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Would you run a restaurant without a menu? 
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ΨL¢{a DƻƻŘƴŜǎǎΩ 

ÅDon't write an SLA like you are a frustrated lawyer, a novelist, or a 
tech junkie... 
 

ÅSLAs need to show up gaps in capability and performance. 
Otherwise how can you improve? 

 

ÅDon't fudge SLA targets into % of % of %. Keep goals real, not just 
easy targets. 
 

ÅSLAs should be about positive value delivered by IT services, not 
just how IT responds to failure. 

#ITSMGoodness 
 

 



Agenda   

 

 

What metrics do we currently produce? 
 

SLM + Service Catalogue concepts 
 

Delivering and Demonstrating Value 
 

 



ΨL¢{a DƻƻŘƴŜǎǎΩ 

ÅNo one is interested in what IT does - SLAs should refer business 
outcomes 
 

ÅSLAs breathe business life and relevance into fairly dull IT 
operational processes 
 

Å If you can't measure it somehow, don't set up an SLA for it... 
 

Å If your SLAs are long documents, they don't represent real 
agreement - ie they're SLDs (service level disagreements) 
 

#ITSMGoodness 

 



                



What Metrics do we produce? 
First Time fix 

First Contact Resolution 

Response time 

Turnaround Time 

Abandon Rate 

Average Time to Answer  

Average Call duration 

 

 

 

 

 



What Metrics do we produce? 
First Time fix 

First Contact Resolution 

Response time 

Turnaround Time 

Abandon Rate 

Average Time to Answer  

Average Call duration 

 

 

 

 

 

System Availability 

Server Availability 

Application Availability 

System response time 

No. of incidents 

No. of requests 

No. of changes 

SLA performance 

 

 

 

 

 

 



  

 

o!ƭƭ ǘƘŜ фǎΧ 

o Volumes 

o IT Processes 

oΨ{[!Ω ǇŜǊŦƻǊƳŀƴŎŜ 

o IT Systems performance 

What Metrics do we produce? 



Too much information 



IT Services ς VFM? 



System, not service, reporting 


