
Availability Management

Why / Benefit

Services are available when needed

Business demand

Cost

IT Infrastructure

Processes and Procedures

Human factors/external events

Improvement in perceived availability and
reliability

Correct focus on key business

Cost effective and Focused

Support adds value to Business

Better visibility of SPOF

Improved Security - CIA

Fewer disruptions for IT
Services

More rapid recovery following
disruption

Controls unnecessary
expenditure on maintenance
and resilience

Improved design of IT services

Process

Inputs

Availability requirements

Business Impact assessment

Availability, reliability and maintainability
requirements

Incident and Problem records

Configuration and monitoring data

Service level achievements

Agreed targets for each IT Service

Activities

Incident

Detect

Diagnose

Repair

Recover

Restore

Normal operation

Outputs

Design criteria

Availability techniques

Targets of Availability, reliability and
maintainability

Availability reporting

Monitoring requirements

Availability Plan

Key Components

Availability Actual Service Time / Agreed ST

Reliability

MTBF (between failures)

Number of breaks in a period

MTBSI (between system incidents)

Maintainability
MTTR (to repair)

Preventative maintenance

Serviceability Contracted external suppliers

Security

Continuity

Integrigy

Availability

Problems

Meaningless measures

Skill / Staff

Management commitment

Cost Justification

Scope definition

Lack of Tool

Supplier dependency

No CMDB

Lack of other SM-Processes

Need for ongoing monitoring

Responsibility

Monitor & Report all key elements

Determine Availability requirementsIdentify Risks (CRAMM)

Determine impact arising from IT
component failure

Analyse

Business Impact Analysis (BIA)

Fault Tree Analysis (FTA)

Component Failure Impact Analysis (CFIA)

Targets, Thresholds

System Outage Analysis (SOA)

Continuous Improvement
Process (CIP)

Technical Observation Post
(TOP)

Define targets for

Availability

Reliability (MTBF)

Maintainability (MTTR)

Serviceability

Security

Establish measures and reporting

Redundant / spare components

Dual-access routes

Data multi-plexing and mirroring

Automated error detection / correction /
restart

Degraded running / on demand bandwidth

Monitoring and trend analysis

Review IT Service

Component Availability

Investigating the underlying reasons

Availability Plan

Long term

Proactive

Goals, objectives & deliverables

People, Processes, Tools and Technique

Planned downtime

Indicators

MTTR

Response Time

Repair Time

Recovery Time

MTBF

MTBSI

(c) Jimmy Heschl

To optimise the capability of the IT Infrastructure, services and supporting
organisation to deliver a Cost effective and sustained level of Availability that
enables the business to satisfy its business objectives. The planning,
implementation and management of IT Services to satisfy the organisation's
business availability requirements
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