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Classification _ Target value Example of calculation

Internet service Consumer 1 month (Total up time)/ (number of breakdowns)
Availability (MTBF)

Business 2 month
VIP(High cost) 3 month
CallCenter First report time 5 min Total time (Alarm detection - First notification)/ All
(Only VIP) outage number
Average resolution 6 hour Total resolution time for specific incident/ The
time(Consumer) number of specific incident
Average resolution 3 hour
time(Business)
Average resolution 2 hour
time(VIP)
Resolution rate within 50 % The number of resolved incident (by Tier1) / The
Tier1 number of total incidents
Problem Operation error 1 The number of miss-operation

Management
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