Structure of a report from all WIS centres covering their area of responsibility
1. Service Performance (breakdown by service type and describing compliance with key service requirements, eg timeliness, availability etc)
2. Operational Infrastructure Performance (availability, loading etc)

3. Major Operational Anomalies and Incidents (with x-ref to incident reports, etc)
a. Tie to escalation process (driven by dashboard) ie operational
b. A centre should provide summary of incidents in quarterly report
i. Nature, timeline, what actions, what impacts
4. Major Evolutions/Upgrades Carried Out During the Reporting Period
5. Major Evolutions/Upgrades Planned for the Next Reporting Period
6. User Service Statistics (e.g. No. of users, measures of user satisfaction, helpdesk statistics, etc)
Reporting flow

· GISC shall prepare a quarterly report

· Should include collation of reports from its area of responsibility

· GISC should produce a report of its own operations

Example

Item 1 of spreadsheet would go as a point under 1  and 2

Escalation process (definition )

· Within a centre, 

· first in maintenance (ops staff), 

· second level support (on call application / service staff), 

· third level (application service developers 9-5 workdays)

· fourth level - International – Experts from support and design or management who consult to address issues and planning 
· Use the fourth level to keep operational systems functioning as expected
· Within WIS

· Monitor status of WIS 

· Incident or quarterly reports trigger escalation processes

· Identify problems not being addressed above that affect the performance of other centres.
· ET-WISC advise ICT-ISS chair 

· ET-WISC, in consultation with relevant ET/IPET to analyse the issue and assist addressing the problem systemically or within the centre 

· If continues President CBS request formal audit and subsequent recommend removal of centre’s endorsement

Timeliness of reports
