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• Tool
– HP Service Desk
– Alignability Process Model
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Incident Management Metrics - May 2008
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Key Performance Indicators Answers: Target: Warning: Measurement:

A Number Of Support Requests
How many Support Requests did
we experience? 10,000 15,000 11,234

B
Average Time To Resolve High
Impact Incidents

How long does the average high
impact incident take to resolve? 90% 85% 43.30%

C Incident Resolution Rate

How successful are we at
resolving incidents per business
requirements? 90.0% 80.0% 58.9%

D
Number Of related High Impact
Support Requests

How many Support Requests are
related to a High Impact Incident? 75 100 84

0.0% 0.0% (H): 83

E Customer Incident Impact Rate
(By Impact level)

How well are we keeping incidents
from impacting customers?

0.0% 0.0% (H): 83

(M): 506

(L): 7374

F Support Request Reopen Rate

How successful are we at
permanently resolving Support
Requests? 1.0% 2.0% 0.8%

G Incident Labor Utilization Rate*
How much available labor capacity
was spent handling incidents? N/A N/A 570.35

H
Incident Management Process
Maturity (Self-Assessment)

How well do we execute our
Incident Management practices? 2.5 1.5 1.5

*  Combined Incident and Problem Utilization rate (from Clarity)



Incident Management Indicators and Definitions

Key Performance Indicators Calculation: Data Definition

Number Of Support Requests A This is the total number of support requests that are created in a given month.

Average Time To Resolve High Impact
Incidents (percentage) B Calculation consists of support requests with a priority of P1 & P2

Incident Resolution Rate C/A
Calculation consists of 'Request for Incident Resolution' tickets based on the

generic targets of the priority assignments.

Number Of related High Impact Support
Requests D Calculation consists of High Impact Support Requests.

Customer Incident Impact Rate E/A Calculation consists of support requests with a High, Medium or Low impact
divided by total number of support requests.

Support Requests Reopen Rate F/A Calculation consists of completed support requests that were re-opened
within the month divided by the total number of support requests.Support Requests Reopen Rate F/A Calculation consists of completed support requests that were re-opened
within the month divided by the total number of support requests.

Incident Labor Utilization Rate G Based on actual hours posted to Clarity Base Support Plans / Incident and
Problem Management task.

Operational Metrics used in the Calculation of KPIs:

(a) 11,234 Total # support requests

(b) 43.30% Average Time To Resolve High Impact Support Requests (percentage)

(c) 6632 Number of Incidents Resolved Within Agreed Service Levels

(d) 84 Number of related High Impact Support Requests

(e) 7968 Number of Incidents with Customer Impact

(g) 570.35 Total Available Labor Hours to Work On Incidents



• Thanks for listening.
• Q&A


