SLA/OLA Reporting

Foundation SLA
Service target Times & Priorities
Response time: 90%
Resolution Time Percentage vague.
[image: ]

Service Measures & Reporting:
A Service Management Report Section is available in the tool. This is broken out by a Lab Dashboard, Customer Reports, Core Computing Division Weekly and Monthly Reports, Scientific Computing Reports and Managed Services reports.
Service level Reporting and trending in the tool is currently in development.

Authentication OLA
Service target Times & Priorities
References Foundation SLA

Service Measures & Reporting:
	Report Name
	Reporting interval
	Delivery Method
	Responsible Party

	Monthly Authentication Services Statistics
	Monthly
	http://computing.fnal.gov/authentication/metrics/
	Authentication Services Owners



Backup & Restore  OLA
Service target Times & Priorities
[bookmark: _Toc254867562][bookmark: _Toc254867899][bookmark: _Toc254868137][bookmark: _Toc254868249][bookmark: _Toc254874283][bookmark: _Toc254875706][bookmark: _Toc255372732][bookmark: _Toc330634038]RESPONSE TIME
Please refer to the Foundation SLA.
[bookmark: _Toc254867563][bookmark: _Toc254867900][bookmark: _Toc254868138][bookmark: _Toc254868250][bookmark: _Toc254874284][bookmark: _Toc254875707][bookmark: _Toc255372733][bookmark: _Toc330634039]RESOLUTION TIME
	Add new servers into system
	Restore requests
	Add/remove  file system from backups of servers that already exist in system

	
	
	

	Target Resolution Time @ 90% compliance:

	8 business hours (once negotiations on what is to be backed up has completed)
	Effort to start restoration of data within 4 business hours. Actual time to complete the restore will vary on how much data and hold old the data is that is being requested.
	4 business hours








Service Measures & Reporting:
Information about the Server Backup and Restore service can be found at the following URL:
http://computing.fnal.gov/site-backups
Click on the “metrics” tab in the link above to obtain metrics on the backup servers or to see a report of your backup jobs (updated daily).

Database Hosting  SLA
Service target Times & Priorities
References Foundation SLA

Service Measures & Reporting:
Incidents and service requests are tracked in the Service Now tool.  Performance can be reviewed on an individual incident and service request basis through Service Now.  Performance can be measured at the aggregate level through automated and ad-hoc reports, also available through Service Now.  
Datacenter  OLA
Service target Times & Priorities
References Foundation SLA

Service Measures & Reporting:
The Managed Service contract outlines the following measurements for Datacenter Services:
Data Center
Hardware Installation. Move, Add, Change (IMAC)

Service Measure                           Minimum Accepted Service Level                   Data Source
Time to respond to the service request
≥95% within  4 Business Hours
Vendor ITSM Tool
Time to complete the hardware IMAC
≥95% within  timeline negotiated at time of request
Vendor ITSM Tool


Measurement Interval: Measured and reported monthly.




9.1       Server Management Service Tower
9.1.1    Server Incident Response


Service Measure                                 Minimum Accepted Service Level                    Data Source
Time to Respond to a Server
Incident (Priority – Critical)
≥95% within  1 hour of Opening a case
Vendor ITSM Tool
Time to Respond to a Server
Incident (Priority - High)
≥95% within  4 hours of Opening a case
Vendor ITSM Tool
Time to Respond to a Server
Incident (Priority - Medium)
≥95% within  8 hours of Opening a case
Vendor ITSM Tool
Time to Respond to a Server
Incident (Priority - Low)
≥95% within  8 hours of Opening a case
Vendor ITSM Tool



Measurement Interval: Measured and reported monthly.

9.2.2    Server Resolution Time
Service Measure                                 Minimum Accepted Service Level                    Data Source
Time to Resolve a Server
Incident (Priority – Critical)
≥95% within  5 hours of Opening a case
Vendor ITSM Tool
Time to Resolve a Server
Incident (Priority –High)
≥95% within  35 hours (1.5 days) of Opening a case
Vendor ITSM Tool
Time to Resolve a Server
Incident (Priority – Medium)
≥95% within  97 hours (4 days) of Opening a case
Vendor ITSM Tool
Time to Resolve a Server
Incident (Priority – Low)
≥95% within  172 hours (7 days) of Opening a case
Vendor ITSM Tool



Measurement Interval: Measured and reported monthly.

Server Resolution Time Assumptions: Achieving these Minimum  Accepted Service Levels is dependent on equipment/parts availability, server warranty and maintenance contracts aligned to the service levels and approved change request.

9.2.3    IT Manager Service Satisfaction (for Data Center Services)

Service Measure                                 Minimum Accepted Service Level                    Data Source
Measures the satisfaction of the Users with the Services
≥80% of surveys with  Positive Choices
Survey Tool


Measurement Interval: Measured and reported monthly.

“Positive Choice” is defined as an average satisfaction score of 3-5 (out of a scale of 1 to 5) as outlined below 

Desktop  SLA
Service target Times & Priorities
References Foundation SLA

Service Measures & Reporting:
	Report Name
	Reporting interval
	Delivery Method
	Responsible Party

	Service Management Reports
	Live
	Web
	Service Owner

	Technology Store 
	Live
	Web
	Service Owner





FermiMail  SLA
Service target Times & Priorities
References Foundation SLA

Service Measures & Reporting:
	Report Name
	Reporting interval
	Delivery Method
	Responsible Party

	Monthly Email Statistics
	Monthly
	Email/Monthly support meeting
	Email Service Owner



Networked Storage  SLA
Service target Times & Priorities
[bookmark: _Toc295721897]RESPONSE TIME
 Please refer to the Foundation SLA.
[bookmark: _Toc295721898]RESOLUTION TIME
Target resolution times @ 90% compliance (applies to Tier 1+, Tier 1 and Tier 2 storage only):
	  Requests for new storage allocations 
	 Replication or migration of data areas.
	  Creation of new filesystems, change requests to storage configuration
	  Quota changes, NFS access list changes

	
	
	
	

	Target Resolution Time @ 90% compliance:

	~3months and is subject to CAB approval.
	Determined by amount of data to migrate. An initial migration is performed, followed by subsequent replications. Once subsequent replications have started, the Network-attached Hosting Service will provide customer with expected timeline to complete migration.
	8 hours 
	4 hours




Service Measures & Reporting:
	Report Name
	Reporting interval
	Delivery Method
	Responsible Party

	NAS Plots
	15 
minutes
	Web (http://computing.fnal.gov/nasan/internal/stats/html/bluearc-plots.html)
	Storage and Virtual Services Managers

	NAS
Quota Reports
	As needed
	Rquotad (1m) via RPC calls to BlueArc
	Customer



Networking  SLA
Service target Times & Priorities
[bookmark: _Toc202855350][bookmark: _Toc203106123][bookmark: _Toc333213668][bookmark: _Toc333224758]RESPONSE TIME
A Networking subject matter expert or other knowledgeable staff member will respond to the user’s incident (submitted through the Service Desk) based upon the priority table outlined in the Foundation SLA.
[bookmark: _Toc202855351][bookmark: _Toc203106124][bookmark: _Toc333213669][bookmark: _Toc333224759]RESOLUTION TIME
There is no resolution time target across services due the wide variety of incidents and requests being handled. Typical service disruptions are restored within 24 hours and typical installation requests are implemented within 10 business days.

Service Measures & Reporting:
The Networking service owners will provide weekly reports on service interruptions at the weekly Operations meeting.
	Report Name
	Reporting interval
	Delivery Method
	Responsible Party

	NVS Support 
	Live
	Web (ServiceNow)
	Service Owner





IT Server  Hosting  OLA
Service target Times & Priorities
RESPONSE TIME
Please refer to the Foundation SLA.
RESOLUTION TIME
[bookmark: _Toc254867564][bookmark: _Toc254867901][bookmark: _Toc254868139][bookmark: _Toc254868251][bookmark: _Toc254874285][bookmark: _Toc254875708][bookmark: _Toc255372734]Target resolution times are set based on classification of the request (Incident versus Request) and its priority (Critical, High, Medium, Low).   Target resolution times for this service in business hours are:
	
	Incident
(Service Restoration)
	Request
(Request Fulfillment)

	Critical
	4 hrs
	24 hrs

	High
	12 hrs
	80 hrs

	Medium
	36 hrs
	200 hrs

	Low
	72 hrs
	400 hrs



90% of service requests are expected to meet the target resolution times outlined above.
INCIDENT AND REQUEST PRIORITIES 
Please refer to the Foundation SLA.

Service Measures & Reporting:
	Report Name
	Reporting interval
	Delivery Method
	Responsible Party

	ESO Department  – This collection of reports contains data for all Incidents and Request assigned to the ESO department
	Live
	Web
	Service Owner





ServiceDesk  SLA
Service target Times & Priorities
References Foundation SLA

Service Measures & Reporting:
	Report Name
	Reporting interval
	Delivery Method
	Responsible Party

	Lab Dashboard – This collection of reports contains data for all Incidents and Request at Fermilab.
	Live
	Web
	Service Owner

	Customer Reports – This collection of reports contains data for all Incidents and Requests as entered by specific customers units.

	Live
	Web
	Service Owner





VideoConferencing SLA
Service target Times & Priorities
References Foundation SLA

Service Measures & Reporting:
	Report Name
	Reporting interval
	Delivery Method
	Responsible Party

	Monthly Email Statistics
	Monthly
	Email/Monthly support meeting
	Email Service Owner





VideoConferencing SLA
Service target Times & Priorities
RESPONSE TIME
The response time target for immediate action requests is within ten minutes of phone, email or pager notification.   Standard videoconference incidents and requests follow the Foundation SLA.
RESOLUTION TIME
Resolution time for incidents follows the Foundation SLA. 
[bookmark: _Toc295721899]INCIDENT AND REQUEST PRIORITIES 
Refer to the Foundation SLA.

Service Measures & Reporting:
	Report Name
	Reporting interval
	Delivery Method
	Responsible Party

	Core Computing Weekly/Monthly Reports. A subset of the ESO Department reports pertains to incident and requests for videoconferencing.
	Live
	Web
	Service Owner

	
	
	
	




Virtual Server Hosting OLA
Service target Times & Priorities
[bookmark: _Toc331150572]RESPONSE TIME
Please refer to the Foundation SLA.
[bookmark: _Toc331150573]RESOLUTION TIME

	Task
	Target Resolution Time @ 90% compliance:

	Provision new VM
	8 business hours (once negotiations are complete and capacity is available)

	Modify/Upgrade existing VM
	8 business hours (once negotiations are complete and capacity is available)

	Perform clone/backup of a VM
	Effort to start job in 4 business hours. Actual time to complete job will depend on size of data and contention for resources. 

	Recover/Restore VM (file or image-level)
	Effort to start job in 4 business hours. Actual time to complete job will depend on size of data and contention for resources.

	Migrate VM (P2V or V2P)
	Effort to start job in 8 business hours (once negotiations are complete and capacity is available)



[bookmark: _Toc331150574]INCIDENT AND REQUEST PRIORITIES 
Please refer to the Foundation SLA.

Service Measures & Reporting:
This service can be measured by:
· VMware vCenter Web Client
· URL: (https://cd-vcenter1.fnal.gov:9443/vsphere-client/) 
· Displays the current and historical status of virtual machines, the guest OS details, host server status, VM hardware, storage resources, and network resources.
· Displays current and past tasks, events, performance, and alarms for both host servers and virtual machines. 

· Quest vFoglight 
· URL: (https://cd-vfoglight:8443/console/page)
· Displays all of the same details as the VMware vSphere Web Client. 
· In addition, there are canned reports available from the URL above by clicking on the Reports link on the left. 
· ServiceNow NVS Dashboard in Service Now 
· URL: (https://fermi.service-now.com/home.do?sysparm_view=fnal_mnvs_dashboard)
· Provides the number of service desk incidents and their response and resolution times for this service.


Web Hosting SLA
Service target Times & Priorities
Refer to Foundation SLA

Service Measures & Reporting:
The service will provide in this section a description of the service measures and reporting that customers and providers may use to track service performance.
	Report Name
	Reporting interval
	Delivery Method
	Responsible Party

	ESO Department Report
	Live
	ServiceNow Service Reports
	Web Service Owner



[bookmark: _GoBack]
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Impact

Extensive Significant Moderate Localized

Service is out for 

Enterprise

Service is out for many 

users or degraded for  

Enterprise

Service is out for 1 user 

or degraded for many

Service is degraded for 

1 user

Urgency

Priority - Critical Priority - High Priority - Medium Priority - Medium

Respond – 1 H Respond – 4 H Respond – 8 H Respond – 8 H

Based on event

Resolve – 5 H Resolve – 35 H (1.5 D) Resolve –  97 H (4 D) Resolve –  97 H (4 D)

Priority - High Priority - High Priority - Medium Priority - Low

Respond – 4 H Respond – 4 H Respond – 8 H Respond –  8 H

Required

Resolve – 35 H (1.5 D) Resolve – 35 H (1.5 D) Resolve –  97 H (4 D) Resolve – 172 H (7 D)

Priority - Medium Priority - Medium Priority - Medium Priority - Low

Respond – 8 H Respond – 8 H Respond – 8 H Respond –  8 H

Important

Resolve –  97 H (4 D) Resolve –  97 H (4 D) Resolve –  97 H (4 D) Resolve – 172 H (7 D)

Priority - Medium Priority - Low Priority - Low Priority - Low

Respond – 8 H Respond –  8 H Respond –  8 H Respond –  8 H

Desirable

Resolve –  97 H (4 D) Resolve – 172 H (7 D) Resolve – 172 H (7 D) Resolve – 172 H (7 D)

Critical

High

Medium

Low


