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No. KPI Name Weight Target Criteria KPI Description Source Formula
Scoring Reference
per Average:
100% above =100%
90%-99% = 95%
- Project PI
Wé‘;’ed /| g0%-89% = 85%
mplementation of IT On-time completion of new or - Satisfaction 70%-79% = 75%
1 rc?'ects 30% 100% Higher is better |on-going IT projects based on Surve 60%-69% = 65%
prol target due dates. e 50%-59% = 55%
- Meetings 40%-49% = 45%
9 30%-39% = 35%
20%-29% = 25%
10%-19% = 15%
9% below = actual
percentage
Provide actions/on-time
. -1T k
resolutions on F2 Systems emali—lielpdes IT Helpdesk
10% 100% Higher is better |related issues based on assigned Dailv Activit Weighted Score
IT Helpdesk tickets provided by y y from Project KPI
‘ Log
Project Team.
Provide actions/on-time
resolutions on F2 SAP related ;rlga;lelpdesk IT Helpdesk
) Addressing of assigned IT- 10% 100% Higher is better |issues based on assigned IT Dailv Activit Weighted Score
related issues Helpdesk tickets provided by Lo y y from Project KPI
Project Team. 9
Provide actions/on-time
oraen i el L
10% 100% Higher is better PP . ) - Weighted Score
based on assigned IT Helpdesk |-Daily Activity from Proiect KPI
tickets provided by Project Log J
Team.

DDC: This Document is already Approved and Posted on Intranet.
Please refer to printed files for signatures of approvers.
Any printed and saved copy of this document is considered uncontrolled

Page 1of4



Information Technology

Key Performance Indicator

Document
Number:

KPI-SS-07.03

Department:

Information Technology

Effective Date:
July 25, 2018

Revision No

0

No.

KPI Name

Weight Target

Criteria

KPI Description

Source

Formula

Managing Company’s IT

assets

6% 100%

Higher is better

Database availability by on-
demand

- Logbook

- E-mail

- SAP
Uptime/Downti
me

Scoring Reference
per Average:
100% above =100%
90%-99% = 95%
80%-89% = 85%
70%-79% = 75%
60%-69% = 65%
50%-59% = 55%
40%-49% = 45%
30%-39% = 35%
20%-29% = 25%
10%-19% = 15%

9% below = actual
percentage

5% 100%

Higher is better

Preventive Maintenance on all
hardware assets

- Telephone
worksheet

- PMS
acknowledgmen
t form

- FATA

Scoring Reference
per Average:
100% above =100%
90%-99% = 90%
80%-89% = 80%
70%-79% = 70%
60%-69% = 60%
50%-59% = 50%
40%-49% = 40%
30%-39% = 30%
20%-29% = 20%
10%-19% = 10%

9% below = actual
percentage

6% 100%

Higher is better

Network Availability by 24/7

- Network
worksheet
- Logbook
- E-mail

Scoring Reference
per Average:
100% above =100%
90%-99% = 95%
80%-89% = 85%
70%-79% = 75%
60%-69% = 65%
50%-59% = 55%
40%-49% = 45%
30%-39% = 35%
20%-29% = 25%
10%-19% = 15%

9% below = actual
percentage
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Managing Company’s IT
assets

3% 100%

Higher is better

% of Back-Up Success as
scheduled

- Logbook
- E-mail

Scoring Reference
per Average:
100% above =100%
90%-99% = 95%
80%-89% = 85%
70%-79% = 75%
60%-69% = 65%
50%-59% = 55%
40%-49% = 45%
30%-39% = 35%
20%-29% = 25%
10%-19% = 15%

9% below = actual
percentage

3% 100%

Higher is better

Enterprise Messaging Availability
by 24/7

- Logbook
- E-mail

Scoring Reference
per Average:
100% above =100%
90%-99% = 95%
80%-89% = 85%
70%-79% = 75%
60%-69% = 65%
50%-59% = 55%
40%-49% = 45%
30%-39% = 35%
20%-29% = 25%
10%-19% = 15%

9% below = actual
percentage

2% 100%

Higher is better

% Anti-Virus Update as
scheduled.

- Logbook
- E-mail

Scoring Reference
per Average:
100% above =100%
90%-99% = 95%
80%-89% = 85%
70%-79% = 75%
60%-69% = 65%
50%-59% = 55%
40%-49% = 45%
30%-39% = 35%
20%-29% = 25%
10%-19% = 15%

9% below = actual
percentage
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Perform at least 1 accumulative
per IT Team per month:
- Conduct and/or attend training |- Email No. of identified
4 (T:;?:i:d and/or Attend IT 5% 100% Higher is better |to business if necessary. - Invitations training >0 =100%
g - Conduct and/or attend training else 0%
to IT colleagues if necessary.
Provide / present IT reports to
management; .
. . (Meetings attended
5 Preparation of Management 5% 100% Higher is better kP! ; . Emla|| . / Total Meetings) x
Reports - Leader’s Meeting -Invitations Weiaht in %
- ACCH gntin e
- ManCom
- F2 Systems - 2x week or 8 Email Average from
F2 Application Systems . . ) ) reminder a month o Actual / Target of
®  awareness > 100% | Higheris beter | '+ \\ednesday _”;\Vc'tc""ﬂons REMINDER/
- Cargo Status: Tuesday/Friday TRIVIA/TIPS
100%
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