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Reactive Reporting
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Too many metrics
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Lack of standardization
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No cost transparency
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1. Stop non value added activities
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2. Metrics Organizing Principles
Corporate Build for the Safety and

Four
Strategic
Pillars
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3. Metrics scoring system

Criteria for Metrics

Is the metric relevant to decisions for the business or O&T and
does it align with any goals (Corporate, business or O&T)?

Is the metric actionable - does it address any known gaps
(quality, risk, progress) or provide any directional guidance?

Is the metric currently being used, or could it be used, in decision
making?

Is the metric clearly defined in terms attributes listed in the input
template? (Ex: Definition, Purpose, Leading vs. Lagging
Indicator, Expected Range, Target, etc ) See appendix for more
details

Does the metric have an established target, threshold or
benchmark?

Is the metric non -composite (sum or avg of metrics)?
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Reporl{z # |~ |Pillars |~ |Metrics [~] Currently Produced [~ |c~) c v |(~|c v |c~] [~ dation [v|c1 [~]c2
Tl Ll L ~ue budget as a % of
3 ofof| o 3 9 Add 0.99
No
per user No 3 ofofo] 3 s Add oss| - 4
re spend versus
3 o|of| o0 3 9 Add 0.99
No
k cost per user No 3 o|ofoO 3 9 Reject 0.99
lered on time, on 3 olol o 1 7 Add 0.99 -
scope No
nt balance
3 o|of o0 3 S Add 099 -
No
ed with corporate ” 3 3ol o 3 12 Add 0.98 R ’
incidents per user No 1 o|of| O 3 7 Reject 033 -
n rate No i|l2|0f0f0f| 3 6 Reject 0.33 -
SN ST e S T U A N W ST B L S —



FannieMae

4. Metrics Governance: the Catalog

Welcome Chartol, Suzanne S & | My Site | MyLinks | Site Owners @

SharePoint > Ops and Tech > Strategic Solutions & Delivery > O8T Metrics

g FannicMac

METRICS WIKTIONARY

 This Site: O&T Metrics

MECLEETEN Al | Entepise Acitecture | Finance | HR| Operations | Operations -Producton | ProjectsReleases | Ris | Service Management | 55D SharePont |

Add a Metric

How to Contribute?

Content Review Process

"Rules of the Road" / Guidelines

Welcome to the O&T Metrics
'Wiktionary'!

The Metrics 'Wiktionary serves as

a comprehensive catalog of various metrics
used throughout the PMBO. The goal is to
increase transparency and consistency of
metric usage throughout the PMBO. You

can search through different types of
metrics by clicking on the tabs above, and the search function in each
tab allows for a quick and easy metric lookup. Select a specific metric to drill
down and reveal all of the collected attributes.

Any Questions? Email the OT Metrics Team!
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Latest Metris

Risk Security

Containment

ER FannicMac
O&T Metrics WM

Metric Name

/2014 1:35PM

METRICS WIKTIONARY

This List: Metrics

View: | Operations - Product... ©

I

Severity 182
OT Operational  producton
Scorecard; QR [roents

OT Operational  Production
Scorecard; QBR  Inddents

Avg Resolution
Time for Production
Incidents

OT Operational
Scorecard; QBR

Represents the number of production incidents
for specific period of time. These incidents are
based on Severity 1and 2. This number is
seasonal and may increase based on the
number of implementations or releases into the
environment.

Represents the number of production incidents
for specific period of time. These incidents are
based on Severity 1, 2and 3. This number is
seasonal and may increase based on the
number of implementations or releases into the
environment.

Trend of average resolution time of incident
tickets, These are based on Severity 1, 2and
3

The number of ritical systems incidents is reflective
of rigor and controls in the production environment.
Fewer aitical systems incidents indicate that
controls are being utilized and working effectively

The number of production indidents is reflective of
igor and controls in the production environment.
Fewer production inddents indicate that controls
are being utiized and working effectively.

Increased gap between actual resolution time and
resolution time objectives for critical services
indicates lack of organizational capabiity to resolve
indidents as needed by the business; warrants
increased investment in capabilities and process

i nrcvewﬂt to \mpmi g solution tme.

Sum of Severity 1 + Severity 2 incidents in the production environment

Filters from Ops Portal:

Exdudes Cancelled tickets

Indudes status Assigned;Closed;In Progress;Pending;Resolved

Excludes Service Type equal to User Service Request’

Excludes tickets where Operational Categorization Tier 2 equal to 'SUPPORT
REQUEST'

Exdudes tickets where Assigned Group equal to 'CIC"

Indudes only Impact (Severity) equal to 1,20r 3

Indudes only Production environment tickets

Date ranges are based on ‘Submit Date’

Sum of Severity 1 + Severity 2 + Severity 3 incidents in the production environment

Filters from Ops Portal:

Exdudes Cancelled tickets

Indudes status Assigned;Closed;In Progress;Pending;Resolved

Exdudes Service Type equal to User Service Request’

Exdudes tickets where Operational Categorization Tier 2 equal to 'SUPPORT
REQUEST'

Exdudes tickets where Assigned Group equal to 'CIC"

Indudes only Impact (Severity) equal to 1,2 or 3

Indudes only Production environment tickets

Date ranges are based on ‘Submit Date”

(System submit time + system resolve time of ll tickets in each category) divded by
number of tickets in each category

Filters from Ops Portal:

Exdudes Cancelled tickets

Indudes only status Closed

Exdudes Service Type equal to User Service Request’

Excludes tickets where Operational Categorization Tier 2 equal to 'SUPPORT

REQUEST’ ot P

Remedy / Ops
portal

Remedy / Ops
Portal

Remedy / Ops
Portal
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5. New Capabilities

Functional Reporting

Executive

Technology

Mortgage Operations
Capital Markets Operations

MBIA 190
|euonoun

Business Process

. = Lender Management
Service = Loan Information Exchange
= Aggregate/ Warehouse Loans

COSting Tool = Credit Price & Guaranty

. = Loss Mitigation
: | ‘Metrics - tigati
O& Reporting Data Engine Securitization

Performance / SLA
Metrics

MBIA
Aungede)d

Invoice

Applications
Workplace Service:
Operations Services
Enterprise Services

MBI/ Ssauisng
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O&T Scorecard

Run Report For: IAugus( 2014 v|

R FannieMae

OA&T Scorecard for 08/01/2014

Metric Name

Agility
External Hiring (%)
Projects Using SOLC 4.0 (%)
Top Talent Attrition - Annualized (%)
Total Attrition - Annualized (%)
Vindows 8 Desktop Deployment (%)
Customer Satisfaction (2)

Cost
Current FY Base Forecast vs Budget Target (S
» Unit Cost (3)
. Current FY Base Forecast vs Budget Target (%)
Fixed Cost of Total Cost (%)
Forecast Accuracy (%)
MSP Outcome Based Release (%)

Stability
Mean Time to Restore Service (Sev 18 2) (Mrs)
Backed QutFailed Implementation (%)
Event Free Days (Sev 18 2) (%)
Average Number of Releases Per \Veek (5)
Impact of Outages (9)
Production Incidents (Sev 1,28 3) (#)
Severity 1 & 2 Production Incidents (£)
Technology Mandates Completion (£)
Total Technologies Supported (2)

Risk
Security Containment Time (Hrs)
Open Audit Issues Recognized as MSis (%)
Open Internal Controls Review ICR Issues (2)
Open Management Self identified (MS1) Issue...
PQO Concurrent Projects (Releases) (2)

Pillar v Metric Name v

Target Status
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Trend Current Month

€ e e

33334 €4 >

Last Month

Delta Mot

Current Month
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Application Dashboard

Application Cost Snapshot

BHS
ASSETID & SOFTWAREASSETNAME | ASSETTYPE | ASSETSTATUS |\ oo

w Application Consumers

W Crecie W Customer Engagement W CapitatMarkets (0 Finsoce W Enterprize. Mansgament
(Otrer)
Total: -

v Total Cost of Application by Consumer Type

% Shrink | Jeremizh O'Brien

[ ¥on Ops @ Operations

v Total Cost of Application

Direct Application | Technical Governance &
forliotost s Cost Cost ApplicationCost | Support Cost
L
Non Ops
Operztons
Subtotal - v + e e

Note: Operatons consumptor

nal service the uss

v Total Application Cost Trend

TIER
LEVEL

BUSINESSOWNER  TECHNOLOGY OWNER

¥ Supporting Services

ITRT Service Name

4sset Mznzgement (RTE)

Maintenance (RTB)

$5D Prog:

am Manzgement
SSD Governance

2na Business Oper:

Advisory Senvices (RTB)
CT8 Executve and Business Operations
SSD Consufing

ent (RT8)

Testing (RTE)

Devel

Unmappes

Hosting

RTB Executive and Business Operations
g (ES9

Asset Goverance
Dz

Business Inteligence
Datz Provisioning

T Asset Reg
Development

Inc

S5)
ent. Problem. Change (ITSM;

Ops Poral
Content Management

OS(T Executive Office Operations

Maintenance (£55)
Project Quaity Guidance

Cost +

Displaying 1 - 25 of 43

¥ Hosting Cost Trend

w Hosting Cost by Server Type
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Monthly Business Reporting Packages
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Operations Capacity Analysis

Utilization Report | Assoc | Utilization Rate |Team Report |

+ Total Hours by Team ¥ Total Hours by Task

. . . ' B Benefits -tk Compare [l Receivables [l (unnamed0) Benefits -..5 Research
W Credit Emarrc_ement 8 R W OPS Proces._.mprovement Contract Operations [l Acquisitions W iR s W Processing
B Master Servicing | y

D Unit Time (M) D Frequency # DVolume D Utilization Category D Business Unit D Type D Process D Project / Report Name D Description D Task D Primary Customer

Team Jan FY2014 Feb FY2014 Mar FY2014 Apr FY2014 May FY2014 Jun FY2014 Jul FY2014 Aug FY2014 Sep FY2014 Oct FY2014 L
Credit Enhancement = = = T Rt = S sl b I L v & swemis & e \
IR -z ==y s = = = e T o T e T
OPS Process Improvement = - =% o e " - P - = =
Contract Operations = - == = - = = sm o5 LT o LT
Acquisitions = - = = 2 cow w2 =t = - P - o
Master Servicing E e e b - =5tz i a2 i 2w R a2 e
Cash Management = . s o= - 20 sz =
Electronic Transfer Services mis= R = =t . — N o s ¥ o E =
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Operations Capacity Analysis

Utiization Report | Assoc | Utiization Rate | Team Report |

w Utilization by Category ¥ Capacity Utilization Rate

400%

200% /\‘
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T L Lo L Fo e o e H S e
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M Production WM Admin [l Project WM Report | | = Utilization Rate @~ Full Utilitization -#- LY Utilization Rate ~* Target Utilization |
¥ Employees by Team
Team Jan FY2014 Feb FY2014 Mar FY2014 Apr FY2014 May FY2014 Jun FY2014 Jul FY2014 Aug FY2014 Sep FY2014 Oct
IR 3% 38 39 37 37 37 37 37 7| B
Credit Enhancement S 10 11 11 12 12 12 12 12 El

Master Servicing 10 10
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Results
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