	
	
	



[image: image1.png]



EGI.eu

OLA Performance Report
	Title
	EGI.eu OLA – IncidentManagementHelpdesk performance report

	Provider
	KIT

	Service
	IncidentManagementHelpdesk

	Produced by
	Günter Grein
guenter.grein@kit.edu
Site Operations Manager

	Audience
	EGI.eu Operations
operations@egi.eu

	Purpose
	Report on performance of the service

	Period
	20140501 - 20141031

	Related agreements
	EGI.eu-OLA-IncidentManagementHelpdesk -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

31
General overview of performance in the period

2
Performance agaisnt Service Targets
3
3
Issues arising in the period
4
4
Measures planned
4
5
Foreseen events and changes
4



1 General overview of performance in the period
System worked as expected.
2 Performance agaisnt Service Targets
-------REMOVE BEGIN--------
Show performance against target specified in relevant EGI.eu OLA at specified interval, as for an annual report but with targets that are calculated monthly, for each target six figures showing each monthly performance. 
-------REMOVE END--------

The following table shows performance against targets:
	Service level parameter
	Target


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

	Availability
	99
	100
	100
	100
	100
	100
	100

	Reliability
	99
	100
	100
	100
	100
	100
	100

	Support priority
	Medium
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3 Issues arising in the period
None
4 Measures planned 
None
5  Foreseen activities and changes 
None
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