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Service Level Reporting 

Service Level Management reports ensure that your Services are delivered within the agreed timeframe.

The example below shows the response times for real-time services for a financial institution with a service level of 99% less than 1 second.

Click on the chart below and you will see that the red line for “Business Banking” shows its service level was 97%, which is below the required service level of 99%.
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Service Level Reporting 

As Business Banking had not been delivered to target, the next example shows how the Business Banking service was delivered over the last 12 months. 

Quite clearly, this was the first month when the service target had not been realised. Closer investigation of this system revealed there had been a step change in Online Capacity on the system where this service runs due to new functionality being added. Due to this the online system was now out of capacity and unable to deliver the service required. 
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Service Level Reporting 

The next example shows the turnaround time for overnight updates for a financial institution within a service window of 18:00 to 08:00.

Click on the chart to see that “Business Banking” ran over its window and did not finish until 8:40, preventing the online service from being available.
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Financial Management

Financial Management Reporting provides overall and unit costs broken down by business service. This information is used to allocate costs by activity to different parts of the business for accounting purposes. It could also be used to target high-cost or non-profitable aspects of IT with a view to improvement.

This chart show the number of business transactions per month by business service. This can be combined with the previous chart to give unit cost per transaction for planning purposes.
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Financial Management 

This chart show the number of business transactions per month by business service. This can be combined with the previous chart to give unit cost per transaction for planning purposes.
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Financial Management 

This next chart shows the number of transactions performed by Business Banking over the last 12 months.
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Capacity Management

Capacity Management reporting lets the business know when IT investments will need to be made.

The real time transaction services for this bank are provided on a number of different platforms. The capacity required is based upon the peak load for each individual server. The ATM Wintel servers are clustered for contingency purposes. The IBM i5 server shaded in red is running at 100% of capacity and requires urgent attention.
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Capacity Management 

As the IBM i5 system was in need of urgent attention a trend report was used to review the growth over the previous 12 months.

The report shows a period of steady growth over the first half of the year but from August there was a sudden step change.  This happened when new functionality was introduced into the online service.  The additional processing effectively reduced the lifecycle of the server. 
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Capacity Management
The overnight processing capacity usage also needs to be taken into account for this bank. If this overruns, it will impact on the real-time service availability. The server shaded in red is critical, although the processing shows it could have been started 90 minutes earlier.

[image: image9.emf]Update Processing Capacity Peak



00:00:00

01:00:00

02:00:00

03:00:00

04:00:00

05:00:00

06:00:00

07:00:00

08:00:00

09:00:00

10:00:00

11:00:00

12:00:00

13:00:00

14:00:00

Sun Solaris Unisys Libra580 Unisys Libra690 IBM i5 IBM AIX 5L WinTel1 WinTel2 WinTel3 WinTel4 Sun

SolarisZone1

Sun

SolarisZone2

HP-UX

System Name

Delay to Batch Start Daily Batch Elapsed Time

Update Processing Deadline

WinTel ATM Cluster


Service Continuity

Service Continuity Capacity reporting is required to ensure that failover/disaster backup strategies have sufficient capacity.

The failover strategy for the ATM network uses the Wintel cluster. If one server fails, its processing is automatically moved to another cluster. This chart shows an example of the WinTel4 system failing over to WinTel3
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Availability Management

The business expects all services to be available for 100% of the service window. Where this is not the case, this needs further analysis and possible corrective action.

The business service availability chart shows that all services were 100% available for the whole month except for Business Banking, which was available for 98.6%. This could be due to an overnight update overrun, a hardware failure or a software failure. Further analysis to establish the nature of the shortfall is required, possibly followed by remedial action.

	System Name
	Service Availability %

	Savings & Investments
	100.0%

	Private Banking
	100.0%

	Mortgages
	100.0%

	Business Banking
	98.6%

	Share Dealing
	100.0%

	ATM North
	100.0%

	ATM East
	100.0%

	ATM South
	100.0%

	ATM West
	100.0%

	Personal Loans
	100.0%

	Business Loans
	100.0%

	Pensions & Insurance
	100.0%
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