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License Conditions

This product is NOT FOR RESALE or REDISTRIBUTION in any physical or electronic format. The
purchaser of this template has acquired the right to use it for a SINGLE enterprise in a single county
unless they have a multi-use license. Anyone who makes copies of or uses the template or any
derivative of it violates the United States and international copyright laws and is subject to fines that
are treble damages as determined by the courts. A REWARD of up to 1/3 of those fines will be
anyone reporting such a violation upon the successful prosecution of such violators.

The purchaser agrees that the derivative of this template will contain the following words within the
first five pages of that document. The words are:

© 2017 Copyright Janco Associates, Inc. — ALL RIGHTS RESERVED

All Rights Reserved. No part of this document may be reproduced by any means without the prior
written permission of the publisher. No reproduction or derivation of this book shall be re-sold or
given away without royalties being paid to the authors.

All other publisher’s rights under the copyright laws will be strictly enforced.

Published by: Janco Associates Inc.
Park City, UT 84060

435 940-9300 -- Email — support@e-janco.com

Publisher cannot in any way guarantee the procedures and approaches presented in this book are
being used for the purposes intended and therefore assumes no responsibility for their proper and
correct use. In addition, we are not attorneys and are not providing a legal opinion as to the data
that should be retained for the periods that the data should be retained. The user should check with
their legal counsel to determine the specific requirements for record retention and destruction.
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Sample SLA Metrics

Service Levels

System Management,
Weekly Call Volumes
Response Times
Desktop - Mean Time To Repair.
Problem Analysis
Ticket Volumes by Group
Tickets by Severity
Infrastructure

Infra Notes

Infra Comm 1

Infra Comm 2

Internet Usage
Abend Analysis

Tracking Abends
Abend Impact
Applications

Application Development
System Monitoring Center

1st SMC Group

2nd SMC Group

3 rd SMC Group

4th SMC Group

5th SMC Tape Rpt Aging

Dataset Aging Example Metrics
SMC SRT (Cars. /W, M&D, DATool
SMC SRT (All Summary)

SMC SRT (MAPS, OfficeV)

SMC SA (CARS.MAPS, IW, M&D)
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Vendor
Partner

Checklist

Electronic Form that is provided
to vendors and partners as part
of the Disaster Recovery and
Business Continuity Planning
process



Vendor Partner DR/BC Questionnaire

DRP and Business Continuity Strategy

1. Inthe event of a disaster or significant disruption, does your organization 7 Yes " No
have documented plans for business continuity and IT disaster recovery?

2. What type of failure scenarios or outages do you plan for?

3. What duration of time is assumed for each type of failure scenario or outage
you plan for?

4. Does the plan establish critical business functions with recovery Yes [ No
priorities?
5. If you answered “Yes” to Question (4), what is the expected recovery time 7 0to 4 hours

for your critical business functions?
" 41tp 8 hours

" 810 24 hours
" 1to02days
" More than 2 days

6. Does the plan account for interdependencies both internal and external to ™ Yes " No
your organization?

7. Does the plan cover some, most, or all locations from which you ™ Some © Most © All T NA
provide your services?

8. What percentage of “business as usual” servicing capability is the plan

designed to address? ©1%10% O 11%-25%

i 26%-50% { 51%-75%
7 76%-99% { 100%

9. Do you have a dedicated team of professionals focused on business “ves (™ No
continuity and/or IT disaster recovery?

10. If you answered “No” to Question (9), do you use an external BCP/DR ™ Yes " No
service provider to handle your planning needs? '

11. Is your main IT facility or data center located in the same building ™ Yes " No
or office complex occupied by your main business or operations
staff?

12. Please provide an illustration or schematic of how your organization’s ™ Yes ™ No

primary, secondary, and/or tertiary servicing centers are set up to
provide redundant services to ENTERPRISE.
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