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[bookmark: _Toc424229251][bookmark: _Toc424231650][bookmark: _Toc17874130]EXECUTIVE SUMMARY
[bookmark: _Toc254867545][bookmark: _Toc254867882][bookmark: _Toc254868120][bookmark: _Toc254868232][bookmark: _Toc254874262][bookmark: _Toc254875695]This document provides details and commitments of the Managed Print Services Service Area and Service Offerings.
The descriptions of the Service Area and Service Offerings together with their service commitments and targets, owner, support organization and the type of Foundation Service Level Agreement that they conform to, are maintained and controlled in the CMDB under change control.  This document contains the approved service parameters extracted from the CMDB at the time of approval of the document.  Future versions of this document will contain url’s to reports from the CMDB (Service Now) rather than embedded tables of data extracted under change control.
In addition to those parameters, common to all Services, this document contains specific terms and conditions of the services for this Service area
This document, together with the applicable Foundation Service Level or Operational Level Agreement, forms the Service Level Agreement “SLA” or Operational Level Agreement “OLA” (for internal service offerings) for these services with the Fermilab community.  Taken together they fully describe the responsibilities of the Service Owner, Customer(s) and Users, the Service Levels, Service Commitments, Service Support and Service breach procedures, computer security responsibilities, and specific terms and conditions for the services described below. 

[bookmark: _Toc254867552][bookmark: _Toc254867889][bookmark: _Toc254868127][bookmark: _Toc254868239][bookmark: _Toc254874269][bookmark: _Toc254875696][bookmark: _Toc424229252][bookmark: _Toc424231651][bookmark: _Toc17874131]1 	SERVICE AREA OVERVIEW
	Service Area:
	Managed Print

	Service Area Owner:
	Cynthia Arnold

	 
	Managed Print Services provides core printing services and copier management to lab users and employees.

	 
	ISO20000 Certified

	 
	Managed Print Services provides a turnkey print service to lab users and employees. Full break/fix support for all catalog devices and approved legacy devices, print job and print queue management, consumables delivery with installation and all parts and equipment necessary to support the printing services will be provided under this service. User training any of these devices is also available.






	Service Offering
	Short Description
	Offered
	Owner

	Printer, Copiers and Scanners - Standard
	
• Provides the ability to print from Windows, Mac and Linux platforms via Managed Print Services and includes standard printer and multi-function device support.
• Complete print support including installations, configuration and print queue management, troubleshooting, and break/fix support (including parts) for all devices within the scope of the managed print environment.

	Customer-facing
	Darnell Green

	Consumable Management - Standard
	
• Order, maintain inventory of, and install all consumables, excluding paper, for Managed Print Services (MPS) devices.

• All printer consumables, excluding paper, will be provided as part of the Managed Print Service offering.

• This service includes toner valet through which MPS will deliver and install the consumables for you on any device covered under this offering
	Customer-facing
	Darnell Green


Critical incident response requires a phone call to the Service Desk at 630 840 2345.
2 [bookmark: _Toc424229253][bookmark: _Toc424231652][bookmark: _Toc17874132]SERVICE OFFERINGS
[bookmark: _Toc17874133] Printers, Copiers and Scanners - Standard


	 Printers, Copiers and Scanner - Standard
	 

	Other Information
	If the entire print environment is down/degraded, 24 x 7 is available. 24x7 support is provided, via event monitoring and paging, for the following (configuration) items, which are required for the service to be operational: OM Plus Delivery Manage-Prd

	Type of SLA
	Based on Foundation SLA and Underpinning Contract Agreement

	Service Criticality Tier   2
	Recovery in < 12 hours

	Supported by
	Managed Print Service

	Off hours support: 24by7   Critical Incidents allowed     ISO20000 Certified  



2.1 [bookmark: _Toc17874134] Consumable Management - Standard

[bookmark: _Toc424229255][bookmark: _Toc424231654]
	Consumable Management - Standard
	 

	Other Information
	 

	Type of SLA
	Based on Foundation SLA and Underpinning Contract Agreement

	Service Criticality Tier   3
	Recovery in < 24 hours

	Supported by
	Managed Print Service

	Off hours support: 8to17by5   Critical Incidents none     ISO20000 Certified  





3 [bookmark: _Toc424229257][bookmark: _Toc424231656][bookmark: _Toc17874135]  	SERVICE CAPACITY

[bookmark: _Toc17874136]3.1	Business Capacity Management 
Computing Sector Service Owners collect customer requests for increased capacity, availability, or quality of printing services through the Service Desk
3.2 [bookmark: _Toc17874137]Service Capacity Management 
The Managed Print environment is managed through the Managed Print software (running in a virtual machine) and Data Collection Agents that reside on the printing devices.  The combination of these two items allows for the proactive management of consumables and operational issues before any report is made by a user.  Additionally, usage statistics are gathered which can be used to monitor the overall usage of the machine and insure it is sufficient to meet the capacity goals. The reports are analyzed and reviewed quarterly.
3.3 [bookmark: _Toc465103220][bookmark: _Toc466967729][bookmark: _Toc17874138]Component Capacity Management 
The objective is to manage, control and predict the performance, utilization and capacity of IT resources and individual IT components. 
The Managed Print environment is managed through the Managed Print Software software (running in a virtual machine) and Data Collection Agents that reside on the printing devices.  The combination of these two items allows for usage statistics to be gathered which can be used to monitor the overall usage of the machine and insure it is sufficient to meet the capacity goals for each area and stay within the recommended operational duty cycle of the individual device. 
The individual components are documented on SharePoint with views of devices under the contract, secure print, and scan-to-device reports. https://fermipoint.fnal.gov/organization/cs/ccd/Projects/managedprintserv/Lists/Imaging%20Device%20Status/AllItems.aspx.
4 [bookmark: _Toc465103222][bookmark: _Toc466967731][bookmark: _Toc424229258][bookmark: _Toc424231657][bookmark: _Toc17874139]BUSINESS REQUIREMENTS, SERVICE ENTITLEMENTS AND COST 
4.1 [bookmark: _Toc17874140]Business Requirements
The Fermilab managed print service (MPS) is an optimized modern print service consistent with industry best practices to reduce cost and meet the needs of the laboratory for printing services.
Prior to the existence of this service all organizational units purchased, managed maintenance of, bought supplies for, a very large numbers of printers, with an enormous diversity of models, and very different costs of ownership and costs of printing. 
In the annual budget process the business requirements are reviewed and aggregated so that the Managed Print Services area owner may plan adequate technical resources to meet the business needs.  Refer to:   
· Tactical Plan and Budget process described in Financial Management Policy and Procedures (see docdb#4112)
· Capacity Plans (see docdb#4047)
· Business Impact Assessment (see docdb#4571) 
· Continuity of Operations Plans (see docdb#5097,4969 and #4571)	 
4.2 [bookmark: _Toc17874141]Service Entitlements
[bookmark: _Toc212977953][bookmark: _Toc213019262][bookmark: _Toc254867569][bookmark: _Toc254867906][bookmark: _Toc254868144][bookmark: _Toc254868256][bookmark: _Toc254874290][bookmark: _Toc254875713][bookmark: _Toc424229271][bookmark: _Toc424231658]Service Entitlements are defined in the applicable Foundation Service Level Agreement.  Exceptions to those entitlements (if any) are listed below.
4.3 [bookmark: _Toc17874142]Service Charging Policy
The Managed Print Service owner will work with the Managed Print Service provider to develop a budget for estimated costs of new devices and the Managed Service for the coming year.  Once established, this budget will be input into the Computing Sector Budget entry system. 
	 Printers, Copiers and Scanners (Managed Print)
	no charge

	Consumable Management - Standard
	no charge



5 [bookmark: _Toc424229263][bookmark: _Toc424231666][bookmark: _Toc17874143]SERVICE REQUESTS
5.1 [bookmark: _Toc424229264][bookmark: _Toc424231667][bookmark: _Toc17874144]Standard Requests

	Service Catalog Items
	 

	Service 
	Catalog Item

	 Printers, Copiers and Scanners (Managed Print)
	Print Services

	
	Printer Supplies

	
	Consultation on Device Ordering

	
	Training on Managed Print Devices

	
	Scan Documents to a Central Storage Area

	
	




6 [bookmark: _Toc17874145][bookmark: _Toc424229266][bookmark: _Toc424231669]SERVICE COMMITMENTS
Except as otherwise stated below the Availability commitments and targets and the Service Level commitments and targets for both response and resolution of Incident (something is broken) and Request tickets is as described in the applicable Foundation Service Level or Operational Level Agreement.


[image: ]
[image: ]

6.1 [bookmark: _Toc424229265][bookmark: _Toc424231668][bookmark: _Toc17874146]Service Availability


Service availability is measured as an uptime percentage during the expected service availability window.  An Outage implies service unavailability and negatively impacts availability measurements.  An Outage during an ‘agreed to maintenance window’ does not impact the availability measurement.
Maintenance Window – Outside of normal service window (8:00 am – 5:00 pm) for Operating System and software updates.
 
	Event
	Incident Priority
	Outage Threshold

	 
	Critical
	High 
	Outage
	Degradation

	All Printing and all features are unavailble to all users
	x
	 
	x
	 

	Secure Print and/or Scan to Print are not available for all users.
	 
	x
	 
	x



6.2 [bookmark: _Toc17874147]Service Requests
[bookmark: _Toc478633452][bookmark: _Toc17874148]General and Non-Standard Requests
Request that may require negotiation or are outside of the standard defined items offered by the service.
· Request Response:  Ticket Acknowledgement, which is measured during core business hours, 8a.m. to 5p.m. Monday through Friday.
There is no resolution time target for requests due the wide variety of requests being handled.
7 [bookmark: _Toc17874149]SERVICE SUPPORT
7.1 [bookmark: _Toc424229267][bookmark: _Toc424231670][bookmark: _Toc17874150]Requesting Service Support
Access to all Computing Sector IT services should be requested through the Service Desk, via the ServiceNow application, or by phone (630-840-2345). More information about requesting service can be found in the Self Service section of ServiceNow.
Unless otherwise noted Support Availability is 8:00AM to 5:00PM Monday to Friday excluding holidays
7.1.1 [bookmark: _Toc17874151]Special Support Coverage
Requests for changes in support coverage should be made by opening a request with the Service Desk a minimum of 7 days before the coverage change is needed.
These requests must be negotiated and are subject to approval based on the staff available at the time and the nature of the additional support.	
7.2 [bookmark: _Toc528464564][bookmark: _Toc531588484][bookmark: _Toc149634279][bookmark: _Toc213019260][bookmark: _Toc254867568][bookmark: _Toc254867905][bookmark: _Toc254868143][bookmark: _Toc254868255][bookmark: _Toc254874289][bookmark: _Toc254875712][bookmark: _Toc424229270][bookmark: _Toc424231671][bookmark: _Toc17874152]Customer requests for Service Enhancements
Customers can request Service Enhancements by entering a Service Desk ticket.    The Service Owner will work with the Customer to prioritize and track progress.
8 [bookmark: _Toc424229259][bookmark: _Toc424231659][bookmark: _Toc17874153]SERVICE LIFECYCLE
Plan: The Service owner and the Managed Service provider, along with the customer, will help plan and, if necessary, requisition the proper imaging device required to meet the customer’s needs and help coordinate requirements with the networking, facility, and printing application providers.  The Service owner and the Managed Service provider will plan and, if necessary, requisition central printing software required to meet the customer’s needs.
Purchase: The Service Owner will manage the purchase requisition orders along with the required documentation.  The Managed Service provider will coordinate with the appropriate underpinning service providers to ensure that adequate resources are available for the service.  
Deploy: The Service Owner and the Managed Service provider, along with the customer, will coordinate the deployment of imaging devices to an area. 
Manage: The Managed Service provider will manage and maintain the application software and the imaging devices. The Managed Service provider will maintain vendor support currency.
Retire/Replace: Application software will be upgraded regularly in accordance with vendor offerings as part of a normal software maintenance lifecycle. The Service owner and the Managed Service provider will coordinate with the customer and underpinning service providers to perform these types of upgrades.  The Service Owner and the Managed Service provider, along with the customer, will coordinate the retirement of imaging devices in an area.
9 [bookmark: _Toc424229260][bookmark: _Toc424231660][bookmark: _Toc17874154]RESPONSIBILITIES
9.1 [bookmark: _Toc424229261][bookmark: _Toc424231661][bookmark: _Toc17874155]General Responsibilities
The applicable Foundation Service Level agreement defines the general responsibilities of the User, Customer and Service Owner including Computer Security responsibilities.  It describes how to report incidents and the responsibilities with respect to service tickets.

9.2 [bookmark: _Toc17874156][bookmark: _Toc424229262][bookmark: _Toc424231662]Service Specific Responsibilities
There are no additional service specific responsibilities beyond those mentioned in the Foundation SLA.
10 [bookmark: _Toc424229268][bookmark: _Toc424231672][bookmark: _Toc17874157]  SERVICE CONTINUITY
Computing has created an overall IT Service Continuity Management Plan that covers the key areas that each individual service area would rely upon in a continuity situation such as command center information, vital records, personnel information.  
[bookmark: _Toc503156629][bookmark: _Toc503156693][bookmark: _Toc503156744][bookmark: _Toc503671484][bookmark: _Toc503674439][bookmark: _Toc504366411]Recovery Time Objective (RTO)  is defined as the length of time processes could be unavailable before the downtime adversely impacts business operations.

Recovery Point Objective (RPO) is defined as the maximum interval of data loss since the last backup that can be tolerated and still resume the business process.
	 
	Recovery Objectives

	Service offering
	RTO
	RPO

	Consumable Management - Standard
	24 hours
	n/a

	 Printers, Copiers and Scanners - Standard
	12 hours
	12 hours




10.1 [bookmark: _Toc17874158]Recovery Strategy
[bookmark: _Toc17874159]10.1.1 	Strategy for initial recovery
If the managed print provider staff is the initial incident responder, contact will be made with the Service Desk to declare the incident and with CCD Management to inform them of the situation. The managed print provider responder to the incident will inform the Service Owner and work with the Management Team. The Management Team will decide whether this service recovery plan will be executed and will communicate that to the  managed print provider responder. 
[bookmark: _Toc17874160]10.1.2  Overall recovery strategy
The  managed print provider responder forms a Service Recovery Team for the MPS services. This team:
· Chooses a Recovery Coordinator to lead the team (nominally the managed print provider staff initially responding to the incident).
· Performs a Damage Assessment (if not already done). Damage Assessment is described below.
· Sends notice of the outage to affected customers. 
· Formulates a Recovery Plan from the damage assessment and the scenarios listed below. 
· Determines if alternate hardware or alternate data center is required. 
· Determines whether partial service restoration is required.
· Notifies the Management Team of the plan.
· In the case of partial service outage, affected users may be able to use alternate locations for the service to continue.
· Works with Management Team to coordinate the recovery with other services. 
· Verifies underlying infrastructure is available.  This includes facilities (power/cooling), networking (DNS, firewalls, routers, switches), and the virtual services infrastructure.
· Implements the recovery plan.
· Verifies environment and service readiness (as needed by the type and severity of the outage)
· Enables the service(s).
· Notifies the Management Team when the service(s) are available.
· If partial service was restored and alternate hardware deployed or alternate center used, when the hardware or center is repaired, restores services to normal operations according to the recovery plan.
Damage Assessment Procedure 
In the case of a severe loss of service, the service recovery team is to investigate the problem, call in vendors if needed and utilize Computing Sector personnel expertise as required to assess the damage. The team follows this procedure:
1. Determine if there is potential for further disruption or damage to the service and take preventative steps if so. 
2. Make a comprehensive list of the damage, damaged equipment, equipment that needs to be replaced.
3. Make an assessment of the time to repair the affected portion of the MPS service(s) and make it operational.
4. Make an assessment of the free resources in the MPS services that are still operational and can be used to restore partial or full service to the affected portion.
5. When damage assessment has been completed, the Service Recovery Coordinator is to inform the Service Owner and Management Team of the assessment.

Communications 

· If this Continuity Plan is to be activated, the Service Recovery Coordinator is to notify all team members and inform them of the details of the event.
· The Recovery Coordinator is to provide the Management Team with details of the Damage Assessment and resource availability and any immediate steps that need to be taken to prevent further damage.
· The Management Team in consultation with the other recovery teams will decide which resources to utilize for providing limited interim service. This process may engage customer representatives to make decisions about priorities and resources. 
· Upon notification from the Service Recovery Coordinator, Team Leaders are to notify their respective teams as needed. Team members are to be informed of all applicable information and prepared to respond. 
· The Service Recovery Coordinator is to notify remaining personnel (via notification procedures) on the general status of the incident. 

10.1.3 [bookmark: _Toc17874161] High availability fail-over
The MPS services do not provide HA fail-over
10.1.4 [bookmark: _Toc17874162]Recover at another site or multiple sites
Instances of the MPS service are backed up per the FNAL Site Backup plan (http://eso.fnal.gov/site-backups/sbs-policy/.)  After the VM environment has been created (if required) there are 2 methods to restoring the MPS software environment.  If available, a quick restore from disk should take place.  Without the ability to restore from disk then a tape restore will have to be done to the VM environment. After the Managed Print software is restored minor network route configurations must be completed and then the services for MPS can be started. Restoring service to an alternate location is discussed in the Data Center Loss section below. 

10.1.5 [bookmark: _Toc17874163]Build from scratch
Instances of the MPS service are backed up per the FNAL Site Backup plan ( http://eso.fnal.gov/site-backups/sbs-policy/)  The VM environment that supports MPS must be created by the Virtual Services team first. After the VM environment has been created there are 2 methods to restoring the MPS software environment.  If available, a quick restore from disk should take place.  Without the ability to restore from disk then a tape restore will have to be done to the VM environment. If neither of these options are available, re-installation of the Managed Print software and associated SQL database will need to occur. After the Managed Print  software is restored minor network route configurations must be completed and then the services for MPS can be started. 

[bookmark: _Toc17874164]10.2 Recovery Scenarios
[bookmark: _Toc17874165]10.2.1 Building not accessible (Data Center Available)
All MPS service hosts are available remotely through console servers including remote power control. If restoration from disk is not available, the tape libraries in the Data Centers may need physical intervention. 
· Contact the Crisis Center. The Computing Sector Continuity plan lists the location of these centers as well as alternate locations.
· Execute the overall strategy for recovery.
· Restore the hardware (VMs) and software for the Managed Print Software .  If restoration from tape is required that may require physical intervention when the building becomes accessible.
10.2.2 [bookmark: _Toc17874166]Data Center Failure (Building Accessible)
· Contact the Crisis Center. The Computing Sector Continuity plan lists the location of these centers and alternates.
· Execute the overall strategy for recovery after the creation of either a VM or hardware environment required to support the MPS software restoration.
10.2.3 [bookmark: _Toc17874167]Building not accessible and Data Center Failure
· Contact the Crisis Center. The Computing Sector Continuity plan lists the location of these centers and alternates.
· Execute the overall strategy for recovery after the creation of either a VM or hardware environment required to support the MPS software restoration. 
10.2.4 [bookmark: _Toc17874168]Critical recovery team not available
· If initial respondent to the incident, contact the service desk or Emergency Services
· Wait for the Critical Recovery team to set up a Crisis Management Team which will determine whether this Continuity plan should be executed
· Execute the rest of the overall strategy for recovery according for the appropriate scenario if called on to do so
Most of the work can be done remotely. Server power can be cycled remotely, but some may require on-site presence (if restoration from Tape requires a physical loading of media, for example).
10.2.5 [bookmark: _Toc17874169]Pandemic (during normal operations)
The MPS services require specialized knowledge to operate. Most operational tasks can be completed remotely through VPN access. If necessary, these activities could be managed by unskilled staff under the remote direction of skilled staff. 
10.3 [bookmark: _Toc17874170]Return to Operations
1. If this recovery is from a partial degraded interim recovery to a full recovery, the following additional steps must be made to restore full service
a. Restore any service components back to their original location and configuration
b. Ensure the proper network routing to the correct hosts are in place. 
c. Remove or delete the files in the following folders (these folders contain print data and restoring them from backup would restore print jobs from that time)
i. C:\PlusTech\OMPlus\Server\Reports\Indices
ii. C:\PlusTech\OMPlus\Server\Reports\Queues
d. Make sure the services are running 
2. Establish all dependent services are operational and running (LAN, Private LAN, authentication and facilities)

10.4 Workforce completely remote, 30+% of staff ill)
	Completed
	Action

	
	Maintain periodic contact with the Command Center on Zoom (ID: 840 911 9110)

	
	In the event of an outage, coordinate with the Command Center to restore services as described in Computing Contintuity Plan and procedures

	
	When suspending or restoring Services, coordinate with the Command Center.   
Staff works remotely
Suspended/Reduced Services:  device installations; part replacement/delivery/; consumable/toner delivery; 





[bookmark: _Toc17874171][bookmark: _Toc254867566][bookmark: _Toc254867903][bookmark: _Toc254868141][bookmark: _Toc254868253][bookmark: _Toc254874287][bookmark: _Toc254875710][bookmark: _Toc212977954][bookmark: _Toc213019266][bookmark: _Toc254867570][bookmark: _Toc254867907][bookmark: _Toc254868145][bookmark: _Toc254868257][bookmark: _Toc254874291][bookmark: _Toc254875714][bookmark: _Toc424229272][bookmark: _Toc424231677]11  SERVICE MEASURES AND REPORTING
11.1 [bookmark: _Toc17874172]Standard Service Measures and Reports
The Service Offering dashboard is available in the service desk application under the report section. The dashboard measures each offering for each service against the incident response and resolution times and request response times defined in section 6 of this document. The dashboard shows performance trending for the Service Offerings on a weekly/monthly/yearly basis.

The Service Offering dashboard is available to Service Owners and Providers, Business Analysts, Process Owners and Senior IT Management.  

Service Level breaches are identified in the service offering dashboard and are monitored by the Service Owners, Incident Manager and Service Level Manager.
Customer Reports are available in ServiceNow in the Service Management Reports section.
11.2 [bookmark: _Toc17874173]Service specific Measures and Reports

See https://fermipoint.fnal.gov/organization/cs/ccd/ManagedServices/Shared%20Documents/Forms/AllItems.aspx?RootFolder=/organization/cs/ccd/ManagedServices/Shared%20Documents/MPS/Reports  for detailed reports on printer usage, volume, users, etc. etc. 

[bookmark: _Toc212977957][bookmark: _Toc213019272][bookmark: _Toc233013684][bookmark: _Toc424229273][bookmark: _Toc424231678][bookmark: _Toc17874174]APPENDIX A: SUPPORTED HARDWARE AND SOFTWARE
· [bookmark: _Toc424229275][bookmark: _Toc424231680][bookmark: _Toc213019269][bookmark: _Toc233013686]Operating System: Windows Server 2016
· OM Plus, most current version, Java EE Server requires Apache Tomcat v6 or higher, MPD requires Apache Tomcat v6 or higher 
· No physical hardware devices are associated with this service; everything is running on Virtual Machines.

[bookmark: _Toc17874175]APPENDIX B: SLA and OLA CROSS-REFERENCE 
The services in this Service Area depend on the following IT Services to operate within their respective SLAs / OLAs. 
Critically depends on usually means that the Service Offering will be unavailable (or at minimum degraded) if the depends on Service Offering is unavailable.
Depends on means that there is a dependency for Availability and Continuity but the extent of the dependency can vary. 
A Table of Service Dependencies is stored in a separate file (Managed Print Service Dependencies) in the document database entry for this service area Docb#5254

[bookmark: _Toc17874176]APPENDIX C: SERVICE DEPENDENCY CROSS-REFERENCE 

A Table of Services that depend on Services in this service area is stored in a separate file in the document database entry for the Availability Process docdb#5614

[bookmark: _Toc17874177]APPENDIX D: UNDERPINNING CONTRACT (UC) CROSS-REFERENCE 

Key vendor contracts supporting this service area are here under Service Area Managed Print:
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[bookmark: _Toc255304212]Special purpose imaging devices (those with functionality not available on Managed Print Service catalog devices) are not covered by the Managed Print Service.  The Service owner and the customer work together to identify these special-purpose devices.
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Consumable Management -
Standard

+Order, maintain inventory of, and
install all consumables, excluding
paper, for Managed Print Services
(MPS) devices. - All printer
consumables, excluding paper, will
be provided as part of the Managed
Print Service offering, » This service
includes toner valet through which
MPS will deliver and install the
‘consumables for you on any device
covered under this offering

Commitments
 RITM P1 Response - 1h 90% (F) si4
 RITM P2 Response - 4h 90% (F) sL4
¥ RITM P3 Response - 8h 20% (F) sL4
 RITM P4 Response - 8h 90% (F) si4
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Printers, Copiers and
Scanners - Standard

Commitments
¥ INC P1 Response - 30m 90% StA
¥ INC P1 Resolution - 5h 90% (F) sL4
 INC P2 Response - 30m 90% stA
¥ INC P2 Resolution - 8h 90% 5.4

¥ INC P3 Response - 2h 90% 514

¥ INC P3 Resolution - 2d 90% 5.4

¥ INC P4 Response - 2h 90% 514

¥ INC P4 Resolution - 3d 90% 5.4
 RITM P1 Response - 1h 90% (F) si4
 RITM P2 Response - 4h 90% (F) sL4
¥ RITM P3 Response - 8h 20% (F) sL4
 RITM P4 Response - 8h 90% (F) si4
v 99.9% Availability 2¢ x 7




