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Appendix 2 b 
Liberata IT Year to Date SLA Performance Graphs 

 

 
 

 

Priority 1 Calls Closed Within SLA
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Priority 1 calls closed w ithin SLA Service Default (70%) Service Failure (80%) Base Level (90%) Enhanced Service (95%) Service Excellence (100%)

Priority 2 Calls Closed within SLA
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Priority 2 calls closed w ithin SLA Service Default (70%) Service Failure (80%) Base Level (90%) Enhanced Service (92.5%) Service Excellence (95%)

Priority 3 Calls Closed within SLA
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Priority 3 calls closed w ithin SLA Service Default (70%) Service Failure (80%) Base Level (90%) Enhanced Service (92.5%) Service Excellence (95%)
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Percentage Calls Answered in 20 Seconds
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Service Desk calls answ ered w ithin 20 secs Service Default (60%) Service Failure (70%)

Base Level (80%) Enhanced Service (85%) Service Excellence (90%)

Percentage Calls Answered in 30 Seconds
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Service Desk calls answ ered w ithin 30 secs Service Default (65%) Service Failure (75%)

Base Level (90%) Enhanced Service (92.5%) Service Excellence (95%)

First Time Fix
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First time fix % Service Default (50%) Service Failure (60%) Base Level (70%) Enhanced Service (75%) Service Excellence (80%)
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Admin Requests completed within SLA
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Admin Requests completed w ithin SLA Service Default (80%) Service Failure (90%)

Base Level (95%) Enhanced Service (97%) Service Excellence (99%)

Customer Satisfaction On Fault Calls (out of 6)
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Customer Satisfaction On Fault Calls (out of 6) Service Default (3.5) Service Failure (3.8) Base Level (4.2) Enhanced Service (4.6) Service Excellence (5)

Customer Satisfaction On Work Requests (out of 6)
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Customer Satisfaction On Work Requests (out of 6) Service Default (3.5) Service Failure (3.8)

Base Level (4.2) Enhanced Service (4.6) Service Excellence (5)
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System Availability By Application
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System Availability By Application Service Default (90%) Service Failure (95%) Base Level (98%) Enhanced Service (99%) Service Excellence (99.50%)

Infrastructure - Main Sites Availability
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Infrastructure - Main Sites Availability Service Default (90%) Service Failure (95%)

Base Level (98%) Enhanced Service (99%) Service Excellence (99.50%)

Infrastructure - Remote Sites Availability
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Infrastructure - Remote Sites Availability Service Default (85%) Service Failure (90%)

Base Level (95%) Enhanced Service (97%) Service Excellence (99%)
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Requests for Work and Service Requests (Quotes) Performance
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Requests For Work Service Requests (Quotes) Service Default (75%) Service Failure (80%)

Base Level (90%) Enhanced Service (92.50%) Service Excellence (95%)

 


