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Implementing Service Level Objectives - 2020
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© NewRelic ONE™  Allaccounts v Q, Search across New Relic One i k[ Queryyourdata |l Instant Observability B3 Apps (2 Getstarted @ G 0 L -

Q P I\/l I Services-APM / ® WebPortal v  Demotron V2 fy Share
Summary
Interested in SRE best practices? Try New Relic service levels
v Monitor
— Daily SLA report v eport Monthly SLA report
Distributed tracing
Service map [*1 Download this report as .csv
Dependencies Jun'21  Jul'21  Aug'21  Sep'21 Oct'21 Nov'21 Dec'21 Jan'22 Feb'22 Mar'22 Apr'22 May'22
Transactions End user tier
Daliaces Page views millions 72 137 127 12.2 125 1.9 16 1.8 10.9 11.9 116 12
External services
A P M l | | W S LA re O rt Load time sec 135 139 141 1.58 161 1.47 133 1.34 135 133 1.34 1.34
JVMs
Apdex 0.8 0.79 0.81 0.82 0.82 0.82 0.84 0.84 0.83 0.84 0.85 0.85
— \ - Threads
| — b % Satisfied 61.4% 60.9%  63.5% 64.4% 64.8% 65.5% 69.2% 69.1% 67.5% 68.7% 69.6% 69.9%
° v Triage % Tolerating 37.6% 367%  35.9% 34.2% 33.8% 33.7% 30.2% 30.4% 32.0% 30.8% 30.0% 29.8%
. D a I Iy Efrorsinbox % Frustrated 1.0% 24%  06% 1.4% 1.4% 0.8% 0.5% 0.6% 0.5% 0.5% 0.4% 0.4%
W I Logs Application server
. e e I ( y v Events Requests millions 346 93.9 83.7 81.2 83.6 82.1 79 80.5 74.6 813 74.6 77.1
. M o n t h I Errors Resp. time ms 117 57.9 67 65.4 65.6 703 68.5 68.3 70.2 70 70 69.2
y Issues & Activity Apdex 0.94 0.97 0.96 0.96 0.96 0.96 0.96 0.96 0.96 0.96 0.96 0.96
S
'(¢ 0) A p d eX ( :I_ — -Ij— e Deployments % Satisfied 89.8%  94.6%  94.1% 94.1%  941%  93.9% 93.8% 93.7%  93.7%  93.8% 93.5% 93.5%
Thread profiler % Tolerating 7.4% 40%  43% 4.3% 43% 4.5% 4.6% 4.6% 4.6% 4.6% 4.8% 4.7%

’s

> A % Frustrated 2.7% 14%  1.6% 1.6% 1.6% 1.6% 1.6% 1.6% 1.7% 1.7% 1.7% 1.7%

RER) WO B  repors A e e R e e A
_ Note: The data for the last col 22) are projections based on current observations.

n] *E 1 t j é | {e p O rt Service levels End user requests processed

nn (May 2

14M
Scalability S —
Web transactions 12M ——— ———— e —
Database

10M

Background jobs
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Synthetics
-SLA report

Synthetics UIAISLA
report A=a—mi

e Daily

o Weekly

e Monthly
TOApdex(2—H—
KER) WICEFRREZZ
Al 1L 9 %Report

© New Relic ONE™ Account: 1606862 - Demotron V2 v O, Search across New Relic One
Explorer Browse data Dashboards Alerts & Al Errors inbox

Monitors SLAreport Private locations Monitor downtime Secure credentials Location status

This report contains the service level agreement metrics for all monitors on your account.

Daily SLA report Weekly SLA report Monthly SLA report

Download this report as .csv

Week of May Week of April Week of April Week of April
2,2022 25, 2022 18, 2022 11, 2022
Duration 3.62s 3.62s 3.64s 3.59s
Uptime 78.288% 78.202% 78.044% 78.564%
Apdex 0.92 0.92 0.92 0.92
% Satisfied 88.1% 88.1% 88% 88%
% Toleration 7.66% 8.29% 8.25% 8.61%
% Frustrated 4.29% 3.65% 3.73% 3.35%

an K

Week of April
4,2022

3.79s
80.278%
0.92
87.6%
9.48%

2.91%

Query your data

APM Browser Infrastructure Logs MObﬂEMOI’E"

Week of
March 28,
2022
391s
80.954%
0.92
87.5%
9.13%

3.37%

Week of
March 21,
2022

4s
79.408%
0.92
87.2%

8.82%

3.98%

[y Instant Observability B8 Apps

Week of
March 14,
2022
4.08s
78.858%
0.91
86.7%
9.46%

3.86%

@ Getstarted @ & O @ § -

Week of
March 7, 2022

4s

79.911%

0.92

86.6%

10.5%

2.88%

& Copy permalink

Week of
February 28,
2022

4.04s
79.294%
0.92

87%

9.53%

3.46%

Asia/Tokyo (UTC+09:

© New Relic.



© NewRelic ONE™  Account: 1606862 - Demotron V2 v Q, Search across New Relic One anl K

.
;yl I t | | ‘ t | < ; ! Service Level Dashboard v | De
= v Search for any attribute or value.
D a S O a r S SLI It (SLO 99%) ARt - TSPy b LAFYy— I5=Tzvh

Since 1 week ago Since 1 week ago Since 1 week ago

\/i a N R Q |_ TI 00 % B \’] 00 % ’IOO % Verify all APIs are working 1% test 1%

’IOO % 1 OO % ‘I OO % SYNTETIC 4 1% testProto 1%

Queryyourdata [ Instant Observability 55 Apps (@ Getstarted @ & O (@ §

>6 Myshare O <> 4, B 2 & © Default (GMT+9)

— 100 % 1 00 % ]QO % Pathpoint-Test 1% test 1%
D a S h b O a rd ( ~ _C N RQ L ‘18(')0;)“‘ o test 1% Pathpoint-d3386a1d-ab14-403a-b.. 1%

\ — I \ testhjkda
L ) I O o c testProto 1% Pathpoint-053ddfe0-ae1f-4a22-a6... 1%

SLI LA F> 2~ (SLO 3BEIR99%)

Synthetics4>APM. S| =

100 % 100 %

Browser. LogsCTH H i i p— —

test Pathpoint-d3386a1d-ab14-4032-b290-34¢3d0bc3d11 Flame Script russtest 1% testhjkda 1%

[ZA[fR1E 100% o 100% | = | =

100 % 100 %

iy homepage Is working testhjkda

Service Level Indicatoriiti$
Since 1 hour ago

spm 4:10pm 4:20pm 4:25pm 4:30pm

® verify all APIs are working
® test

russtest tviest

l l lew !eIIC.
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New Relic Service Level Management
(SLM)
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New Relic Service Level §8]/\5—>/

APM - SLA report

Synthetics - SLA report
Dashboards (via Synthetics, Browser, Logs NRQL)

W=

SLM (Service Level Management) NEW!

a. Service Levels
b. Workloads - Service Levels
c. APM - Service Levels

via APM (Transaction),Browser (PageView), OpenTelemetry (Span), etc

© New Relic.



Service Level
Management

/articles Latency

o fHMEAHVYY

o FER—IDPE
Va—ILDHEERTFE
A AE

o YZIZAL

e Google Best
Practice

e SLO&Error

Budgetflfi Z & E

eehmaruyama.prod - Latency

eehmaruyama.prod - Success

TopPage HTTP 200

TopPage Success Rate

Associated entity

eehmaruyama.prod

Service - APM

eehmaruyama.prod

Service - APM

eehmaruyama.prod
Service - APM

eehmaruyama.prod

Service - APM

eehmaruyama.prod

Service - APM

eehmaruyama.prod

Service - APM

SLO

95 %
7 days

95 %
7 days

95 %
7 days

99.99 %

7 days

95 %

7 days

99.99 %

7 days

Last2

hours...

89.77 %

100 %

100 %

100 %

95.09 %

100 %

Last 24

hours...

85.56 %

100 %

100 %

100 %

94.99 %

100 %

Last7

days...

88.98 %

100 %

99.79 %

100 %

95.64 %

100 %

© New Relic.
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HEIR—RXS51>SLIERE

Valid events query = Good responses query 5]
© SerSL: Configure queries 7
SELECT count(*) as 'Valid SELECT count(*} as 'Good
Transaction F Transaction
Choose one of the predefined queries. You can configure it 100, ERaM e ROM el
Or create a brand new query. WHERE entityGuid = "MTYwNz2MnxBUE 18QVBQTTIDQVR|TOSENTOXMTEX,, WHERE entityGuld = "MTYwN]p2MnxBUE 18QVBQTEIDQVRITOSENTOXMTEX,..
AND (rransactionTypes'Web') AND {rransactionType~ 'Weh')
Success TIMESERIES 2 HOUR AND duration < 0.4
Proportion of requests that are served without errors. SINCE 15 DAYS AGO TIMESERIES 7 HOUR
SINCE 15 DAYS AGO

Latency (]
Proportion of requests that are served fastar than a threshold

Query preview
ey It 15 days ag

2 Customize SLI

Good responses: duration < 0.4 seconds
A Ay Al
A v alian= Wt A M
N\ r\/!,,v{‘ AV ad N
Continue IAAANYA VAR RN AW A AN
o VAR [NV
v | V \
@ SetSLO: Time window and target percentage Edit R A LA
7days | 95% =51 Y y ' ! v \ ' \ WA
215k ’ \ !
@ Name, tag and describe this service level Edit 1k

Name: Delivery - Latency

Tags: categorylatency application:delivery-service maturity:achisvable ® valid &) Daylight Saving Time  ® Good
environmentpreduction
A J
< ° ° ° a o o
1 2 3 4 5 6 7 . . .
o ©2008-22 New Relic, Inc. All rights reserved @) New Relic. 32
e Plaintrgish Ortre Start measnng merace
caparsines detriton ot | coerespondeg 1o get » baselne o ture

exposedy  “avalable’ for | bechical SUs per
exhiytem  each capatidty per capabidty)




ALty PyToO—

Edit service level

© setsL: Configure querles

Query for valld events

SELECT unte*) 3 J FROM Transaction

WHERE

Query for + Learn mare
SELECT ni*) as ‘Good FROM Transaction
«
xBUE18QVBQTEIDQVR ND {tr ionT
AND
Continue
© 5¢tSLO: Time window and target percentage Ld
7 a5 %
1 2 3 4 5 6 7

Query for Valid events
SELECY count(*
FROM !

WHERE entityGuid

AND insactionType = ‘Wet
TIMESERIES 2 HOUR

SINCE

Query preview

focs

Query for Good responses

SELECT
FROM
WHERE
AND

AND
TIMESERIES
SINCE

Cancel

© New Relic.



SLO&SLIEError budget: ARL—3 3> E 21—

Group by View mode ~ Operational v -+ Add a service level indicator (SLI) ®

v application telco view all (9)

Last 2 hours Last 24 hours Last 7 days Last 28 days Last 24 hours Last 7 days Last 28 days
Name Related entity SLO
compliance compliance compliance compliance error budget error budget error budget
2 . WebPortal 98.5 %
Cumulative layout shift 98.74 % 98.69 % 98.67 % 98.69 % 13 % 12 % 12 %
Browser application 7 days
P WebPortal 95%
First input delay below 300ms 95.75 % 95.88 % 96.14 % 96.2 % 18 % 23 % 24 %
Browser application 7 days
Tig WebPortal 95 %
Largest contentful paint is less than 4 seconds 95 % 93.98 % 94.05 % 94.12% C > 0 % ) 0% ¢ 0 %
Browser application 7 days
Billing Service 95%
Latency 5 99.44 % 99.38 % 99.19% 99.23% 88 % 84 % 85 %
Service - APM 7 days
; Login Service 99.99 %
Response time below 0.1 sec and error free 100 % 100 % 100 % 100 % 100 % 100 % 100 %
Service - APM 7 days
N WebPortal 94 %
Response time below 0.5 seconds 95.7 % 95.47 % 953 % 95.29 % 25 % 22 % 2%
Service - APM 7 days
. WebPortal 99 %
Response time below 0.5 seconds 95.7 % 95.47 % 95.3% 95.42 % > 0% C D 0% C > 0 %
Service - APM 1 day
Billing Service 99 %
Success 100 % 100 % 100 % 100 % 100 % 100 % 100 %
Service - APM 7 days
WebPortal 9.5 %
Success 9 99.63 % 99.64 % 99.64 % 99.64 % 28 % 27 % 29 %
Service - APM 7 days

02008-22 New Relic, Inc. All rights reserved ) New Relic. 34




SLIESLO : R Al =& 7R

Group by  application v View mode | Period over period v Compare compliance over ~ weeks v -+ Add a service level indicator (SLI) @l

v application telco viewall (9)

Name Related entity SLO 14 Feb 21 Feb 28 Feb 7 Mar 14 Mar 21 Mar
) ) WebPortal 98.5%
Cumulative layout shift 98.69 % 98.67 % 98.69 % 98.7 % 98.67 % 98.68 %
Browser application 7 days
—— WebPortal 95%
First input delay below 300ms 96.19 % 96.4 % 96.28 % 96.15 % 96.13 % 95.85 %
Browser application 7 days
S WebPortal 95 %
Largest contentful paint is less than 4 seconds 93.97 % 94.18 % 94.21 % 94.09 % 94.05 % 94.12%
Browser application 7 days
Billing Service 95 %
Latency 98.31 % 99.16 % 99.33% 99.14 % 99.17 % 99.24 %
Service - APM 7 days
. Login Service 99.99 %
Response time below 0.1 sec and error free 100 % 100 % 100 % 100 % 100 % 100 %
Service - APM 7 days
N WebPortal 94 %
Response time below 0.5 seconds 95.52 % 94.82 % 95.65 % 95.36 % 95.32 % 95,56 %
Service - APM 7 days
. WebPortal 99 %
Response time below 0.5 seconds - - 95.55 % 95.36 % 95.32% 95.56 %
Service - APM 1 day
Billing Service 99 %
Success 100 % 100 % 100 % 100 % 100 % 100 %
Service - APM 7 days
WebPortal 99.5%
Success 99.65 % 99.64 % 99.66 % 99.64 % 99.64 % 99.64 %
Service - APM 7 days

©2008-22 New Relic, Inc. All rights reserved @) New Relic. 35
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SLIESLO : 540

Latency

Billing Service | Service - APM

The proportion of valid requests that were served faster than 0.04s, which

is considered to correspond to a good experience.

(@ This SLI started to generate data on Dec 20, 2021.

SLO: 95 % target, last 1 day

Compliance over the period

99.36'%

SLI attainment over time (%) Good and bad events
Since Feb 21, 06:00 am until Mar 23, 07:00 am Since Feb 21, 06:00 am until Mar 23, 07:00 am
99.6 8k
99.4 6k
99.2 4k
99 2k
0
b 19, Feb 26, Mar 05, Mar 12, Mar 19, 2b 19, Feb 26, Mar 05, Mar 12, Mar 19,
00 PM 04:00 PM 04:00 PM 04:00 PM 05:00 PM 2022 2022 2022 2022 2022
® SLl attainment @) Daylight Saving Time ® Good ®Bad @) Daylight Saving Time
Remaining error budget (requests) SLO target and SLI attainment over time

Since Mar 22, 07:15 am until Mar 23, 07:15 am

100
98
96

87.18 % &
.. 0 Mar 22, Mar 22, Mar 22, Mar 22, Mar 22, Mar 22, Mar 23, Mar 23,

08:00 AM 11:00 AM 02:00 PM 05:00 PM 08:00 PM 11:00 PM 02:00 AM 05:00 AM

@ SLI attainment @ SLO target

< L L * L 2

1 2 3 4 5
ettty Oetne PlainEnghsh Oetne Start measurng
Togeal caparines defritionof  corresponding 1o et » baselne
system epotedly  “aalablefor  techaical SUs

boundares eahnten  each cpatiéy

°
6
Detine
S0 tarpers
(e SLi or
per capabiity)

©2008-22 New Relic, Inc. All rights reserved @) New Relic. 36
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[SETRNENOIAEENERLICHEICEN D=0, RIREILETERESR

@ S m a rt H R ERLBRRICEBRETELLSIZ4 o1z, by SmartHR - £#0psTU =7
F(GOD)&k

[ S
i A Py Last 2 hours A Last 24 hours A Last 7 days a Last 28 days A Last 24 hours Last 7 days ~ Last 28 days A
Name v Assodatedientiy 'S SLoie compliance i compliance compliance . compliance = error budget ¥ error budget error budget
B N TR 99.99 % &
1 - Availability » SR - -y =S (- > -] .
Service - APM 7 days
(] B n 2
1 - Availability ol 28.52% iy | . L3 L} | B i &N ]
Browser application 7 days
— 95 %
1 - Cumulative Layout Shift — = No data No data No data o - =
Browser application 7 days
d B T
1 - First Input Delay - 9% e w No data No data No data = = =
Browser application 7 days
- . 95 94
1 - Largest Contentful Paint - i. No data No data No data = = =
Browser application 7 days
- = 95%
1- Latency - - No data No data No data = = =
Service - APM 7 days
g 95 %
1- Latency "Controller /e  — ® 100% 99.95% 99.95 % 99.71% 99 % 99 % 9 %
Service - APM 7 days
R 95 %
1 - Latency 'Controller/rmmms gromgw .. L'ESE ) L ] 5 - == w C D . D #h C D &
Service - APM 7 days

©2008-22 New Relic, Inc. All rights reserved @) New Relic. 39
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e Teres e L e cmpnance v weehs
New peicd weur period veew
e - 300
e - Laten, 8 - .
A uD e o

Naw operatansl vew
- tes b -
P —— s poue
Coov
o time d bad

[EE Y AT LI L CEIERACRBICRET
e ol = & VRTLAOBRREBRIZHT 2H 2 DRIEE
OERBOISLED LB BB REERRL TS
hBEHAEHRATY ., by BASE - SRE £5F

100 % 100 %
. : (ngsw)#k

L0 9998 W tarpet. bast 7 dopy
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() EmotionTech

Name Associated entity SLo

EmotionTech:dashboard-a 95 %
EmotionTech:dashboard-app - C ive Layout Shift PR

Browser application 7 days

EmotionTech:survey-a 99.99 %
survey-app Success -POST)' Y0P

Service - APM 7 days

EmotionTech:dashboard-a 99.98 %
EmotionTech:dashboard-app - Success PP 9.98

Service - APM 7 days

EmotionTech:survey-a 99.99 %
EmotionTech:survey-app - Success YRR

Service - APM 7 days

EmotionTech:survey-a 99.97 %
EmotionTech:survey-app - Success y2ee

Browser application 7 days
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Emotion Tech - $147# R Emotion-Tech Division Division Head & H#k

Last 2 hours

compliance

No data

100 %

99.992 %

99.998 %

100 %

SLODEMES WLVERTRILEHRICFHES 5781

Last 24 hours

compliance

No data

100 %

99.997 %

99.998 %

100 %

Last 7 days

compliance

100 %

100 %

99.996 %

99.996 %

100 %

Last 28 days

compliance

100 %

100 %

99.993 %

99.99 %

99.989 %

Last 24 hours
error budget

G 100 %

S 100 %

Last 7 days
error budget

100 %

100 %

100 %

Last 28 days
error budget

G 100 %

I 100 %

CE— 63 %
1 2%
) 64 %
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Objectives
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