Lecture 19: Availability Management 
Learning Objectives:
1. To define availability management and explain the need for a proactive approach

2. Identify the causes and costs of downtime.

3. Discuss the process of availability design
Introduction
AVAILABILITY MANAGEMENT

Availability Management - guaranteeing consistent, predictable access to data and applications.

Availability - user access to data and applications whenever needed.

Key Issues.

Importance - 

Key component of customer perception

Core of end-user satisfaction.

Severe cost and business loss effects.

A $1 billion financial services company that achieves 99.9% availability must endure 525 minutes of downtime annually at a cost of $1.5 million.

Business relevance - 

Core issue of availability management is not technological but business related.

We must take a business and end-user perspective.

Business issues will involve:

Customer expectation

Presence of many delivery channels and involvement of external customers

Competitive advantage obtained from availability management.

In one business context 60 min outage is ok - customer is satisfied.

In another business context 30 min outage is a disaster - customer is dissatisfied.

As a starting point, we must determine availability requirements.

Service link

It failures provide moments of truth in which all the element of service management delivery and quality are concentrated. A lot of service management must be concentrated here.

Planned versus unplanned

Unplanned outages are rare planned downtime is common. The sensitive management of that downtime is of key importance.

Design for Recovery

Design for a well-planned controlled recover from an outage is just as important as managing to avoid the outage.

To obtain good availability we need to consider:

Databases - including data availability and usability

Software - infrastructure, middleware, applications

Human processes - configuration management, release management

Electrical and electronic components.

Cost of downtime.

End user productivity cost

IT staff productivity cost

Revenue loss

Other losses - e.g. fines, penalties

Customer service damage, loss of customers, loss of loyalty.


Customer loss potentially massive over lifetime of loyal customer. 

E-commerce increases downtime cost.

Availability Design

1. Define Business Availability Requirements

2. Analysis IT infrastructure and capability

3. Negotiate and agree availability requirements.

4. Define availability elements which are internal and external.

5. Specify serviceability requirements for external suppliers.

6. Incorporate requirements into contracts

7. Specify internal reliability and maintainability requirements

8. Define in SLAs.

9. Test for meeting availability requirements

10. Monitor compliance to availability requirements.




Source: Ian MacDonald  Barclays Bank

Perspectives on Availability

IT - component availability, reliability, maintainability.

End User - frequency, duration, scope

Business -  impact on business functions.

Issues to address in availability management.

Reliability



Developing or acquiring components with proven reliability


            Ensuring resilience e.g. through using RAID technology.


             Analysing disruptions and proactively avoiding failure

                         Evaluating new technologies for reliability

Maintainability



Anticipate, detect, diagnose, resolve, recover.


            Good housekeeping and proactive maintenance.

Serviceability 


            Monitoring external; suppliers' contract compliance.

Availability Management Tools

Education, training and documentation.

Backup

Third-Party recovery.

Database Management


Journaling


Data vaulting


Commitment control

Uninterruptible power supplies

Fault-tolerant hardware

Disk mirroring

Clustering. 

Concepts
Availability design, planned downtime, reliability, maintainability, serviceability
Questions
Explain why planned downtime is a prime threat to availability.

What is the role of an organisations IT suppliers in availability management

How might considerations of availability management affect SLAs?
Activities
Reading
