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1 Effort

Effort needed to provide this service was 3.4 PMs

2 General overview of performance in the period

For the November period the ticket response times for the Accounting Portal (Medium QoS profile) were in general for all urgency values under one working day. There are reports of 0'02 work days response time. All the times are well under the required thresolds, with no anomalies

The A/R figures don't drop from 99,65% in the period, except in M5 (March) where a failure during the weeked caused the service to be unavailable until Monday. Next month the A/R was recovered.
3 Performance againSt Service Targets

The following table shows performance against targets:

	Service level parameter
	Target


	M1 average
	M2 average
	M3 average
	M4 average
	M5 average
	M6 average

	Availability
	99,00%
	100%
	99,65%
	100%
	100%
	96.04%
	100%

	Reliability
	99,00%
	100%
	99,65%
	100%
	100%
	96.04%
	100%

	Response

Less Urgent
	5
	0,08
	0,99
	0,21
	0,06
	0,5
	-

	Response

Urgent
	5
	0,02
	
	0,09
	
	0,8
	-

	Response

Very Urgent
	1
	
	
	
	0,02
	0,02
	-

	Response

Top Priority
	1
	
	
	
	
	-
	-


4 Issues arising in the period

Ticket 112501 and 112504, accounting portal not responding during 22nd of March, Sunday, problem solved on Monday 23rd at 8:10, downtime was 22 hours, caused by filling of a filesystem in the server. 
5 Measures planned 

Increase redundancy of the portal with a cluster of servers that provides a failover mechanism to reduce the possibilities of a reduced availability as achieved in M5 of the period.
6  Foreseen activities and changes 
· Install Apache watchdog service.

· Study feasibility of failover server.
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