
What	is	a	data	center?	

It	is	the	place	in	which	the	organiza5on	works	to	
provide:	
•  network	services	
•  applica5ons	services	
•  data	storage	and	backup	service	
•  maintenance	services	for	hardware			
•  so=ware	technical	support	services	
And	a	place	that:	
•  keeps	itself	safe	and	always	available	
Opera5ons	=	the	organiza5on			Data	Center	=	the	place	



What	is	a	Service?	

•  A	service	is	a	set	of	ac5ons	or	solu5ons	that	
are	put	in	place	or	are	performed	to	provide	a	
repeatable	and	consistent	set	of	outcomes,	
deliverables,	and	performance	for	people,	
organiza5ons,	and	systems	that	represent	
consumers	or	beneficiaries	of	such	results.	

	The	Interna5onal	Founda5on	for	Informa5on	Technology.	



What	is	Quality	Func5on	Deployment?	

Quality	Func5on	Deployment	(QFD)	is	a	structured	approach	to	defining	customer	
needs	or	requirements	and	transla5ng	them	into	specific	plans	to	produce	products	
to	meet	those	needs.			www.npd-solu5ons.com/qfd.html	
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How	repeatable?	How	consistent?	

Data	
Center	
Tier	

UpBme	
Percentage	

Minutes	Down	
	Per	Year	

1	 99.671%	 1729	
2	 99.741%	 1361	
3	 99.982%	 94	
4	 99.995%	 26	

Six	Sigma:	“	99.99966%	of	all	opportuni5es	to	produce”	an	outcome	
“are	sta5s5cally	expected	to	be	free	of	defects”		(Wikipedia)	



Managing	Quality	in	IT	
	
•  IT	is	all	about	providing	services	
•  Quality	of	an	IT	service	is	determined	by	the	extent	to	
which	it	consistently	meets	desired	outcomes	

•  Non-desired	outcomes	are	service	defects	
•  QMS	means	an	organiza5onal	spirit	of	con5nuous	
improvement	

•  Making	improvements	to	prevent	service	defects	
means	establishing	controls	on	the	process	

•  Therefore	a	strong	control	environment	is	highly	
analogous	to	having	a	strong	QMS		



Basic	Data	Center	Controls	

•  Design	and	infrastructure	controls	
•  Physical	access	controls	
•  Hardware	management	controls	
•  Con5ngency	planning	and	disaster	recovery	
•  Monitoring	
•  Performance	management	



Change	Management	



So=ware	Tes5ng	


