	
	
	



[image: image1.png]



EGI.eu

OLA Performance Report
	Title
	EGI.eu OLA - 1st Level Support and 2nd Level Support performance report

	Provider
	CESNET, IBERGRID

	Service
	1st Level Support and 2nd Level Support

	Produced by
	Zdenek Sustr
sustr4@cesnet.cz 
Support team manager

	Audience
	EGI.eu Operations

operations@egi.eu

	Purpose
	Report on performance of the service

	Period
	01/05/2014 – 31/10/2014

	Related agreements
	EGI.eu-OLA-1stLevelSupportAnd2ndLevelSupport-v1.doc

	Document Link:
	https://documents.egi.eu/document/2170


I. Copyright notice

Copyright © EGI.eu. This work is licensed under the Creative Commons Attribution-NonCommercial-NoDerivs 3.0 Unported License. To view a copy of this license, visit http://creativecommons.org/licenses/by-nc/3.0/ or send a letter to Creative Commons, 171 Second Street, Suite 300, San Francisco, California, 94105, USA.

The work must be attributed by attaching the following reference to the copied elements: “Copyright © EGI.eu (www.egi.eu). Using this document in a way and/or for purposes not foreseen in the license, requires the prior written permission of the copyright holders. The information contained in this document represents the views of the copyright holders as of the date such views are published.
This report is based on a template that forms part of the FitSM family – a lightweight standard for IT Service Management that supports federated infrastructures. For more information on FitSM visit www.fitsm.eu or contact info@fitsm.eu
. The SLA template this document is based on was licensed with a Creative Commons Attribution 4.0 International License.

This report is based on FitSM Template: Report v0.2 
TABLE OF CONTENTS

1 General overview of performance in the period
4
2 Performance against Service Targets
4
3 Issues arising in the period
5
4 Measures planned 
5
5  Foreseen activities and changes 
5



1 General overview of performance in the period
The CESNET+IBERGIRD partnership has successfully established procedures to provide support services and cover all relevant areas orphaned by the dissolution of the previous partnership. The mode of operation has been mostly carried over.

Contrary to the original bid, 1st level support is not provided solely by IBERGIRD, but rather CESNET and IBERGRID alternate on a weekly basis. Since there was little formally described procedure provided by the previous 1st level support owner (INFN), 1st level support by both partners had to follow a natural learning curve, resulting in occasional ticket routing issues in the early months. This seems to have been resolved with learning and with the creation of an internal ticket routing knowledge base / documentation.
2 Performance against Service Targets
Performance is given in four categories, i.e., response times for support tickets, broken down by level and target response time, with values given in Working Days. Availability and Reliability are not applicable to support performance. Metrics values are taken over from Monthly Performance Statistics (https://documents.egi.eu/public/ShowDocument?docid=2284) and from the GGUS Report Generator (https://ggus.eu/?mode=report_view). The following table shows performance against targets:

	Service level parameter
	Target


	M1 average
	M2 average
	M3 average
	M4 average
	M5 average
	M6 average

	Availability
	N/A
	N/A
	N/A
	N/A
	N/A
	N/A
	N/A

	Reliability
	N/A
	N/A
	N/A
	N/A
	N/A
	N/A
	N/A

	Support priority
	N/A
	N/A
	N/A
	N/A
	N/A
	N/A
	N/A

	1st level
	0.13
	0.06
	0.08
	0.13
	0.09
	0.10
	0.14

	2nd level

top priority
	0.50
	0.02
	0.00
	0.05
	–
	0.14
	–

	2nd level

urgent and very urgent
	1.00
	0.18
	0.34
	0.18
	0.28
	0.10
	0.37

	2nd level

low
	5.00
	0.07
	0.30
	0.24
	0.23
	0.31
	0.86


3 Issues arising in the period
There were no serious issues encountered during the period in question. There were occasionally issues wherin GGUS FAQs have been found lacking, and routing was initially unclear to the 1st level supporter on shift, and had to be discussed within the support consortium, resulting in the target response time to be slightly exceeded. The only serious violation that tipped the October 2014 average over the 1-hour limit was identified as #109478, wherein the user has requested the ticket to be assigned to a specific person rather than an SU, which was done quickly by TPM but which caused the ticket to remain in the TPM queue in state “assigned” until resolution fourteen days later. That skewed the resulting average significantly.
4 Measures planned 
Ticket routing instructions were being continuously updated throughout the whole period to cover new types of requests, previously unencountered. Aside of further updating and fine-tuning that documentation, no additional measures are deemed necessary.
5  Foreseen activities and changes 
Support activities will continue “as tickets arrive.” No changes in procedure or team composition are expected.
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