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SIG008: Service Availability and Reliability Standards

Objective

To identify key parameters that determine service availability, reliability 
and data security, and to embed these as service measures in a tiered 
compliance framework in a manner that is an accessible indicator of 
service delivery and resilience for customers and commissioners.



Resilience of ARC platforms in TEC services
- draft quality standards for review
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TEC Services Definitions

Service Type Example Use Cases

Preventative
Priority 3

Wellbeing apps, health questionnaires, advisory outreach services to a 
population of vulnerable people at risk

Proactive
Priority 2

Personalised outbound welfare check calls, medication reminders, 
Activities of daily living monitoring, in response to a care plan

Critical
Priority 1

Real-time, life critical call handling, including Telecare alarms, smoke 
detectors, fall detectors



Service Classification

Resilience/Maturity Measure
A                   B                 C                   D                   E

Preventative
(tier 3)

Good
Very 
Good

Outstanding Outstanding Outstanding

Proactive
(tier 2)

Good
Very 
Good

Outstanding Outstanding

Critical
(tier 1)

Good
Very 
Good

Outstanding

Service
Maturity

Service
Type



Measure 1: Availability of ARC Service Platform

Service      
Type

Maximum Unavailability (per annum)
2days           8hrs         120mins       60mins        30mins

=99.452%
availability

=99.909%
availability

=99.977%
availability

=99.989%
availability

=99.994%
availability

Preventative Good
Very 
Good

Outstanding Outstanding Outstanding

Proactive Good
Very 
Good

Outstanding Outstanding

Critical Good
Very 
Good

Outstanding
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