@ business.ca

Mp RECENT NEWS

That's a lot to ask ...

Thirty -- that's right, 30 -- questions to ask before trying Saa5, with Stephen Ibaraki
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by Adarn Pletsch

There iz no doubt that it will take zome time before software az a serice (Saa5) makes a
significant impact in itz pervazive availability for enterprizes. According to Stephen Ibaraki, there
are no clear standards for best practices and he has questions about its reliability, Thiz mowves
the roadmap for wider scale adoption into the

post-three-vear time frame," he zays,

,r"F While an option for those SAMB:z who want
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WARM UP TO efforts behind -- and possibly zome of the
A SERVICE-ORIENTED costz of -- the traditional software
ARCHITECTURE, ' pawment model, it iz not an ideal solution if
RESPOND TO i i wou wwant to maintain control over all of
NEW CHALLENGES ¥ 1 wour mission-crtical operations or have
FASTER. } Ry = seamless integration with every other

internal operation, There are also
questions about who pavs when there iz
downtime by the host of the software, In a
recent example, outages by one wvendor
led to much teeth-gnazhing by cuzstomers,
ezpecially when they didn't feel the
company's apology went far enough.
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There are zeveral questions vou should have answered before wou zign on the dotted line of a
Saah agreement, Make sure there are clear documented policies for responsibilities, levels of
zervice and engagzement, az well as regular scheduled communication between parties, Thiz
zhould ensure the relationzhip iz professional and aligned with strategic corporate objectives.
The kew iz a collaborative atmosphere where the 5aa% prowider becomes an extension of vour
corporate IT structure,

Such concerns mandate a checklist of items and questions that vour IT manager should be
looking at if wour organization i= considering Saa5:

1. What are the mobility requirements and how are they handled?
2. What facilities are there for crozs-enterprize collaboration to benefit the business in its
strategic obhjectives?
3. Iz there a defined and well-established methodology for process integration?
4, What are the particulars and metrics for ensuring minimum standards for Quality of
Service?
5. What mechanizmz are in place to provide confidentiality?
&, How are regulatory compliance and prvacy legislation enabled through the provided
zerices?’
¥, What are the speed measures and guarantees?
8. What are the specific cost factors?
2. What iz the level of domain knowledze to support business agilitw?
10, What sort of integration expertize iz provided?
11, What sort of customization is possible and what are the costs?
12, What kind of aszurances is there for 100 per cent uptime?
13, What guarantees are provided by the 24x7x3656 call centra?
14, Iz there an establizhed network operation:z centre, client call centre and ticketing svstem
for problem rezolution?
15, What are the stated disazster recovery guarantees and businesz continuity azsurances?
16, fre there clear guidelines on how the 53a% application is designed to run?
17, fAre there clear guidelines on how the Saab application iz designed to be accessed; where
the uzers can be located; how many users can access the application concurrenthy?
18, What are the guidelines on how the Saa5 application iz designed to meet scalability,
zecurity, and guaranteed reliability requirements?
19, What are the performance and availability commitments from the Saa% provider?
20, What are the network and bandwidth capacities?
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Howe cloze is the Saab infraztructure to the users and will thiz impact performance?

fre there multiple network connections to the Saab application from Tier 1 providers
enzuring no bottlenecks and fazt minimum responze times? What iz the performance
profile hourly, daiby, weekby, monthly, vearly and byw region?

What iz the testing frequency for the application?

What physical securty measures are in place?

What happenz in the event of a disaster; how quickly can the application be available
after such an ewent?

Do end uzers have a primary point of contact for ezcalating issues? What iz the iszue
ezcalation process? What are the minimum/maximum rezponse times for problem
resolution?

What are the policiez for application accesz izzuez, feature requests, bug reports?

Howe are these key service level agreement (5LA) elements zpecifically addrezsed? Areas
include: application availability, infrastructure alert responze time, call centre responze
time; proactive 5LA monitoring and management; SLA-triggered events tracking and
rezolution; and zpecific financial credits to end-uzers for failure to deliver benchmark
lewels?

Howe do application updates impact service and what level of collaboration iz available for
updates?

Stephean lbarall is an award-winning college educator, writer, speaker and IT professional
with more than 30 years experienc e wiorking with technology,
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