
 
 
 

 
Ref: SL0026 

1 

 

 
 

 
 
 

  

SERVICE PACKAGE:  SL0026 

BACKUP, RESTORE AND ERASE 

 



 
 
 

 
Ref: SL0026 

2 

 

 
IT SERVICE PRODUCT OVERVIEW ........................................................................................................................................................................................................................ 4 

Reference # ................................................................................................................................................................................................................................................... 4 
Name ............................................................................................................................................................................................................................................................. 4 
Description .................................................................................................................................................................................................................................................... 4 
Inclusions....................................................................................................................................................................................................................................................... 4 
Exclusions ...................................................................................................................................................................................................................................................... 5 

SUPPORTED BUSINESS OUTCOMES ..................................................................................................................................................................................................................... 5 
Business Importance Level (BIL) ..................................................................................................................................................................................................................... 5 
Customer outcomes....................................................................................................................................................................................................................................... 5 
Vital Business Functions (VBF)........................................................................................................................................................................................................................ 5 
Business drivers ............................................................................................................................................................................................................................................. 6 

AVAILABILITY ...................................................................................................................................................................................................................................................... 7 
Service hours ................................................................................................................................................................................................................................................. 7 
Exceptions ..................................................................................................................................................................................................................................................... 7 
Usage peak periods........................................................................................................................................................................................................................................ 7 
Critical business cycles ................................................................................................................................................................................................................................... 7 
Other critical assets ....................................................................................................................................................................................................................................... 7 
Archiving ....................................................................................................................................................................................................................................................... 7 
Availability targets ......................................................................................................................................................................................................................................... 7 

UNAVAILABILITY ................................................................................................................................................................................................................................................. 8 
Unavailability exclusions ................................................................................................................................................................................................................................ 8 
Business impact of unavailability ................................................................................................................................................................................................................... 8 
Change & Release windows ........................................................................................................................................................................................................................... 8 
Change & Release restrictions ........................................................................................................................................................................................................................ 8 

SERVICE CONTINUITY .......................................................................................................................................................................................................................................... 8 
Disaster recovery ........................................................................................................................................................................................................................................... 8 

SUPPORT REQUIREMENTS .................................................................................................................................................................................................................................. 9 
The Outsourcing Vendor support plans .......................................................................................................................................................................................................... 9 
3rd Party Support............................................................................................................................................................................................................................................ 9 
Support details .............................................................................................................................................................................................................................................. 9 

PRICING .............................................................................................................................................................................................................................................................. 9 
Price description ............................................................................................................................................................................................................................................ 9 



 
 
 

 
Ref: SL0026 

3 

 

Price drivers ................................................................................................................................................................................................................................................. 10 
Limitations ................................................................................................................................................................................................................................................... 10 

INCLUDED COMPONENT SERVICES ................................................................................................................................................................................................................... 10 
RESPONSIBILITIES ............................................................................................................................................................................................................................................. 10 

The Outsourcing Vendor .............................................................................................................................................................................................................................. 10 
CUSTOMER .................................................................................................................................................................................................................................................. 10 
End User ...................................................................................................................................................................................................................................................... 10 

SERVICE MANAGEMENT DETAILS                    [Refer: Customer Services Handbook] .......................................................................................................................................... 11 
The Outsourcing Vendor Service Owner(s) ................................................................................................................................................................................................... 11 
CUSTOMER Business Service ........................................................................................................................................................................................................................ 11 
Owner (s) ..................................................................................................................................................................................................................................................... 11 
Change control ............................................................................................................................................................................................................................................ 11 
Dates ........................................................................................................................................................................................................................................................... 11 

SERVICE LEVEL TARGETS ................................................................................................................................................................................................................................... 12 
Availability ................................................................................................................................................................................................................................................... 12 
Reliability ..................................................................................................................................................................................................................................................... 12 
Maintainability ............................................................................................................................................................................................................................................ 12 
Support ....................................................................................................................................................................................................................................................... 12 
Performance ................................................................................................................................................................................................................................................ 13 
Capacity ....................................................................................................................................................................................................................................................... 13 
Management Information ............................................................................................................................................................................................................................ 13 
Service Requests .......................................................................................................................................................................................................................................... 13 
Continuity .................................................................................................................................................................................................................................................... 13 



 
 
 

 
Ref: SL0026 

4 

 

Note: The audience for this IT Service Product is the CUSTOMER executive who hold the budget and makes purchasing decisions (the IT Service Product 
buyer).  
 

1.0 IT SERVICE PRODUCT OVERVIEW 

1.1 Reference # SL0026 

1.2 Name Backup, Restore and Erase 

1.3 Description This service refers to three distinct activities. The first (and primary) activity is that of regularly backing up the data contents of key 
infrastructure. These backups are then held in a separate physical facility to the one housing the infrastructure (in case of a disaster such as a 
fire). 
The restore activity is the process of using a backup tape to recover some or all of the data that may have been lost from a piece of 
infrastructure, or to provide point-in-time data in response to requirements such as FOI requests. This may be due to a problem with 
infrastructure requiring a replacement, or an accidental deletion by a user. 
The erase activity removes all data from a piece of infrastructure, rendering it safe to re-use, sell or dispose of. This follows the Disk wipe 
process and use of agreed software required.  
 

 

1.4 Inclusions  Regular backup of data stored on infrastructure, including Operating System, applications and application data. 
 Secure storage of backup media in a separate facility. 
 Recovery of data from backup. 
 Erasing of data from infrastructure components or Desktops/Laptops and formal confirmation that this has been conducted via 

the agreed process. 
 
Communication:  Refer to Customer Service Handbook (CSH) for establishment communication protocol between CUSTOMER and The 
Outsourcing Vendor. 
 


