
APPENDIX 1

 

 

 

0
200
400
600
800

1000
1200
1400
1600
1800

J
u
l

A
u

g

S
e

p

O
c
t

N
o
v

D
e
c

J
a
n

F
e

b

M
a

r

A
p

r

M
a

y

J
u
n

N
o

. 
C

a
ll

s

Month

Calls Raised by partner

BDC

DDDC

NEDDC

Rykneld

Total

60
65
70
75
80
85
90
95

100

Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun

%
R

e
s
o

lv
e
d

 w
it

h
in

 S
L

A
 T

a
rg

e
t

Month

Incidents resolved within SLA target time

BDC

DDDC

NEDDC

Ryk

SLA

500

550

600

650

700

750

800

J
u

l

A
u
g

S
e
p

O
c
t

N
o
v

D
e
c

J
a

n

F
e
b

M
a

r

A
p
r

M
a

y

J
u

n

C
a
ll
s
 O

u
ts

a
n

d
in

g

Month

Calls Outstanding Calls Outstanding

Linear (Calls
Outstanding)

0

10

20

30

40

50

60

70

Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun

%
a
g

e
 u

ti
li

s
a
ti

o
n

Month

Project Resource Usage

BDC

DDDC

NEDDC

Joint ICT

0
50

100
150
200
250
300
350
400

J
u
l

A
u

g

S
e

p

O
c
t

N
o
v

D
e
c

J
a
n

F
e

b

M
a

r

A
p

r

M
a

y

J
u
n

N
o

. 
In

c
id

e
n

ts

Month

Calls Outstanding by Category

Incidents

Service
Requests

Change
Requests

0

200

400

600

800

1000

1200

J
u
l

A
u

g

S
e

p

O
c
t

N
o
v

D
e
c

J
a
n

F
e

b

M
a

r

A
p

r

M
a

y

J
u
n

N
o

. 
C

a
ll

s

Month

Calls Raised by type

Incidents

Service Requests

Change Requests

Linear (Incidents)

Linear (Service
Requests)



 

20

30

40

50

60

70

80

90

Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun

%
 R

e
s
o

lv
e
d

 o
n

 1
s
t 

C
o

n
ta

c
tt

Month

Incidents resolved at first contact

BDC

DDDC

NEDDC

Ryk

SLA
20
25
30
35
40
45
50
55
60

Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun

%
a
g

e
 u

ti
li

s
a
ti

o
n

Month

Project Related Activities

%age

Target

Linear
(Target)




