w7

FHERES Hw A004-9-2-2-

9% 23, 2004. 6.

B 29 ojRAN| 0jMO| MulA £Z EH HE

78

A
T T*

SLA (Service Level Agreement) Metrics in
IT Operation Outsourcing

Yong—-So0 Kim *
O Of
A =

AHAAE ol shetl dolA] Au|A~ 2]z} Zﬂ%ﬂ BE7} ollsl 9 4 e A
ol AMuA4EEA wEI(SLM, Service Level Metric)o] oo} sl o2 7122 AMH|AFEER
(SLO, Service Level Ohjective)7} AYR|aL An|2gsE zﬁok(Sm Service Level Agreement)©] Z
A Fofof gt} SIMe t3k 177l BR3E olf-Re AX, oA BARIEZLY] BNl Bela
AFE =UE 2A7]Y WEZE9 OV]E ARER RlolA] HEHAAC gigh 27 dgsith E4),
Alzdl Q40 T AM-S 58 FEsE SIME 10 AMSAHend-user)d] THEEE dH
8h= SLMel §iek AlA, oA Alete] Wil AflA AlgAh FmslEe SLO 5 SLMe] AlsAllAl
FEsA AAET A9 BolA S3AE oS 4 e WEYe] HAF obxAlo] 4 ﬁs}ﬂ sl
A Al gzizke) AR Aale HEhs & QlAFel slar YAk AV HHEH efok s
AZeA 7diske Aol FAAE HEs] ot sk T3k olHS ezle] A= %‘:@L ]2l
HEH o7 FHE oo} sl

Abstract

For the successful IT operation outsourcing, there need appropriate metrics on  which
both of the service clients and provider agree. The metrics are used to set up the service
level objectives, which are manifested in the service level agreement with prices A study of
metrics is necessary for the following reasons: First, most of the metrics used today were
introduced in the early years of computers and are not satisfactory to both of the service
providers and clients. Second, metrics represent the performance of system components but
not end-user satisfaction. Third, because the service provider leads the outsourcing
agreement, the objectives are specified more favorable to the provider. The objectives
should be based on metrics that both sides fully understand and agree on.
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