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EXECUTIVE SUMMARY

The situation

Organisations define service levels in different ways, and many operate several policies in a
single GLPI instance. The resulting figures feed contract reviews, penalty calculations and
management reporting.

Our approach

We configured four organisations in one GLPI instance, with policies modelled on university,
managed service and public sector agreements. We processed 1,701 tickets over three simulated
months and compared each GLPI result with an independent calculation based on the written
policy. Each difference was traced to the GLPI source code.

The outcome

GLPI matched the written policy on 94.9% of verdicts. The remaining differences arise where the
configuration and the contract define a term differently, such as what counts as a response,
which waits pause the clock and the time zone of business hours. Each can be aligned through
configuration and process; left unaligned, they shift monthly attainment and penalty figures by
several percentage points.

94.9% 43.7% » 49.6%

of 3,402 response and resolution verdicts where resolution attainment for a managed service

GLPI and the written policy agree provider, per contract and per GLPI report
% 36 h

1607 (o)

lower penalty for a public sector contract when added to a customer deadline by a pause the

calculated from GLPI dates contract does not permit
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0] The situation

ervice level policies share a common structure: a response target, a resolution

S target, business hours and a pause while the organisation waits for the
customer. In the detail they differ considerably: when the clock starts, what

qualifies as a response, which waiting periods stop the clock, whether targets

are measured in business days or calendar months, and whether delays carry

financial penalties.

GLPI applies a single service level engine to all of them. Organisations and service
providers that operate several policies in one instance need to establish two things:
whether GLPI can represent each policy, and whether its reported results match
what the policy defines.

(02 How we tested

We configured four organisations in one GLPI instance, each in a separate entity,

with policies modelled on published service level documents and contracts.

ORGANISATION POLICY

University IT P1around the clock (15 min / 4 h). P2 to P4 in business hours, Monday to
Friday 08:00 to 17:00, with a public holiday and a five-day recess. Clock
stops only while awaiting the user.

Managed service Three customers: Gold around the clock (15 min / 4 h), Silver in London
provider business hours (1 h /8 h), Bronze by close of the next business day. Clock
stops for the customer, not for a supplier.

Public sector Four severities, Monday to Saturday 09:30 to 18:00 with contract holidays,
contract a monthly target for low priority, and a penalty of one unit per started
hour of delay, capped at 24 per ticket.

Internal IT Customer target 1h /8 h, plus operational level agreements (OLAs) for the
service desk, the network team (12:00 to 20:00) and the server team
(around the clock), with handovers between teams.

¢ Simulated time. GLPI calculates deadlines from the server clock. January to
March was therefore simulated with a single controlled clock shared by the
web server, scheduled tasks and database. Each action took place at its
scheduled time, and scheduled tasks ran as in production.

e Users and channels. Requesters submitted tickets through the self-service
form and email. Technicians worked in the web interface and, where a service
desk would use an integration or log a phone call, through the REST API
under their own accounts.

¢ Ticket volume. 1,701 tickets: 32 scenarios, each designed to test a single rule
such as a holiday, a pause, a priority change, a handover or a backdated
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opening date, and 1,669 tickets with a representative mix of priorities, pauses,
reminders, reopenings and handovers.

¢ Reference calculation. An independent calculator, validated against 38
manually computed cases, derived every deadline and verdict from the
written policy and the event log. It does not use GLPI's results.

¢ Versions. All organisations ran on GLPI 11.0. Team handovers and three
findings were repeated on GLPI 12.0, which introduced a new OLA model.

Service desk response times were randomised. The study compares GLPI with the
policy on identical tickets; it does not assess service desk performance.

02 Where GLPI matches the policy

For most tickets, GLPI deadlines matched the policy to the minute: 93.2% of
response deadlines and 88.2% of resolution deadlines fell at the same business
moment. Priority-based coverage, public holidays, the five-day recess, the six-day
working week, “close of next business day” and the pause while awaiting the user
were all applied as defined.

The four organisations remained independent. Each entity applied its
own rules and calendars, and each supervisor’s report contained only that
organisation’s tickets.

Across all tickets, GLPI and the policy reached the same verdict (met or missed) on

3,227 of 3,402 response and resolution results, or 94.9%.

(04 Where GLPI differs from the policy

To identify the cause of the 175 differing verdicts, we applied GLPI's behaviour to
the independent calculation one point at a time and recorded how many
differences each accounted for. None of the differences is a calculation error. In
each case GLPI applied its configuration consistently, and the policy defined the
same term differently.
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EXHIBIT 1

Causes of the 175 verdicts where GLPI and the written policy
differ

Response and resolution verdicts by cause, all organisations

What counts as a response (I s
Calendar time zone D <0

Pause for any pending

D ¢

reason

End-of-day and lifecycle

- -

Sections 04 and 05

Event within the deadline

minute G <2

Measurement resolution
0] 10 20 30 40 50
GLPI records deadlines to the second, while the simulation advanced in whole

minutes. Events in the same minute as the deadline can therefore fall on either
side of it; these 42 cases are not attributed to GLPI.

Source: MarifeX measurements, 1,701 tickets in four organisations on one GLPI instance,

January to March.

o1 02

Any update counts All pending reasons

as the response stop the clock

The first follow-up, task or solution Pending reasons control

by anyone other than the reminders, not the clock. A wait
requester stops the response for a supplier pauses the deadline
clock, including private notes and in the same way as a wait for

the requester’s own email. the user.

03 04

Calendars carry no time zone Day targets end at closing time
Opening hours are interpreted in Work completed after hours on
the time zone of the session the final day is recorded as late,
performing the calculation, whereas an hour-based target

so results can vary by channel ending at closing time moves to
and user. the next opening.
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What counts as a response

Many policies define a response as a communication from the service desk to the
user. GLPI records a ticket as taken into account at the first follow-up, task or
solution added by anyone other than the requester. In this study, that included
private tasks not visible to the user (13 tickets) and the requester’'s own email
replies (24 tickets). Emails are collected by a scheduled task that does not run as
the sender, so the requester exclusion does not apply. A category or priority change
does not count while the ticket status is New. Where a contract requires a reply to
the user, response figures from GLPI are therefore higher than the contract
measure, and the gap widens as more tickets begin with an internal note or a

follow-up from the user.

GLPI - Ticket GLPI - Ticket
statistics

o Created: © January 2027 by & wreql  Last update: © Janusry 2027 by & ureat

508a Outlook keeps asking for password

Details entered by the requester.

u

Created: ® January 2027 by & ureal

Any update on this? It i still not working.

o000

Created: @ January 2027 by R utecht

We are looking into it and will update you shortly.

© Hopdesk

Left: the first update on the ticket is an email from the requester asking for progress;
the technician replied several hours later. Right: GLPI records the ticket as taken into
account 14 minutes after opening, the time of that email.

Which waits stop the clock

GLPI pauses the resolution clock for every ticket in Pending; the pending reason
controls reminders, not the clock. The managed service provider’s contract permits
a pause for the customer but not for a supplier. When the team set one UK
customer ticket to Pending with the reason “Awaiting vendor”, GLPI added 330
working minutes to the deadline, extending it by 36 hours.

GLPI - Service levels GLPI - Service levels
© Service levels ©® Service levels a
TTO 2 TTQ *?
TTR ? TTR ?

2027-01-06 22:30 RERUEILEIRREE: I 2027-01-08 10:30

& MSilverTTR8 h X

D M silver at breach

When set to Awaiting vendor (left) and after the supplier responded (right): the
resolution deadline moved from 22:30 on 6 January to 10:30 on 8 January.
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The time zone of a calendar

A GLPI calendar defines opening hours but no time zone. The hours are interpreted
in the time zone of the session performing the calculation. For the UK customer,
London hours entered in the calendar produced London-based deadlines when
the London requester submitted a ticket through the web form, and India-based
deadlines when the ticket arrived by email or was recalculated in a technician’s
session in India. The same London user also received different deadlines through
the web form and the REST API, as API requests are calculated in the server’s

time zone.

GLPI - Calendar

= B3 Calendar - CALM UK -ID 5 < Root ontity Child entities © i Actions v

B calendar

D Historical & Day  Sunday v Start  00:00 v End  00:00

£3 Timeranges 5
B Close times + Add
=l

£ Actions

Monday 09:00:00 17:30:00
Tuesday 09:00:00 17:30:00
Wednesday 09:00:00 17:30:00
Thursday 09:00:00 17:30:00

Friday 09:00:00 17:30:00

The UK customer's calendar defines opening hours but no

time zone.
GLPI - Service levels GLPI - Service levels
@ Service levels a @ Service levels a
SLA SLA
P 2027- & MSilver TTR8 h O} P 2027- @ M Silver TTR 8 h @
TTR 04-19 TTR 0413
21:30 09:30
110 P 2027-04-19 (& Msiver TTpWh 110 PP 2027-04-12 [ & Mmsiver TToWh
14:30 1:00
OLA + Add OLA + Add

Two tickets from the same London user, both submitted at 10:00 India time on a
Monday and shown in India time. Web form (left): response due 14:30, one hour after
the London opening. REST API (right): response due 11:00, one hour after 09:00
interpreted as India time.

A common workaround is to enter the customer’s hours in server time, in this case
14:30 to 23:00. This matched the policy until the UK clock change at the end of
March. Of the 13 UK tickets created after the change, 4 received a different
response deadline and 5 a different resolution deadline.
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Deadlines at the end of the day

When a day-based target ends after closing time, GLPI sets the deadline at closing
time, so work completed after hours is recorded as late even though no business
time has elapsed. When an hour-based target ends exactly at closing time, GLPI
moves the deadline to the next opening. Both represent the same business
moment, but only the first treats after-hours work as late.

0% Ticket lifecycle cases

Individual scenarios identified four further behaviours that affect specific tickets:

¢ A month equals 30 working days. Under the public sector contract, a ticket
logged on 29 January with a one-month target was due on 6 March rather
than 1 March.

¢ Backdating does not change deadlines. When a technician corrected the
opening date to the time of the call, the deadlines remained as calculated
from the original creation time. Policies that start the clock at call logging
require the service level to be reassigned after the correction.

¢ A new service level inherits pending time. When a priority change after a
Pending period assigned a new service level, GLPI added the accumulated
Pending time to both the new response and resolution deadlines (570
minutes on GLPI 11.0, 575 on GLPI 12.0). Response deadlines are otherwise
never paused.

¢ Solved time is excluded. When a user rejected a solution, the time the ticket
spent in Solved was added back to the deadline. This is consistent with the
policies in this study, but contracts should state it explicitly.

Two further behaviours affect reporting. GLPI - Service levels

GLPI's “exceeded"” columns exclude tickets

in Pending, so an open ticket past its & Service levels

deadline does not appear in the late list —_

while it is pending; this applied to five

tickets at month end. GLPI also tracks B
deadlines rather than update frequency,

so a requirement such as “update P1 g

tickets hourly” cannot be measured from
2027-03-06 11:00

its service level fields.
@ G Monthly TTR 1 month X

Ticket logged on 29 January with a
one-month target, due 6 March.
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(008 Teams and OLAs

Internal IT escalated tickets from the service desk to the network team and then to
the server team, each with its own OLA and working hours. The same handover
was run on GLPI 11.0 and on GLPI 12.0, which introduced a new OLA model.

GLPI 11.0 - Service GLPI 12.0 - Service
levels levels
© Service levels ® Service levels B
TTO 2 S
trr P 2027-04-05 @ I1TTRe R W
2027-01-05 10:00 17:00
TTRE 110 P 2027-04-05 & 1tTo1q @
10:00 |

2027-01-05 17:00

Internal TTO ?

OLA A

R 2027-04- (¢
TTO @ |Desk OLATTO 30 m

2027-01-05 14:30 05 09:30
IR R 2027-04- [ @ IDesk OLA TTR4 N
Internal TTR ? 0513:00
= -05 16
2027-01-05 16:00 o Rl 2027-04- [ & | Network OLA TTO 1]
e R 2027-04- [ @ I Network OLA TTR 4
0516:00

Rl 2027-04- [ & | server LA TTO 30|
0514:30

Rl 2027-04- [ & Iserver OLA TTR2 H

L 0516:00

The same handover after resolution. GLPI 11.0 (left): a single internal target, replaced
at each handover, so only the server team's target remains. GLPI 12.0 (right): each
team's OLA remains on the ticket with its own deadline.

¢ One target per ticket (11.0). Each handover replaces the internal target, so
the service desk and network team results are available only in the ticket
history.

e One OLA per team (12.0). The network team’s clock started at handover and
began counting at its 12:00 opening. Only a network team member could
stop its response clock; a reply from the service desk on the team’s behalf did
not, and the network team missed its target by 30 minutes.

¢ A team’s OLA runs until its group is removed (12.0). When the service desk
handed over without its group assigned to the ticket, its 4-hour OLA
continued until resolution and was recorded as late. When the desk assigned
its group and removed it at handover, the OLA ended at handover and was
met.

e Pauses (12.0) extend every team’s resolution clock, and a team’s response
clock only while that team is not assigned.
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077/ What reaches the report

At each month end, each organisation’s supervisor ran GLPI's ticket search with its

“exceeded” columns, as for a service review.

EXHIBIT 2

Resolution attainment: written policy and GLPI report
Share of tickets resolved within the resolution target, January to March
@ \Vritten policy, independent calculation (@ GLPI report

UNIVERSITY IT, 376 TICKETS

Written policy G 84-6%
GLPI report I ss.e%
MANAGED SERVICE PROVIDER, 403 TICKETS
Written policy G +3.7%
GLP! report G 49.6%
PUBLIC SECTOR CONTRACT, 477 TICKETS
Written policy S 7<%
GLP report O 75.6%
INTERNAL IT, 410 TICKETS
Written policy G 52.0%
GLPI report @l 53.9%
0% 25% 50% 75% 100%

Source: MarifeX measurements, 1,701 tickets in four organisations on one GLPI instance,

January to March.

GLPI reports showed higher resolution attainment than the written policy for every
organisation, by 1.0 to 5.9 percentage points, mainly because Pending paused
tickets for waits the policies do not permit. Response attainment differed in both
directions: lower where a day-based target ended at closing time or the UK
calendar was interpreted in India time, and higher where a private task or the
user’s email counted as the response.

For the public sector contract, the penalty clause yields 2,228 units for the quarter.
Applied to GLPI's deadlines and resolution dates, the same clause yields 1,855 units,
16.7% less, with 23 tickets assessed differently. GLPI has no penalty field, so
penalties calculated from exported GLPI data inherit all of the differences above.
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08 What we recommend

0 Define the response and measure accordingly
Where only a reply to the user qualifies, report response time from
the first public follow-up by the service desk rather than from GLPI's
take-into-account time.

a Keep non-pausing waits out of Pending
GLPI pauses for every pending reason. Where a contract does not
pause for suppliers, track those waits without the Pending status, or

adjust the figures before a review.

° Calculate in a single time zone
Set server and user time zones deliberately, and review customers in
other countries after each clock change. Hours entered as a fixed
offset remain valid for one season at most.

a Express targets in GLPI terms
Use working days rather than months, and define whether end of

day means closing time or the next opening.

e Remove the group at handover (GLPI 12.0)
A team’s OLA continues until its group is removed from the ticket or
the ticket is resolved.

e Validate initial reports against the contract
Recalculate a sample of tickets from the contract before GLPI figures
are used in a service review or penalty claim. The differences are

systematic, so a small sample is sufficient to reveal them.
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TRIGGER
A policy is configured as GLPI
service levels

Four questions determine whether reports
match the contract

@ Does any staff update
qualify as a response?

No GLPI response figures will be
higher than the contract measure.
Report from the first public reply.
UNDER THE HOOD

Does GLPI report your @ Does every waiting period
o o stop the clock?
policy as written?

No Pending will extend deadlines for
Most differences in this study arise from waits the contract does not permit.
. . . . Keep those waits out of Pending.
these four points. Each is a configuration or P °

process decision, not a defect, and can be
Are server, user and

aligned with the contract. . . .
@ integration time zones

aligned?
GLPI service level calculation, verified on GLPI 11.0
and 12.0, October 2026. No Customers in other countries
receive deadlines that depend on the
channel and session.

@ Are targets expressed in

hours or working days?

No A month becomes 30 working
days, and day-based targets end at
closing time.

RESULT

GLPI figures reflect the policy as
written.
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0% Methodology

e Volume. 1,701 tickets on GLPI 11.0 (32 scenarios and 1,669 general tickets) with
6,831 timed events from 4 January to 31 March, and 9 tickets on GLPI112.0. One
GLPI12.0 scenario was repeated on a new ticket after an execution error; the
incomplete ticket was excluded.

e Versions. GLPI 11.0 with MariaDB 10.11 for all organisations; GLPI 12.0 for the
OLA scenarios and to confirm three findings: private tasks as response,
pending time on a new service level, and channel-dependent time zones. All
three behaved identically.

e Out of scope. Merged duplicates, workarounds followed by a permanent fix,
and automatic closure. These do not affect service level fields beyond what
the resolution and reopening scenarios show.

e Evidence. For every ticket, the recorded state after each step, screenshots at
each scenario step, GLPI logs and the calculation output were retained. No
PHP, database, access or mail errors were logged.

MEASURE RESULT

Response deadlines at the same business moment as the policy 93.2%

Resolution deadlines at the same business moment as the policy 88.2%

Same verdict (met or missed) 3,227 of 3,402 (94.9%)
Penalty units: contract and GLPI dates 2,228 and 1,855
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HOW MARIFEX HELPS

From standard GLPI to the way your teams work

Most organisations do not need a different ITSM tool. They need the one they have
to fit their process. Because GLPI is open source, we shape it around you instead of

shaping you around a licence.

7~ N 7~ ™~
Adoption Customisation
We map your incident, problem and We build plugins and workflow
change process to GLPI and set up extensions where the standard product
rules, SLAs, notifications and templates stops short, and we contribute fixes back
so the right steps happen without to GLPI itself.

manual effort.

7 N 7~ N
Integration No lock-in
We connect monitoring, directories and You own the platform, the data and every
reporting so incidents like this one are change we make. No per-agent licence
detected and measured, not only logged. tiers decide which features you can use.

Talk to our GLPI team: marifextech.com/contact info@marifextech.com

ABOUT THIS STUDY

This is independent research by MarifeX, carried out to help IT teams manage service levels in GLPI. It was not
commissioned or sponsored by Teclib' or by the maintainers of any software named here. It is not a rating or a
criticism of GLPI.

All figures come from one test environment with generated organisations and data, under the conditions described
in this article. Other configurations, plugins and practices will produce different results. The behaviour was verified on
GLPI11.0 and 12.0 in October 2026 and may change in later releases.

TRADEMARKS AND RIGHT TO USE
GLPI is a trademark of Teclib'. MarifeX is an independent GLPI service provider.

© 2026 MarifeX Technologies. You may share this document unchanged with attribution. You may not modify, sell or
rebrand it. Licensed under CC BY-ND 4.0.
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