Service Level Metric 1.1

I
M

Target 2 Target

Response Time - High Priori Response Time - Medium Priority %

5100.00% S
.00% - 10
-00% Urrent Data ) :- Urrent Data
. Mef Quali Metric Quali

5.00%
May-01  Jun-01  Jul01 — May-01  Jun-01  Julo1 -

©

&
888
EE I

3
s
H
2

% Responded

P

% Respond

Service Level Metric 1.3

ervice Reporting Delivery

Target 2 Target

Response Time - Low Priority >=o0% Service Reporting Delivery

Data
Metric Quality

T 95.00%
7

0.00%

85.00%
& 80.00% T Data
8 75.00% + Metric Quality
0

Day Report
N T VT P

May-01 Jun-01 Jul-01
Jun-01 Jul-01
Month Month Notes: Actual deliver date|

[ SeviceLevelMetic 14 1 [ Service Level Metric 1.4
Resolution Quality Resolut B

Target

esolution Quality >=90% Help Desk Accuracy

Metric Qual

May-01 Bk Jul-01 " May-01 Mgh%] Jul-01

Data
Metric Quality

% Time Resolved
Correctly

% Time Resolved

Current
Metric

5

May-01 B Jul-01 Notes:

# of Requests
e ey




