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ITIL v3 Suqggested Incident Management KPIs

Definition <y

KPIs _aslo

Cwdd o &S Sley g w2 L0155 Aol SO p,5 aSiley by Sleo
e &S Sl g = o0 2 ) Sy G Sl el

Dgh (o0 48,5 a3 (oo gy
Average time taken between the time a user reports an Incident
and the time that the Service Desk responds to that Incident

ol gl oley eSle
Average Initial Response
Time

CeodS o Jawgd o0l b olg> slas
Number of incidents registered by the Service Desk
b asls 4 gui 0g)F
grouped into categories

olas, slass

Number of Incidents

ol G J> sl oy oSl
Average time for resolving an incident
b jasls 4y (g 09,5
grouped into categories

olas; S J> b

Incident Resolution Time
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Number of repeated Incidents, with known
resolution methods

olaz, ,1,S5 olaas

Number of repeated
Incidents

.(ﬁ)Lf J.?m
Number of Incidents resolved remotely by the Service Desk
«((i.e.without carrying out work at user's location
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Incidents resolved Remotely
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Number of escalations for Incidents not resolved in the agreed
resolution time
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Number of Escalations
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Percentage of Incidents resolved at the Service Desk during the
first call
b Ll 4 o og,8
grouped intocategories
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First Time Resolution Rate
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Rate of incidents resolved during solution times agreedin SLA
b ol 4 o eg,5
grouped into categories
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Resolution within SLA
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Averge work effort for resolving incidents
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Incident Resolution Efforts
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Slebo a4y s w0ads (555 4ol Ol pess syl o a5 (g yiws pase) ahad vo o

NSaxS Dt
Percentage of outage (unavailability) due to implementation of
planned changes, relative to the service hours
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(planned unavailability)
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Backlogged change requests are change requests that should
have been implemented but due to for example time/cost
constraints are still outstanding
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/of backlogged/neglected
change requests
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Average amount of time between the registration of changes and
their closure. (e.g. in days
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Percentage of changes scheduled outside pre-defined/pre-agreed
maintenance window. A maintenance window is a prescheduled
time when a system can be taken off-line for maintenance, if
.necessary
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SN g jeess 0yt 00D (S
/. of changes scheduled

outside maintenance window
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Number of opened, urgent changes relative to the total number
of changes opened in a given time period. This KPI reflects the
size of the potential risk of urgent changes on the quality and
performance of the change management process
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umber of unauthorized implemented changes relative to all
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unauthorized change can be detected through consolidation of
the Configuration Management Database (CMDB). A change in
infrastructure for which there is not a change registered is

.considered as unauthorized

by b coluy; ;o Ol Gl o 4 ((owyiwd pas) aiulgsl adad ws o
Aol y s slyl 5l L8 (adad 5l cion L) ahad a5 conl ce cpl 45 o0uid (g,
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Percentage of unplanned outage (unavailability) due to the
implementation of changes into the infrastructure. Unplanned
means that the outage (or part of the outage) was not planned
before implementation of the change

Loonis iy aebin ghad 5l e
/of unplanned outage

/unavailability due to
changes
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Percentage of changes that required restoration of backup during
the implementation
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restoration of backup
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Number of closed changes which were not carried out or were

rolled back relative to the total number of changes closed in a
given time period
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/. of backed-out changes
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Ratio of number of incidents versus number of changes
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Ratio of number of incidents
versus number of changes
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Number of implemented changes that have caused incidents,
relative to all implemented changes within a certain time-period.

Prerequisite for measuring this KP1 is that incidents are
correlated to changes

o Dol el aS Sl sl gas o
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/.of changes that cause
incidents
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The number of changes closed, relative to the number of changes
opened in a given time period

o Ty S
Change queue rate
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Number of overdue changes (not closed and not solved within
the established time frame) relative to the number of open
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/. of overdue changesnges
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.changes (not closed but still within the established time frame
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Percentage of implemented changes not approved (by Change
Advisory Board or CAB, or management), relative to all
implemented changes within the measurement period
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/.of implemented changes

not approved (by
management / CAB
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Percentage of refused changes by CAB
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% of refused changes by
CAB
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Percentage of time (in labour hours) used to coordinate changes
relative to all time used to implement (and coordinate) changes
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Number of incidents caused by changes versus total number of
incidents
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Number of incidents caused

by changes versus total
number of incidents
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Percentage of incidents that are caused by deficient
.documentation
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/. of incidents caused by
deficient documentation
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Number of Problems registered
S e (ks A 4y (gal s g R
Grouped into categories
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Number of problems

Average time for resolving Problems
S i (ks A 4y (gal s g R

Grouped into categories

Problem Resolution time
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Number of Problems where the underlying root cause is not
known at a particular time
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Number of unresolved
Problem

s Sl JSie o 4o g peond (i) R sladlad ) daxs
Number of reported Incidents Linked to the same Problem after
problem identification
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Number of Incidents per

known Problem
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Average time between first occurance of an Icident and
indentification of the root cause

I S bl ey Gida
Time Until Problem
Identification
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Average work effort for resolving Problems
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Grpuped into categories
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Problem Resolution effort
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