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Monthly 2nd Level Performance Report
Advanced Support Processed for November

Date/Time Date/Time Date/Time Date/Time Response Response Fix Fix Total Life
2nd Call Call Placed Client Was Call Was Level In Advanced Support Level In 2nd Level Of Call In

Ticket Level Was 2nd Level's Contacted / Completed / Business Service Business Service Business Total
Number Severity Open Queue Scheduled Closed Hours Compliance Hours Compliance Days Days

93938 3 11/01/2002 08:23:50 11/01/2002 08:23:51 11/01/2002 08:24:04 11/01/2002 08:26:53 0.0036 Compliant 0.0506 Compliant 0.0056 0.0021
93939 3 11/01/2002 08:31:38 11/01/2002 08:31:39 11/01/2002 08:33:33 11/01/2002 09:04:58 0.0317 Compliant 0.5553 Compliant 0.0617 0.0231
93960 3 11/01/2002 12:07:00 11/01/2002 12:07:01 11/01/2002 12:33:02 11/01/2002 12:34:02 0.4336 Compliant 0.4503 Compliant 0.0501 0.0188
93978 3 11/01/2002 14:50:20 11/01/2002 14:50:21 11/01/2002 14:53:54 11/04/2002 09:00:14 0.0592 Compliant 0.0994 Compliant 0.0111 2.7569
93984 3 11/01/2002 15:30:51 11/01/2002 15:30:52 11/01/2002 16:22:13 11/01/2002 18:12:15 0.8558 Compliant 1.4856 Compliant 0.1651 0.1121
93996 3 11/01/2002 15:52:25 11/01/2002 15:52:26 11/04/2002 08:00:51 11/04/2002 08:01:16 1.1403 Compliant 1.1472 Compliant 0.1275 2.6728
94001 3 11/01/2002 16:34:16 11/01/2002 16:34:17 11/01/2002 18:12:31 11/01/2002 18:12:52 0.4286 Compliant 0.4286 Compliant 0.0477 0.0685
94003 3 11/01/2002 16:45:39 11/01/2002 16:45:40 11/01/2002 18:13:22 11/01/2002 18:21:34 0.2389 Compliant 0.2389 Compliant 0.0266 0.0666
94005 3 11/01/2002 17:04:27 11/01/2002 17:04:28 11/01/2002 17:08:24 11/01/2002 17:09:51 0.0000 Compliant 0.0000 Compliant 0.0000 0.0038
94069 3 11/04/2002 12:06:03 11/04/2002 12:06:04 11/04/2002 12:07:16 11/07/2002 11:26:27 0.0200 Compliant 0.0225 Compliant 0.0025 2.9725
94090 3 11/04/2002 13:58:41 11/04/2002 13:58:42 11/04/2002 14:24:59 11/04/2002 14:48:29 0.4381 Compliant 0.8297 Compliant 0.0922 0.0346
94092 3 11/04/2002 14:02:48 11/04/2002 14:02:49 11/04/2002 14:03:32 11/04/2002 14:03:37 0.0119 Compliant 0.0133 Compliant 0.0015 0.0006
94163 3 11/05/2002 11:46:04 11/05/2002 11:46:05 11/05/2002 13:44:53 11/05/2002 13:45:22 1.9800 Compliant 1.9881 Compliant 0.2209 0.0828
94167 3 11/05/2002 11:55:08 11/05/2002 11:55:09 11/05/2002 11:55:28 11/05/2002 11:55:38 0.0053 Compliant 0.0081 Compliant 0.0009 0.0003
94169 3 11/05/2002 11:59:09 11/05/2002 11:59:10 11/05/2002 15:41:04 11/05/2002 15:41:13 3.6983 Compliant 3.7008 Compliant 0.4112 0.1542
94522 3 11/11/2002 13:05:19 11/11/2002 13:05:20 11/11/2002 13:05:37 11/11/2002 13:05:43 0.0047 Compliant 0.0064 Compliant 0.0007 0.0003
94533 3 11/11/2002 14:10:49 11/11/2002 14:10:50 11/11/2002 14:11:58 11/11/2002 14:16:36 0.0189 Compliant 0.0961 Compliant 0.0107 0.0040
94535 3 11/11/2002 14:22:56 11/11/2002 14:22:57 11/11/2002 14:23:15 11/11/2002 14:23:40 0.0050 Compliant 0.0119 Compliant 0.0014 0.0005
94538 3 11/11/2002 14:46:20 11/11/2002 14:46:21 11/11/2002 14:46:30 11/11/2002 14:46:57 0.0025 Compliant 0.0100 Compliant 0.0011 0.0004
94578 3 11/12/2002 10:12:22 11/12/2002 10:12:23 11/12/2002 10:20:23 11/15/2002 10:15:51 0.1333 Compliant 0.1369 Compliant 0.0152 3.0024
94583 3 11/12/2002 10:46:22 11/12/2002 10:46:23 11/12/2002 10:46:34 11/12/2002 10:46:41 0.0031 Compliant 0.0050 Compliant 0.0006 0.0002
94602 3 11/12/2002 13:01:48 11/12/2002 13:01:49 11/12/2002 13:02:01 11/12/2002 13:02:08 0.0033 Compliant 0.0053 Compliant 0.0006 0.0002
94609 3 11/12/2002 13:19:12 11/12/2002 13:19:13 11/12/2002 13:19:30 11/12/2002 13:19:46 0.0047 Compliant 0.0092 Compliant 0.0010 0.0004
94612 3 11/12/2002 13:38:34 11/12/2002 13:38:35 11/12/2002 13:38:52 11/12/2002 13:39:19 0.0047 Compliant 0.0122 Compliant 0.0014 0.0005
94619 3 11/12/2002 14:20:26 11/12/2002 14:20:27 11/13/2002 15:58:31 11/13/2002 15:58:37 10.6344 Non Compliant 10.6361 Compliant 1.1818 1.0682
94623 3 11/12/2002 14:35:53 11/12/2002 14:35:54 11/12/2002 14:36:32 11/12/2002 14:37:12 0.0106 Compliant 0.0217 Compliant 0.0024 0.0009
94629 3 11/12/2002 14:57:36 11/12/2002 14:57:37 11/12/2002 15:04:32 11/12/2002 15:09:39 0.1153 Compliant 0.2006 Compliant 0.0223 0.0084
94631 3 11/12/2002 14:58:58 11/12/2002 14:58:59 11/12/2002 14:59:15 11/12/2002 14:59:21 0.0044 Compliant 0.0061 Compliant 0.0007 0.0003
94639 3 11/12/2002 15:52:16 11/12/2002 15:52:17 11/12/2002 16:46:49 11/13/2002 18:09:01 0.9089 Compliant 5.2694 Compliant 0.5855 1.0950
94641 3 11/12/2002 16:02:41 11/12/2002 16:02:42 11/12/2002 16:03:00 11/12/2002 16:03:24 0.0050 Compliant 0.0117 Compliant 0.0013 0.0005
94643 3 11/12/2002 16:19:24 11/12/2002 16:19:25 11/12/2002 16:21:12 11/15/2002 10:27:26 0.0297 Compliant 0.1167 Compliant 0.0130 2.7556
94644 3 11/12/2002 16:19:52 11/12/2002 16:19:53 11/12/2002 16:20:04 11/12/2002 16:20:45 0.0031 Compliant 0.0144 Compliant 0.0016 0.0006
94654 3 11/12/2002 17:09:15 11/12/2002 17:09:16 11/12/2002 17:09:22 11/12/2002 17:24:26 0.0000 Compliant 0.0000 Compliant 0.0000 0.0105
94664 3 11/13/2002 08:21:07 11/13/2002 08:21:08 11/13/2002 09:09:59 11/13/2002 09:34:50 0.8142 Compliant 1.2283 Compliant 0.1365 0.0512
94665 3 11/13/2002 08:28:22 11/13/2002 08:28:23 11/13/2002 08:28:37 11/13/2002 08:29:15 0.0039 Compliant 0.0144 Compliant 0.0016 0.0006
94670 3 11/13/2002 09:39:01 11/13/2002 09:39:02 11/13/2002 11:34:49 11/13/2002 12:27:35 1.9297 Compliant 2.8092 Compliant 0.3122 0.1171
94994 3 11/18/2002 16:09:59 11/18/2002 16:10:00 11/18/2002 17:15:02 11/19/2002 10:11:20 0.8333 Compliant 3.0222 Compliant 0.3358 0.7509
95003 3 11/18/2002 17:47:14 11/18/2002 17:47:15 11/18/2002 17:47:48 11/18/2002 17:48:09 0.0000 Compliant 0.0000 Compliant 0.0000 0.0006
95005 3 11/18/2002 17:53:45 11/18/2002 17:53:46 11/18/2002 17:54:00 11/19/2002 08:16:05 0.0000 Compliant 0.0000 Compliant 0.0000 0.5988
95010 3 11/19/2002 08:35:03 11/19/2002 08:35:04 11/19/2002 08:36:13 11/19/2002 08:36:18 0.0192 Compliant 0.0206 Compliant 0.0023 0.0009
95011 3 11/19/2002 08:47:06 11/19/2002 08:47:07 11/19/2002 09:49:52 11/19/2002 11:02:09 1.0458 Compliant 2.2506 Compliant 0.2501 0.0938
95014 3 11/19/2002 09:13:28 11/19/2002 09:13:29 11/19/2002 09:14:35 11/19/2002 09:40:08 0.0183 Compliant 0.4442 Compliant 0.0494 0.0185
95019 3 11/19/2002 09:54:47 11/19/2002 09:54:48 11/19/2002 09:54:58 11/19/2002 09:55:04 0.0028 Compliant 0.0044 Compliant 0.0005 0.0002
95036 3 11/19/2002 11:54:10 11/19/2002 11:54:11 11/19/2002 11:54:17 11/19/2002 11:54:40 0.0017 Compliant 0.0081 Compliant 0.0009 0.0003
95037 3 11/19/2002 12:01:10 11/19/2002 12:01:11 11/19/2002 12:01:24 11/19/2002 12:02:02 0.0036 Compliant 0.0142 Compliant 0.0016 0.0006
95057 3 11/19/2002 14:34:29 11/19/2002 14:34:30 11/19/2002 14:35:27 11/19/2002 14:36:07 0.0158 Compliant 0.0269 Compliant 0.0030 0.0011
95439 3 11/26/2002 08:45:05 11/26/2002 08:45:06 11/26/2002 08:54:30 11/26/2002 10:26:03 0.1567 Compliant 1.6825 Compliant 0.1870 0.0701
95443 3 11/26/2002 09:16:12 11/26/2002 09:16:13 11/26/2002 09:16:29 11/26/2002 09:17:02 0.0044 Compliant 0.0136 Compliant 0.0015 0.0006
95444 3 11/26/2002 09:17:55 11/26/2002 09:17:56 11/26/2002 09:47:33 11/26/2002 09:48:55 0.4936 Compliant 0.5164 Compliant 0.0574 0.0215
95459 3 11/26/2002 10:59:02 11/26/2002 10:59:03 11/26/2002 10:59:27 11/26/2002 11:00:00 0.0067 Compliant 0.0158 Compliant 0.0018 0.0007
95468 3 11/26/2002 11:33:44 11/26/2002 11:33:45 11/26/2002 13:02:26 1.4781 Compliant 18.2358 Non Compliant 2.0262 6.0098
95474 3 11/26/2002 12:18:21 11/26/2002 12:18:22 11/26/2002 15:30:15 11/26/2002 17:01:37 3.1981 Compliant 4.6939 Compliant 0.5216 0.1967
95475 3 11/26/2002 12:19:47 11/26/2002 12:19:48 11/26/2002 13:24:03 11/26/2002 14:45:38 1.0708 Compliant 2.4306 Compliant 0.2701 0.1013
95488 3 11/26/2002 13:20:12 11/26/2002 13:20:13 11/26/2002 13:20:25 11/26/2002 15:29:33 0.0033 Compliant 2.1556 Compliant 0.2395 0.0898
95489 3 11/26/2002 13:26:17 11/26/2002 13:26:18 11/26/2002 13:26:30 11/26/2002 13:27:10 0.0033 Compliant 0.0144 Compliant 0.0016 0.0006
95493 3 11/26/2002 14:04:35 11/26/2002 14:04:36 11/26/2002 14:06:15 11/26/2002 14:06:21 0.0275 Compliant 0.0292 Compliant 0.0033 0.0012
95503 3 11/26/2002 15:16:04 11/26/2002 15:16:05 11/26/2002 16:21:55 11/26/2002 17:00:47 1.0972 Compliant 1.7319 Compliant 0.1925 0.0727
95519 3 11/27/2002 08:53:42 11/27/2002 08:53:43 11/27/2002 09:00:01 0.1050 Compliant 2.0600 Incomplete 0.2289 5.1210
95549 3 11/27/2002 13:30:52 11/27/2002 13:30:53 11/27/2002 14:26:39 11/27/2002 14:38:10 0.9294 Compliant 1.1214 Compliant 0.1246 0.0467

Compliance Response Coverage 1 9 5 Total # of Calls 1 9 5
Total # of 

Calls

Severity 1 Immediate From 8:00 AM 93.85% Compliant 94 .36% Compliant

Severity 2 Within .5 Hours To 5:00 PM 6.15% Non Compliant 5 .64%
Non 

Compliant

Severity 3 Within 4 Hours 9
Hour Business 
Day 0 .00% Incomplete 2 .05% Incomplete

  Severity 3 
(Dispatch) Within 4 Hours

  Severity 4 
(Citrix) No SLA

  Severity 4 (Fin 
Prof) No SLA

  Severity 4 
(CDS) No SLA

Compliance Resolved

Severity 1 Within 4 Hours

Severity 2 Within 8 Hours

Severity 3 Within 18 Hours

(End Next Business Day)

Severity 3 
(Dispatch) No SLA

Severity 4 
(Citrix) No SLA

Severity 4 (Fin 
Prof) No SLA

Severity 4 (CDS) No SLA


