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General:

A Service Level Objective (SLO) is a contractual agreement for information technology services between the Department of Human Services (DHS) and a bureau, section, and/or division of DHS.
The purpose of this document is to give an example of an SLO used for gathering metrics. The sample given is a form used for both establishing performance standards for on-line business functions, and for gathering metrics on the performance of on-line business functions.
Guideline:

Sample: Performance Standards for On-line Business Functions

Following is a sample form (See: Form 1) for collecting metrics on performance of on-line business functions. Compare metrics gathered on performance of on-line business, with established performance standards, for compliance with those standards.

Form 1: Performance Standards for On-line Business Functions
	System Platform
	Business Application
	Transaction/Function ID
	System Availability Requirements
	Scheduled Downtime

Preventive Maintenance, 

Upgrades, etc.
	Response Time Required
	System Uptime Threshold %


	 Mainframe 2200     
 FORMCHECKBOX 


	
	
	Days ____
	Hrs._____
	Days ____
	Hrs._____
	
	

	Mainframe Clear Path     
 FORMCHECKBOX 

	
	
	Days ____
	Hrs._____
	Days ____
	Hrs._____
	
	

	ES7000


 FORMCHECKBOX 

	
	
	Days ____
	Hrs._____
	Days ____
	Hrs._____
	
	

	NT Server

 FORMCHECKBOX 

	
	
	Days ____
	Hrs._____
	Days ____
	Hrs._____
	
	

	SQL Server      

 FORMCHECKBOX 

	
	
	Days ____
	Hrs._____
	Days ____
	Hrs._____
	
	

	Other


 FORMCHECKBOX 

Specify__________________
	
	
	Days ____
	Hrs._____
	Days ____
	Hrs._____
	
	


	Outage Calculations:

SA = System Availability Time   (Days * Hours Requirements)

BO = Business Outage (Response Time In Minutes That Any System Hardware/Software Specified Was Unavailable)

BA = Business Availability:    BA  =  (SA  - BO) / SA     

	Application Description: ​​_________________________________________________________________________________________________________

Business Contact: ______________________________________________________________________________________________________________

Application Development Contact: ________________________________________________________________________________________________

Network ID (IP Address, Ports, etc.): _______________________________________________________________________________________________
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