Survey on Need for a Cloud Computing Certification Scheme in Hong Kong &
the Certification Criteria of the Scheme 
Questionnaire Set A: Potential / Existing Cloud Service Users

Survey on the Need for a Cloud Computing Certification Scheme in Hong Kong
and the Certification Criteria of the Scheme
Objectives

This survey is conducted by the Hong Kong Council for Testing and Certification (HKCTC) to – 

(a)
ascertain the market demand for a certification scheme for cloud computing services in Hong Kong; and 

(b)
determine the certification criteria of such a scheme.
2.
This survey covers three groups of target respondents, i.e. potential and existing cloud service users; cloud service providers; and local certification bodies.  The target of this questionnaire (Set A) is potential and existing cloud service users.
Cloud Service Users as one Target Respondent Group
3.
One of the major aims of the cloud computing certification scheme is to facilitate cloud service users, both potential and existing, in selecting cloud computing services from the market.  Through this survey, the Panel on Promoting Testing and Certification Services in Information and Communications Technologies Trade (ICT Panel) under HKCTC would like to know about the common cloud computing services in use by users, and users’ key concerns about cloud computing services, so that a suitable certification scheme can be tailored.
Background
4.
HKCTC was established by the Government in 2009 to advise it on the overall development strategy of the industry.  The Innovation and Technology Commission of the Government serves as the secretariat of HKCTC.

5.
In view of the good potential for developing new testing and certification services in the information and communications technologies trade, HKCTC set up the ICT Panel in May 2012 (For the terms of reference and membership list of the ICT Panel, please visit HKCTC’s website at www.hkctc.gov.hk/en/pst_ict.html).
6.
The ICT Panel considers it opportune for Hong Kong to pioneer the development of a voluntary certification scheme for cloud computing services.  The certification scheme will be designed to provide independent assurance on the quality of service provided by certified cloud service providers based upon a set of commonly accepted quality metrics such as reliability and security.  The certification is valuable to both service providers and users.  On the one hand, service providers may use the certification to demonstrate the quality of their service and increase the confidence of customers, thus expanding their market; on the other, users may use the certification to identify and select cloud service providers from the market to suit their needs.  Obtaining certification and making use of the certification are voluntary.

7.
This survey is initiated by the ICT Panel.  The information so obtained will be used by the Panel to determine the need for and criteria of the certification scheme.  The particulars provided by individual respondents will not be disclosed to any third party not involved in the conduct of the survey and will be collectively treated as a “restricted document”.
8.
The question list in Part B of this questionnaire is derived from the Service Measurement Index (SMI) prepared by Carnegie Mellon University and the members of its Cloud Services Measurement Initiative Consortium (CSMIC).   The inclusion of the “Information & Copyright” and “No Warranty” clauses underneath the list is in response to CSMIC’s request, upon its permission granted for our using the SMI.  The aggregated results of this survey will be shared with CSMIC for reference to assist it in developing measures supporting potential users to move services to the cloud, while all particulars provided by individual respondents will be kept strictly confidential.
Means to Return the Completed Questionnaire

9.
HKCTC has commissioned an independent survey company, Mercado Solutions Associates Limited (MSA), to conduct this survey.  You are cordially invited to complete this questionnaire and return it to MSA via any of the following means on or before 11 September 2013 (Wednesday) –
· by post to MSA using the enclosed self-addressed envelope;
· by fax to (852) 3167 1193; or 

· by email to ms@mercadoslutions.com.
Survey Hotline

10.
For further information on completing this questionnaire or on this survey, please call the hotline (852) 2538 8150. 
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	INSTRUCTIONS:
For the following questions, please click / put “(” in the ( for your answers, and fill in the blanks.


	Part A: General Information


	A1.
	What is/are the business(es) of your company? [Can choose more than one option]

	
	 FORMCHECKBOX 
 1
Manufacturing  
	 FORMCHECKBOX 
 2
 Wholesale

	
	 FORMCHECKBOX 
 3
 Retail
	 FORMCHECKBOX 
 4
 Logistics and distribution

	
	 FORMCHECKBOX 
 5
 Trading
	 FORMCHECKBOX 
 6
 Banking 

	
	 FORMCHECKBOX 
 7
 Insurance and other financial services
	 FORMCHECKBOX 
 8
 Telecommunications

	
	 FORMCHECKBOX 
 9
 Information technologies (IT)
	 FORMCHECKBOX 
 10  Research and development (R&D)

	
	 FORMCHECKBOX 
 11
 Environmental industries
	 FORMCHECKBOX 
 12  Printing and publication

	
	 FORMCHECKBOX 
 13  Real estate services
	

	
	 FORMCHECKBOX 
 99 Others (please specify): 
	     

	
	
	     


	A2.
	Are you an existing user of cloud computing service? 

	
	 FORMCHECKBOX 
 1
Yes.  [Go to A3]

	
	 FORMCHECKBOX 
 2
No, but I am planning to use cloud computing service within the next 12 months [Go to A3]

	
	 FORMCHECKBOX 
 3
No, but I am planning to use cloud computing service within the next 24 months [Go to A3]

	
	 FORMCHECKBOX 
 4
No, but I am planning to use cloud computing service within the next 36 months [Go to A3]

	
	 FORMCHECKBOX 
 5
No, I have no plan to use cloud computing service within the next 12–36 month. [Skip to A4]
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	A3.
	[For respondents that are existing / potential cloud service users ONLY]
What kind(s) of cloud computing service are you using currently / planning to use? [Can choose more than one option]

	
	Currently using
	Planning to use
	
	
	Currently using
	Planning to use
	

	
	 FORMCHECKBOX 
 1a
	 FORMCHECKBOX 
 1b
	Enterprise resource planning (ERP)
	
	 FORMCHECKBOX 
 9a
	 FORMCHECKBOX 
 9b
	Business intelligence & analytics

	
	 FORMCHECKBOX 
 2a
	 FORMCHECKBOX 
 2b
	Project management & knowledge management (KM)
	
	 FORMCHECKBOX 
 10a
	 FORMCHECKBOX 
 10b
	Website/Content management

	
	 FORMCHECKBOX 
 3a
	 FORMCHECKBOX 
 3b
	Customer relationship management (CRM)
	
	  FORMCHECKBOX 
11a
	  FORMCHECKBOX 
11b
	Office automation software 

	
	 FORMCHECKBOX 
 4a
	 FORMCHECKBOX 
 4b
	Human resource management (HRM)
	
	  FORMCHECKBOX 
12a
	  FORMCHECKBOX 
12b
	Collaboration platform (e.g. online meetings, shared workspace)

	
	 FORMCHECKBOX 
 5a
	 FORMCHECKBOX 
 5b
	Accounting & financial management
	
	  FORMCHECKBOX 
13a
	  FORMCHECKBOX 
13b
	Application development & testing platform 

	
	 FORMCHECKBOX 
 6a
	 FORMCHECKBOX 
 6b
	System & network management
	
	  FORMCHECKBOX 
14a
	  FORMCHECKBOX 
14b
	3D graphics & video streaming 

	
	 FORMCHECKBOX 
 7a
	 FORMCHECKBOX 
 7b
	Sales support
	
	  FORMCHECKBOX 
15a
	  FORMCHECKBOX 
15b
	Server hosting, data storage, data backup 

	
	 FORMCHECKBOX 
 8a
	 FORMCHECKBOX 
 8b
	Marketing & promotion 
	
	  FORMCHECKBOX 
16a
	  FORMCHECKBOX 
16b
	Disaster recovery 


	
	 FORMCHECKBOX 
 99a
	Others being used currently (please specify):

	
	
	     

	
	
	     


	
	 FORMCHECKBOX 
 99b
	Others planned to be used (please specify):

	
	
	     

	
	
	     


	A4.
	[For respondents with no plan to use cloud computing services in the next 12–36 months ONLY]
Why do you plan not to use any cloud computing services in the next 12–36 months? [Can choose more than one option]

	
	 FORMCHECKBOX 
 1
No business / operational need for using cloud computing service
	 FORMCHECKBOX 
 2
Unsure about reliability of cloud computing service

	
	 FORMCHECKBOX 
 3
Unsure about security of cloud computing service
	 FORMCHECKBOX 
 4
Don’t know how to select quality cloud computing services from the market

	
	 FORMCHECKBOX 
 5
Don’t know what cloud computing services are available in the market 
	 FORMCHECKBOX 
 6
Don’t know what cloud computing service is

	
	 FORMCHECKBOX 
 7
Unsure about legislation pertaining to the use of cloud computing services 

	
	 FORMCHECKBOX 
 99 Others (please specify): 
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	Part B: Key Concerns to be Addressed by a Cloud Computing Certification Scheme 


	BACKGROUND INFORMATION:
· Certification is an attestation issued by a third party to a product, process, service or system (an “object”) that specified requirements are met.  The third party concerned is an organisation that is independent of the person or organisation that provides the object, and of user interests in that object.  

· A cloud computing certification scheme shall be a well-defined set of rules, procedures and management for the certification of cloud computing services, with the aim to address various industry criteria in meeting the needs of service users.



	Please indicate, 
· from the perspective of a cloud service user, your level of concern about different factors when you are considering to use / selecting cloud computing services from the market.


B1. Performance – Does the cloud computing service do what cloud service users need?

	Attribute
	Level of Concern

	
	Very much concerned
	………………………..
	Not concerned at all

	
	6
	5
	4
	3
	2
	1

	1.1. Accuracy - The extent to which the cloud computing service adheres to its requirements.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	1.2. Functionality - Whether the specific features provided by the cloud computing service meet clients’ needs.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	1.3. Interoperability - The ability of the cloud computing service to easily interact with other services (from the same cloud service provider and from other cloud service providers).
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	1.4. Service Response Time - The time between when clients make a request to the cloud computing service and when the service responds.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



B2. Usability – Is the cloud computing service easy to learn and to use?

	Attribute
	Level of Concern

	
	Very much concerned
	………………………..
	Not concerned at all

	
	6
	5
	4
	3
	2
	1

	2.1. Accessibility - The degree to which the cloud computing service is operable by users with disabilities.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	2.2. Installability - The time and effort required to get the cloud computing service ready for delivery to clients (where applicable).
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	2.3. Transparency - The extent to which users are able to determine when changes in a feature or component of the cloud computing service occur and whether these changes impact usability.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



B3. Agility – Can the cloud service provider and its cloud computing service(s) be changed and how quickly?

	Attribute
	Level of Concern

	
	Very much concerned
	………………………..
	Not concerned at all

	
	6
	5
	4
	3
	2
	1

	3.1. Adaptability - The ability of the cloud service provider to adjust to changes in client requirements.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	3.2. Elasticity - The ability of the cloud computing service to adjust its resource consumption at a rate rapid enough to meet client demand.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	3.3. Extensibility - The ability of the cloud service provider to add new features or services to existing cloud computing services.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	3.4. Flexibility - The ability of the cloud service provider to flexibly add or remove predefined features from a cloud computing service.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	3.5. Portability - The ability of a client to easily move a service from one cloud service provider to another with minimal disruption.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	3.6. Scalability - The ability of the cloud service provider to increase or decrease the amount of cloud computing service available to meet the requirements and Service Level Agreement (SLAs)
 as agreed with clients.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



B4. Assurance – How likely is it that the cloud computing service will work as expected?

	Attribute
	Level of Concern

	
	Very much concerned
	………………………..
	Not concerned at all

	
	6
	5
	4
	3
	2
	1

	4.1. Availability – The amount of time that a client can make use of the cloud computing service.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	4.2. Maintainability - The ability of the cloud service provider to make modifications to the cloud computing service to keep the service in a condition of good repair.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	4.3. Recoverability - The degree to which the cloud computing service is able to quickly resume a normal state of operation after an unplanned disruption.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	4.4. Reliability - The ability of the cloud computing service to operate without failure under given conditions during a given time period.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	4.5. Resiliency/Fault Tolerance - The ability of the cloud computing service to continue to operate properly in the event of a failure in one or more of its components.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	4.6. Service Stability - The degree to which the cloud computing service is resistant to change, deterioration or displacement.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	4.7. Serviceability - The ease and efficiency of the cloud service provider in performing maintenance and correcting problems with the cloud computing service.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



B5. Security and Privacy – Is the cloud computing service safe and privacy protected?

	Attribute
	Level of Concern

	
	Very much concerned
	………………………..
	Not concerned at all

	
	6
	5
	4
	3
	2
	1

	5.1. Access Control & Privilege Management - Whether the policies and processes in use by the cloud service provider ensure that only the personnel granted appropriate privileges can make use of or modify data/work products.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	5.2. Data Geographic/Political - Whether clients can select the location of data centres based on geographic or political factors.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



	Attribute
	Level of Concern

	
	Very much concerned
	………………………..
	Not concerned at all

	
	6
	5
	4
	3
	2
	1

	5.3. Data Integrity - Whether the cloud service provider keeps the data that is created, used, and stored in its correct form so that clients may be confident that it is accurate and valid.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	5.4. Data Privacy & Data Loss - Whether the cloud service provider enforces proper client restrictions on the use and sharing of client data.  Any failures of these protections are promptly detected and reported to clients.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	5.5. Physical & Environmental Security - Whether the cloud service provider puts policies and processes in use to protect its facilities from unauthorised access, damage or interference.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	5.6. Proactive Threat & Vulnerability Management - Whether the cloud service provide puts mechanisms in place to ensure that the cloud computing service is protected against known recurring threats as well as new evolving vulnerabilities.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	5.7. Retention/Disposition - Whether the cloud service provider’s data retention and disposition processes meet clients' requirements.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	5.8. Exit Arrangements - Whether the cloud service provider specifies arrangements about clients’ early contract termination (e.g. a minimum committed period of usage, penalty for early contract termination, additional cost for clients to bring out virtual servers, data and software license upon contract termination)
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	5.9. Security Management - The capabilities of the cloud service provider to ensure application, data and service infrastructure (e.g. server) security based on the security requirements of clients
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



B6. Accountability – Can cloud service users count on the cloud service provider?

	Attribute
	Level of Concern

	
	Very much concerned
	………………………..
	Not concerned at all

	
	6
	5
	4
	3
	2
	1

	6.1. Auditability - The ability of clients to verify that the cloud service provider is adhering to the standards, processes, and policies that they commit to follow.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	6.2. Compliance - Standards, processes, and policies committed to by the cloud service provider are followed.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	6.3. Governance - The processes used by the cloud service provider to manage client expectations, issues and service performance.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	6.4. Ownership - The rights a client has over his/her data, software licenses and intellectual property associated with the cloud computing service.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	6.5. Provider Certifications - Whether the cloud service provider adopts industry best practices and maintains current certifications for standards relevant to clients' requirements.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	6.6. Provider Contract/SLA Verification - Whether the cloud service provider makes available to clients SLAs adequate to manage the service and mitigate risks of service failure.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	6.7. Provider Personnel Requirements - The extent to which cloud service provider personnel have the skills, experience, education and certifications required to effectively deliver a service.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	6.8. Provider Supply Chain - Whether the cloud service provider ensures that any SLAs that must be supported by its suppliers are supported.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 


	6.9. Sustainability - The impact on the economy, society and the environment of the cloud service provider.
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 



Information & Copyright
The question list in Part B is derived from the Service Measurement Index (“SMI”) prepared by Carnegie Mellon University and the members of its Cloud Services Measurement Initiative Consortium (“CSMIC”).  The SMI is published in the interest of providing information regarding global cloud-based services.  This material is subject to U.S. copyright law and is the property of its respective creators.  Permission to prepare derivative work from the SMI for internal use has been granted.
No Warranty

The question list in Part B is furnished on an as-is basis.  Neither Carnegie Mellon University nor any other contributor to the material makes any warranties of any kind, either express or implied, to any matter (including but not limited to, warranty of fitness for a particular purpose of mechantability, exclusivity, and/or results obtained from use of the material).  Without limiting the general nature of the prior sentence, neither Carnegie Mellon University nor any other contributor to the material makes any warranties of any kind with respect to freedom from patent, trademark or copyright infringement.
	B7.
	To what extent can a certification scheme covering the key concerns listed in Part B above help you in using and selecting cloud computing service? 

	
	 FORMCHECKBOX 
 1
Very useful
	 FORMCHECKBOX 
 2
Quite useful
	 FORMCHECKBOX 
 3
  Not quite useful
	 FORMCHECKBOX 
 4
Not useful


	Part C: Others


We value very much your feedback and if you have any other views or information, please provide it/them to us below, in separate sheets, or through any other means.

	     

	     

	     

	     

	     

	     

	     


	Part D: Contact Information


	D1.
	Company’s name: 
	     

	D2.
	Company's employment size:
	 FORMCHECKBOX 
 1 1-50



 FORMCHECKBOX 
 2 51-100

 FORMCHECKBOX 
 3 101-500


 FORMCHECKBOX 
 4  More than 500 

	D3.
	Respondent’s post title: 
	     

	D4.
	Respondent’s name: 
	     

	D5.
	Respondent’s contact no.:
	     

	D6.
	Respondent’s email address: 
	     


– End of Questionnaire –
Thank You for your Participation in this Survey









































































































Go to the next page for completing the questionnaire

















Set A


For Existing / Potential Cloud Service Users 











Go to the next page 















































Go to the next page 



































































































































� SLA: a contractual agreement by which a service provider defines the level of service, responsibilities, priorities and guarantees regarding the availability, performance and other aspects of the service 
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