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Failure Transparency for Technical Support

Failure Transparency for Technical Support
1.1
General Description and Title
Failure Transparency describes the product availability for users when problems are detected in systems under deployment. Failure Transparency is a measure that gives an indication of the availability of the system under normal and exceptional working conditions. This Failure Transparency measurement provides a view of when problems occur from the perspective of the service availability to the end user.
1.2
Purpose

Failure Transparency measure gives an indication of the reliability aspect of the software of the system while handling exceptions. This measure extends the current NPR4 measurement (Number of Problem Reports) in classifying them as problem reports resulting in Service Interruption and problem reports with Service Continuation.  An increase in the Failure Transparency measure indicates an increase in the reliability in terms of availability of the system.  Though it can be a periodical measure, it is preferable to have as a cumulative measure for a release after deployment.
1.3
Applicable Product Categories
This measurement applies to the 7.2.2 product category.
1.4
Detailed Description 

a) Terminology
Service Interruption: The occurrence of a defect that resulted in one or more of the following conditions: 

-  Withdrawal of a particular service (partially or fully) to the users of the system pending resolution of the issue, 

-  Manual intervention to provide a work around to continue with a particular service (partially or fully) to the users of the system pending resolution of the issue, 

-  Automatic recovery or self-healing of the system to provide only a partial continuation of a particular service. 

Service Continuation: The automated recovery or self-healing of the system from the occurrence of a defect thereby providing continuity of a particular service fully to the users with notification of the fault for resolution.
b) Counting Rules

NPR counting rules apply

c) Exclusions
NPR exclusion rules apply

d) Calculations and Formulas 

1) The applicable FT measurements shall be calculated monthly as shown in Table 1-2.

2) (NPR with Service Continuation / NPR) * 100 

Or described another way: 

((NPR -  NPR with Service Interruptions) / NPR) * 100.
Table 1‑1
FT Notation
	Identifier
	Product Categories
	Definition

	Np4
	7.2.2
	Number of problem reports

	Np4i


	7.2.2
	Number of problem reports with service interruptions





Table 1‑2
FT Identifiers and Formulas
	Identifier
	Product Categories
	Title
	Formula

	NSI
	7.2.2
	Failure Transparency
	(Np4 - Np4i) / Np4 *100

	
	
	
	


e) Reported Data and Format

1) The FT measurement shall be reported with data elements as shown in Table 1-3.


Table 1‑3
FT  Data Table 

	Identifier
	Value

	MeasurementID
	NSI

	Np4
	Number of problem reports

	Np4i
	Number of problem reports with service interruptions


1.5
Sources of Data 
Organizations shall collect all data necessary to support this measurement.  
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