
 

 

 

Classified as Confidential 

 

 

Information Technology 
Memorandum 

 
TO: City of Madison Heights 
 Information Technology Advisory Committee  
 Cheryl E. Rottmann, Deputy City Manager 

FROM: Ty Dolin, Skynet Innovations 

DATE: December 17, 2025 

SUBJECT: Information Technology Activity Report – July 1, 2025 to September 30, 2025 
 

 
Service Requests: 
Below is the graphical representation of Information Technology activities between July 1, 2025 to September 
30, 2025 
*due to the number of request and service details, Service Request summaries are available to members upon request.  
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* 112 Madison Heights Staff members submitted requests during Q3 2025 
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*Due to the number of service requests over this period the summaries will not be included, but are available upon request 
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Service Level Agreements: 
Below is the breakdown of SLA adherence for all service requests from July 1, 2025 to September 30, 2025 
*Monitoring Alert Tickets are included in the SLA report. Sales / Renewal Tickets are not included.  

 

  
 

    
 

 
 

 
 
 

 
 

 
 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 

All Serice Requests Response SLA (%) # of Tickets Raw %

Outside SLA 15 0.77%

Meets SLA 1922 99.23%

All Serice Requests Resolution SLA (%) # of Tickets Raw %

Outside SLA 43 2.22%

Meets SLA 1894 97.78%

All Service Request  Response Time Resolution Time

Average 0.20 4.29
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Critical Priority 
 

PRIORITY 
DEFINITION RESPONSE TIME 

TARGET RESOLUTION 
TIME 

AFTER HOURS 
SUPPORT 

Percentage of requests/incidents 90% 100% 95% 100% 100% 

One - 
Critical 

A problem or issue impacting a significant group of users or any mission critical IT issue affecting a single 
customer with no acceptable workaround to the problem. 15 min 30 min 2 hours 4 Hours 24x7x365 

 

  
 

                       
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Critical Priority Response SLA (%) # of Tickets Raw

Outside SLA 0 0%

Meets SLA 224 100%

Critical Priority Resolution SLA (%) # of Tickets Raw %

Outside SLA 1 0.45%

Meets SLA 223 99.55%

Critical Priority Service Request  Response Time Resolution Time

Average 0.03 0.10
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High Priority 

 

PRIORITY 
DEFINITION RESPONSE TIME 

TARGET RESOLUTION 
TIME 

AFTER HOURS 
SUPPORT 

Percentage of requests/incidents 90% 100% 95% 100% 100% 

Two - 
High 

Non-critical but significant issue affecting a single user or an issue that is degrading the performance 
and reliability of supported IT services; however, the services are still operational, and a workaround is 
available. 30 min 1 hour 4 hours 8 hours 24x7x365 

 
  

  
 

                      
 

           
                   
         
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

High Priority Response SLA (%) # of Tickets Raw %

Outside SLA 1 0.79%

Meets SLA 126 99.21%

High Priority Resolution SLA (%) # of Tickets Raw %

Outside SLA 1 0.79%

Meets SLA 126 99.21%

High Priority Service Request  Response Time Resolution Time

Average 0.04 0.58
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Medium Priority 

 

PRIORITY DEFINITION RESPONSE TIME TARGET RESOLUTION TIME 

AFTER 
HOURS 
SUPPORT 

Percentage of requests/incidents 90% 100% 95% 100% 100% 

Three - 
Medium 

Priority for routine support requests that impact a single user or noncritical software or hardware 
error. Productivity may be impacted but not impaired. A workaround may or may not be available. 2 hours 4 hours 2 business days 4 Business days   

 

  
 
 

             
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Medium Priority Response SLA (%) # of Tickets Raw %

Outside SLA 14 0.98%

Meets SLA 1408 99.02%

Medium Priority Resolution SLA (%) # of Tickets Raw %

Outside SLA 38 2.67%

Meets SLA 1384 97.33%

Medium Priority Service Request  Response Time Resolution Time

Average 0.25 5.01
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Low Priority 

 

PRIORITY DEFINITION RESPONSE TIME TARGET RESOLUTION TIME 

AFTER 
HOURS 
SUPPORT 

Percentage of requests/incidents 90% 100% 95% 100% 100% 

Four - 
Low A minor service issue, general inquiry, or request to modify or add services. 8 hours Next Business day 5 business days 7 Business days   

  

   
 

                            
 

 

 
 

**Due to the number of service requests over this period the summaries will not be included, but are available upon 
request 

 
 

Low Priority Response SLA (%) # of Tickets Raw

Outside SLA 0 0%

Meets SLA 164 100%

Low Priority Resolution SLA (%) # of Tickets Raw %

Outside SLA 3 1.83%

Meets SLA 161 98.17%

Low Priority Service Request  Response Time Resolution Time

Average 0.11 6.62


