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Critical Success Factors 

for Application Service Providers
The following is a list of high-level factors for you to consider when evaluating an external application service provider (ASP) to host and manage critical business applications.

Business

· Clearly defined key business objectives

· Dependence on outside service provider for SW, HW, networks, etc.

· Contingency plans and business continuity

· Insurance protection

Technology / Non-Functional Requirements

· Scalability 

· Flexibility

· Availability (distinguish between network and business application)

· High availability (99%) usually relates to network and equipment.  Effective business system availability will be lower

· Costs relating to ‘high’ availability

· Information Assurance - experience with DoD requirements  

· Availability of support (i.e. Help Desk)

· Troubleshooting process and procedures 

· Response times to trouble reports

· Application integration (API)

Service Level Agreement (SLA)

· Clearly defined terminology on SLA and ASP

· Application customization agreements

· Guarantee of data security

· Penalty clauses

· Termination clauses

· Source code availability

· Ability to bring service back in-house

· Buyer organization resources to manage and coordinate the service provider contract

· Cost/savings incentives for renewal or expanding agreement

· Upgrades and maintenance agreements

Implementation

· Methodology

· Timeline

· Skills required from buyer organization to support planning, implementing and deploying to new environment

Provider Resources

· Experience, background and skill set of service provider resources
· Security, confidentiality and trustworthiness
Vendor Information

· Stability of organization (financial, resource base)

· Number of years in business

· Customer population

· Ability to support requirements

· Length of contract
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