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Service Definition/Support Readiness Checklist



Service/Project Manager: 






Date: 
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Key: 
R = Required for all services 
B = Required for “Basic” service definition/support
A = Required for “Advanced” service definition/support
	Element
	Owner
	Status
	Location of draft or final product
	Notes

	Question 1: What is it, and how do I get it? (Service Description)

	R
	Service summary
	
	
	
	

	B
	Features & Functions
	
	
	
	

	B
	Service Request Process
	
	
	
	

	A
	Availability, Metrics & Statistics 
	
	
	
	

	Question 2: How do I get help? How do I use the service? (Help and Self-Service)

	R
	Getting Help 
	
	
	
	

	B
	Self-Service Support
	
	
	
	

	Question 3: What Does It Cost? (Service Cost and Pricing)

	A
	Actual costs of services identified by Business Services
	
	
	
	

	A
	Comparative analysis with other public and/or private organizations 
	
	
	
	

	A
	UCSC Recharges published by Business Services 
	
	
	
	

	A
	Pricing strategies approved by SMT, other management or governance if non-standard 
	
	
	
	

	R
	Charges communicated to customers
	
	
	
	

	Question 4: How does ITS support this service? (Service Support)

	B
	Eligibility for service
	
	
	
	

	B
	Authorization requirements for obtaining service
	
	
	
	

	B
	Clients and services affected by changes to this service
	
	
	
	

	R
	Escalation process
	
	
	
	

	B
	Testing
	
	
	
	

	B
	Documentation and Training for Support
	
	
	
	

	R
	Communication Plan
	
	
	
	

	Question 5: How does ITS provide this service? (Service Delivery)

	B
	Technical Specifications
	
	
	
	

	A
	Technical Service Delivery Documentation
	
	
	
	

	A
	Related websites
	
	
	
	

	A
	Service Level Agreement (SLA)
	
	
	
	

	A
	Operating Level Agreement (OLA)
	
	
	
	

	A
	Change Management 
	
	
	
	

	A
	Production Support / Operational Processes
	
	
	
	

	A
	Capacity Management
	
	
	
	

	A
	Service Team
	
	
	
	


See its.ucsc.edu/itsm for description of “Basic” and “Advanced” service definition/support
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