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2. Introduction
This report covers Operational Support for reporting Period-4 of 24" June 2019 to 21% June 2019.
Contract SLA Service Level Availability is agreed at 99.00%

The report covers the operational support provision of the service. RAG Statuses are provided to allow
for rapid visual identification of areas of the service requiring attention and adopt the convention
shown below. For elapsed times the calculation used is target/actual*100.

Green 99.00-100%

>75 —-99.00%

<75%

3. Management Summary

There has been increase in performance and stability with enhancements made to the system during
this period. Issues around the protection and ‘quality of service’ elements are being monitored and
tweaked. We are seeing evidence of increased instability of the feeds from NR Datacentres this
month.

3.1. Service Desk Management Summary

This reporting period has seen 14 issues raised within CACI Ltd ITSM Toolset. Below is a high-level view
of the volume of issues received from the business and also initiatives taken from the wider supporting

group.

e During this reporting period there were issues of which were comprised of:
o 10 were of P3 Priority status
o 0P1eventrecorded and resolved
o 4 P2 events recorded and resolved
e Availability for this period exceeded the required 99.00%
o Average Active users for the period — 730
o Pending Users for the Period - 0
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