Continuous Availability
	Critical Medical Device, Patient Safety

	AAA
	High Availability
	Key Enterprise System

	AA
	General Availability
	Functionally Important System

	A
	Limited Availability
	Low Use/Risk


Customer Availability Objectives:  These objectives are determined by the IS Help Desk Manager working with the Customer/Subject Matter Expert and are based on the customer/SME stated “Downtime Tolerance and Response Expectations” specified in the IS Support Services Service Level Agreement (SLA).  The customer Availability Objectives are intended to correspond with the IT Disaster Downtime and Recovery Classifications below.

IT Disaster Downtime and Recovery:

	
	AAAA
	AAA
	AA
	A

	Availability 
	Continuous
	High
	General
	Limited

	Planned Downtime
	< 4 Hrs/Mo or
or 24 Hrs/Yr
	< 8 Hrs/Mo
or 48 Hrs/Yr
	< 12 Hrs/Mo
or 80 Hrs/Yr
	Intermittent throughout the year

	Advanced Notice
	2 weeks
	7-10 calendar days
	24 – 48 hours
	None

	Unscheduled Downtime
	< 1 hour/year
	<10 hours/year
	< 100 hours/year
	< 150 hours/year

	Recovery Time Objective
	<1 hour
	<8 hours
	<24 hours
	Next business day

	RTO for External Disaster
	24 hours or less
	48 hours or less
	3 days or less
	Weeks

	Recovery Point Objective
	No data loss
	No data loss
	< 15 minutes
	No data guarantee


Availability Objective:  Expresses the proportion of time the service is actually available for use by customers within the agreed service time as stated in the “Solution Availability Requirements”.

Planned Downtime:  Restrictions on planned downtime (aka “Scheduled Downtime”) apply only if the time is within or overlaps agreed upon service times; e.g., if service times are 8 a.m. to 5 p.m., Monday through Friday and downtime is scheduled on Saturday or Sunday, no advanced notice is required and downtime does not count against monthly/annual limits.
Advanced Notice:  Applies except in situations were an imminent threat exists and/or the vendor has recommended immediate application of a security patch.

Recovery Time Objective:  The duration of time within which an IT service or business application must be restored after a disaster or disruption in order to avoid unacceptable consequences associated with a break in business continuity.

Recovery Point Objective:  The point in time, preceding the downtime or interruption, that (synchronized backup) data must be available and accurate in order to allow business functions to resume.  The recovery point objective should be to resume processing at, or as close as possible, to the point of interruption.
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