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1 Inleiding
Dit document bevat de maandelijkse rapportage van het onderhoud op het 1-1-2
communicatieplatform van het KLPD.,

1.1 Colofon
SLA ontvanger: visPN Teamleider NEC MDC
Contactpersoon klant: | ]

To: IE—
E-mail: R

Contactpersoon KPN:
Service Level Manager 1-1-2
Tel.. N
E-mal

Adres klant; Odijkerweg 19
3972 NE Driebergen
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1.2 Context en Scope

Hierbij ontvangt u de Service Level Rapportage over de periode juni 2012. Deze rapportage geeft een
beeld over de verschillende aspecten van het programma 1-1-2,
Deze rapportage geeft het 1-1-2 deel betreffende het communicatieplatform van het KLPD.

De rapportage is conform de afspraken in het DAP opgebouwd uit de volgende hoofdstukken en
paragrafen:

Service Support
- Configuratiebeheer
- Incidentbeheer
- Escalatie
- Onderhoudswerkzaamheden
- Probleembeheer
- Wijzigingsbeheer

Service Delivery
- Capaciteitsbeheer
- Beschikbaarheidbeheer
- Kostenbeheer
- Beveiligingsbeheer
- Klachten procedure

Bijlagen
- Qverzicht groeifafname mobiel;
- Aantal gesprekken per PE per maand van alle Telco's.
- Communicatieplatform KLPD
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1.3 Documentbeheer

Bij KPN is Service Management (SLM) de partij die zorg draagt voor het opstellen, onderhouden en
beheren van de rapportage.

Tevens verzorgt Service Management de distributie en het actueel houden van de rapportage.

1.3.1  Historle document

KPN 1.0 11-07-2012 Rapportage juni 2012

1.3.2  Wijjziging van rapportage

Zowel Service Management van KPN als vtsPN kunnen het initiatief nemen tot veranderingen m.b.t.
de rapportage.

1.3.3  Distributielijst

Qrge ,

vtsPN MDC ] Contractmanagement

visPN MDC T Teamleider NEC MDC

KPN CM ] Client Director Veiligheid en Justitie
KPN CM ] Service Level manager 1-1-2
Accorderen rapportage

De onderstaande contactpersonen zullen maandelijks controleren of de rapportage de juiste
gegevens bevat en hierna de rapportage accorderen.

m

vtsPN Teamleider NEC MDC

‘Service Level Manager 1-1-2
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2 Managementsamenvatting

2.1 Service Support

Er zijn in de rapportage periode 15 incidenten gemeld en 13 incidenten afgehandeld. Hiervan zijn er
13 binnennorm behandeld.

2.2 Service Delivery

Er zijn in de rapportage periode geen Changes aangevraagd en 4 Changes afgerond.

2.3 Problem management

Er is in de rapportage periode 1 problem aangemaakt.

1-1-2 Service Level Rapportage juni 2012
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3 Service Support

3.1 Incident management (open)

| UMS Ticket| KPN Ticket ! Urgentie |Locatie
nummer nummer i

Binnen/ Configuratie Item
.. |buiten
norm

Meld datum/tijd Eind datum/tijd!Netto omschrijving o |Diagnoselbplossing
' ! - . doorlooptiid,; :
| i (hhtmm)

Totaal openstaande incidenten:

4~1-2 Service Level Rapportage juni 2012
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UMS Ticket Locatie ! Meld ‘datum/tijd| Eind datum/tijd:{Netto Oomschrijving
nummer ! doorlooptijd
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Aantal ' |UMS Ticket |KPN Ticket: :jUrgentie |Locatie ; | Meld datum/tijd! Eind datum/tijd |Netto ' Omschrijving i : s Diagnose/ Oplossing Binnen/ Configuratie Item
nummeér o nammer 5 [ el : doorlooptijd | : : buiten
: S| T s | o e e = D (hh:mm) ' norm
3 1
|
{
T — —
||

!

=

Totaal afgesloten incidenten: g
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33 Problem management {open)

KPN Ticket: . 1l.ocatic 5 {Meld datum/tijd | Eind datum/tijd ;Qmschriiving o e g 1meerking
| pummer i ! i | i i s
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34 Problem management (afgerond)
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3.5 Change management (open}

MDCTicket /1| KPN Ticket
nummer ! : {nummer’
o )

Locatie PR ' Meld ' datum/tijd iVerwachte eind kElm:l datum/tijd'. .. .Omschrijvi e g f - Opmerking

-datum’ i : ;

|
!
4

|| | | I | ]
] - | |
| ] || | |
| L l_ | ||
| ] L ] | |
|| .| | | ]
|| || _ ] |
| ] r | |
— | B I ]
|| | | | |
| | ] | ]
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MDC‘Ticket ki KPNT]cket Meld datum/tijd
nummer | nummer L

‘JLocaﬁe i

!
4

Verwachte eind
datum

;i Eind datum/tijd"
' vl i
|

Omschrijving

1Opmerking

In de rapportageperiode Zijn geen Changes gemeld.
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3.6 Change management (afgerond)

| KPN Ticket
Inummer. -

| Locatie"
511232344047

?Meld datum /tijd

‘;VerWachte eind
ZHndatum

|Eind datum/tijd

Omschrijving’

Opmerking

PEDO/PE26 Driebergen 2012-04-27 Q2 2012 2012-06-12 Aanpassen / Verwijderen Hulpdienst Labels in de |Offerte In ingelegd bij MDC. Wacht op akkoord klant.
Communicatie Manager 1-1-2
nt 20120618 PEDO/PE26 Driebergen 2012-06-18 2012-06-19 2012-06-18 ‘Werkzaamheden aan de Cross Connect in Spoed melding. Gereed gemeld.
Utrecht
78689 20120415 PEOCO/PE26 Driebergen 2012-04-18 2012-08-01 2012-06-25 Aanmaken van monitoring poort op coreswitch  {Voor beter inzicht van de gemiddelde Iijin belasting is
Stack en plaatsen analyzer op de Dark Fibers. Is medebepalend benndigde
architectuur / bandbreedte wor de keppelingen
tussen de 3 nieuwe hoofdlokaties (Odijkerweg,
Hoofdstraat en Hilversum). MDC akkoord met
change. CCA {ilIIIE) 2angestuurd voor plannen
/ uitvoeren iom TB112. Gereed.

78658-02 201204244 PEOO/PE26 Driebergen 2012-04-24 2012-06-28 2012-06-27 Prewventieve Reboot Gereed. Op verzoek van mgt MDC uitgevoerd op 27
juni. Daardoor was combi met andere
werkzaamheden mogelijk en minder impact voor
KLPD.

In de rapportageperiode zijn 4 Changes afgerond.
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4 Service Delivery

41 Beschikbaarheid beheer Avaya platform

jan-11 Feb Mt Apr Mel
10D,00% | 100,00% | 100,00% | 100.00% | 100,00%

Service
Beschikbaarheld | Meetperiode Window | {an-11 Feb Mrt Apr Mel Jun
AlC $8,50% maandelijks 24x7 | 100,00% | 100,00% | 100,00% | 100,00% | 100,00% | 100.00% §00,00%: 1
Be paa A
Service
Beschikbaarheld | Meetperiode Window | [an-11 Feb Mrt Apr Met Jun
AES 98,50% maandelliks 24x7 | 100,00% | 100,00% | 100,00% | 100,00% | 100,00% | 100,00%

Beschlkbaarheld | Mestperiode o1 r ‘Nov: e, core
CMS 98,50% maandellis 24| 100,00% 100,00% | 100,00% 406,00% 700,005 [+100;0

B baa d
Service:
Beschlkbaatheld | Meetperiode Window | _fan~11 Feb Mrt Apr Mel
VP 98,50% maandelifics 24x7 | 100,00% | 100,00% | 100.00% | 100.00% | 100.00%
| I
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2 Beschikbaarheidbeheer KPN Netwerk

E <

2.1  Bereikbaarheid 1-1-2

EY

—_— = =

1-1-2 Service Level Rapportage juni 2012 15

Vertrouwelijk




Q__:)

kpn

4.2.3  Trend Grosi/Afname oproepen
Jaar Gem, Jan Feb Mrt Apr Mel Jun Jul Aug Sep Okt Nov Dec
2009 128,6 1198 1041] 1138| 1330 1345] 1400] 1312| 1328 1395[ 1303| 1341] 1295
2010 150,2 139,0| 1215| 1363 1395| 05| 1737 1630| 1720( 1804| 1465} 1516| 1474
2011 138,38 1520 | 1304 1441 1444| 1376| 1460 1337] 1378 1485| 1327| 1317] 1273
2012 122,8 53] 11,1] 1254] 1203]| 1225 1229 - - - - - -
nuljaar 2004
Groei Mobiel
190,0
()
] / \ —+—2009
v 160,0 - : .
8 / ——2010
Do
& .
130,0 - 2011
\ —p~ 2012
110,0 \/
90,0 T T T T T T T T T 1
Jan Feb Mrt Apr Mel Jun Jul Aug Sep Okt Nov Dec
Maanden
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5 Trunk CMS Rapportage
Tfunk-1 . 1y Trunk Graup Summary Monthly = Inkomand A:: I
’ REPL BN 5
g Trunk Graup Name: inkomend A
1 Number offrunks: 60
Month  Inbound ACD Inbound Olier Avg Inbound Outbound Outbound Otthound Outbound  Avg  Outbound Olibound Outbound SNl %
glaing  Cafls  Galls  Aban  Calls Inbound CCB Calls ACD Aban Olher Oulbound CCS  FarEnd Blocked Trunks Malnt
Galls Trunk Calls Cails calls Trunk Comp Cslis  Busy Busy
Hold Hold
Time Tims
Totals 264164 200455 63554 154 42 {09890 17 5 0 12 20 5 [ 0 85 148
6/112012 284184 200465 83664 165 42 109890 17 5 0 12 28 [ [ 0 85 146
Trunk-2:
Number of runks: 60
Month Inbound ACO Inbound Other Avg  Inbound Outbound Outbound Ouipound  Avg  Outbound Oulbound Outbound %A %
Starllng  Calls  Calis  Absn  Calls Inbound COB Calls ACD Aban Other Oulbound CC8  FarEnd Blocked Trunks Malnl
Calls Trunk Calls  Galls  Calls  Tounk Comp  Oalls  Busy Busy
Hold Hold
Time Tims
[Fotals 49 0 1 40 159 58 73037 [] 0 73837 47 101390 64898 D 85 .05
[anfzet2 49 8 1 [ RE] 68 73837 g 0 73837 217 101380 64899 0 85 85
Trunk-4:
Number of lrunks; 12
Wonth  Inbound ACD  Inbound Other Avg  inbound Oulbound Oulbound Outbound Outbound  Avg  Outbound Oulbound Outbound %A %
Stating  Calls  Calls  Absn  Caslis Inbound €C8 Calls ACD Aban Other Outbound ©C8  FarEnd Blacked Trunks Malnt
Calis Trunk Calls Oaits Calis  Trunk Comp  Calle  Busy Busy
Hetd Hotd
Time Time
Totals 277 273 4 0 251 473 3764 0 0 3764 1:44 3926 2980 0D 85 88
61112012 77 213 4 0 28 [1£] 3784 0 0 3red 1:44 3928 2080 ¢ 85 .80
Trunk-5:

Trunk Oroup Name: Opanbaarin ult 4
Number of frunks: 30

Month  Inbound ACD labound Other Asvp Intound Outbound Outbound Outpound Oulhound  Avg Outbound Oulbound %A1l %
Slaring  Calls  Calls  Aban Calls Inbound ©C8 Calls ACD Aban Olher Oulbound ¢€C8  FarEnd Blotked Tiunks Malnt
Calls Teunk Calls Calls Calls Trunk Comp  Calla  Busy Busy
Hold Hold
Tims Tim
Totals 105 1 10 (1] 119 30 69010 21047 1 40562 129 20270 24214 a b5 .89
[enret2 105 1 10 84 1o 30 69810 21047 1 48662 28 20270 24314 0 85 88
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Trunk-6:  Nlet in gebruik
Trunk-7: Ji; Trunk Group Summary Monthly ~KPNink A
SR o FHit
Trunk Group Name: KPN Inb A
Numbar of trunks: 30
Maonth  inhound ACD Inbound Olhér  Avg  Inbound Outbound Outbound Outbound Oulbound  Avg  Oulbound Outbound Oulbound %A %
@laring  Calis  Calls  Aban  Calls iphound COB Calls ACD Aban oOther Outhound CCB8  FerEnd Blocked Trunks Malnt
Calls Trunk Calle Calls Oslis Trunk Comp  Calls Busy Busy
Hold Hold
Time Time
[Totals 1608 1485 392 [§] 138 700 0 [) 0 0 0 ] 0 .85 87
@/142012 1888 1485 KE7] 1 38 709 [ [ a [] ¢ 0 0 85 87
Trunk-21: takomend
R
i Trunk Oroup Nams; mkomend B
i Humber of trunks: 60
Month  Inbound ACD Inbound Other  Avg  Inbound Outbound Outbound Outhound Outbound  Avg  Oulbound Outbound Outbound %A %
Slang  Qalls  Calls  Aban Calls Inbound CC8 Calls ACD Aban Other Outbound  CC8  FarEnd  Blocked Trunks Maint
Calls Trunk Calls  Qalls  Calls Tk Comp  Calls  Busy Busy
Hold Hotd
Time Tims
Tolals 205669 201038 64162 468 “2 12211 [] 0 0 [1] 1] a [
60112012 265669 201038 64162 468 42 1122 [] 0 0 [] a 1 0 00 00
Trunk-22:
Number oflrunks; 80
Honth  Inbound ACO Inbound Other A Inbound Oulbound Oulbound Ouloound Oulbound Avg  Oulbound Oulbound Outbound %AN %
Blartng  Calls  Calls  Aban  Calls lnbound CC8 Calls ACD Avan Other OQutbound CC8  FarEnd Blocked Trunke Malnt
Calls Trunk Calls Oalls Calls Trunk Comp  Calis  Busy Busy
Hold Hold
Time Time
g olals 0 0 [ ] 0 0 0 [1] 0 ] (] [ 85
ilenmo12 [) [ 0 [} 0 0 ) [} [} 0 0 6 85 85
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Trunk-24;

Repart:

Trunk Group Name: Moodnet B
Number of runks: 12

Month  fnbound ACD inbound Other Avg  Inbound Quibound Outhound Quibound Outwound Awg  Oulbsund Oulbound Outbound %Al %
Starling  Cafls  Calla  Aban  Calls Inbound CC8 Calls Aban Other  Outhound  0C9  FerEnd  Blocked Trunks Malnt
Calls Trunk Calis  Oats  Calls  Trunk Comp  Calls  Busy Busy

Hold Hold

Time Time
[Tolals 0 [] [1] '] 0 0 [ 0 0 0 0 0 00 02
8112012 9 [] [ 0 [ q 0 a [] a [] [T

. Hep:
Teunk Qroup Name: Oponbaar in uf 2
Numbser of trinks: 30
Wonth  Inbound ACD lnbound Other Awg  Inbound Quibound Quibound Ouvibound Outhound  Awp  Oulbound Outbound Oulbound %Al %
Slading  Calls  Calls  Aban Calis Inbound CCS Calls ACD Aban Other CGutbound C€CS  FarEnd  Blocked Trunks Malnl
Cafls Frunk Colle Calls Calls Trunk Comp Calls  Busy Busy
Held Hold
Tima Time
(Tolals 143 3 17 93 30 33 221 1] [ 229 100 132 173 [ o0 D0
8/112012 113 El 17 [X] 30 EX) 2 [] ] 22 1:00 132 173 0 00 DO
Trunk-26; Niet in gebruik
Trunk-27: Jiy Trunk Geoup Summary Montbly - KFNinb
“Report TER = Fo ;
Trunk Oroup Nams; KPiinb b
Numberoflrunks: 30
Month  Inbound ACD inbound Other Avp Inbound Ouibound Quibound Ouloound Outbound  Avg  Outbound Oufbound Oulbound %Al %
stafing  Calls  Calls  Aban  Calls Inbound CC8 Calls Aban oher Oufbound CC8  FarEnd Blacked Trunks Malnt
Calts Trunk Calls Calls Calls Trunk Comp Calls  Busy Busy
Hold Hold
Time Tims
[Totals 1544 1211 327 [] 134 628 ) [] [1] 1] 0 [ 0 02 B4
87102012 1644 1211 327 6 334 626 0 1] 0 0 0 0 9 02 .04
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Trunk-31:
i Trunk Group Name: AMS
+ Number offrunks: 30
Month  inbpund ACD  Inbound Other Avg  Inbound Ovibound Quibound Quibound Ouibound Avg  Oulbound Outbound Outbound %Al %
Stating  Calls  Calls  Aban Calls Inbound CC8 Calis ACD Aban Other Outbound C€C8  FarEnd Biotked Trunks Maint
Calls Trunk Galls Calls Calla Trunk Comp Calls  Busy Busy
Hold Hold
Time Time
gljgax: ] [ [ ] ] ] 0 0 [ [} D 85 8%
112012 [ [ 0 a [ q [) [] [] [] [) 0 85 8§
Trunk-41:
Tiunk Group Name: ROY
Number of bunks: 25
Mont  inbound ACD labound Other Avg  Inbound Oulbound Outbound Oulbound  Avg  Outhound Qutbound Oulbound %A %
glading Calis  Calls  Aban  Calls Inbound CC8 Calis ACD Aban Other  Oulbound ©CB  FarEnd Blocked Trunks Mainl
Calls Trunk Calls Calls Calis Trunk Comp Calls  Busy Busy
Hotd Hotd
Time Time
}Els [] [] [] o 0 10806 [] 0 1B8D6 203 13278 9 0 85 85
8/112012 0 [) 0 9 0 10808 0 0 10808 203 13278 ] 0 B85 85
Trunk,,51: ?["unkmupsummuryMnlhl = HAA :
“Reprt osks :
Trunk Oroup Name: HAAG
Number of bunks: 25
Month  Inbound ACD lnbound Other Avg  Inbound Oulbound Outbound Oulbound Outbound  Avg  Oulbound Outbound Quibound %Al %
Blating  CeMls  Calls  Aban  Oalls Inhound CCB Cslls ACD Aban Oher Oulbound CO8  FarEnd Blotked Trunks Maint
Calls Trunk Calls Calls Calig Trunk Comp  Calis  Busy Busy
Hold Haid
Time Time
olals ] [] [ [] [] [] [] [] [ [] [ 0 85 @5
/152012 [] [} 0 ] 0 0 0 [ [ 0 [] 0 86 .85
Trunk-61:

Trunk Group Name: UTR
Number ofunks: 25

Month  inbound ACD  Iabound Other

£lating Calla Calls  Aban

Calls Inbound  CQB Calls ACD Aban other  Outhound €08

Avg  Outbound Outbound Outbound HAl %
FarEnd Blocked Trunks Malnl

Arg  Inbound Oulbound Outbound Outhound Oulbound

Galls Trunk calls Calls Galls Trunk Comp  Calls  Busy Busy
Hold Hold
Time Time
[Totals 0 0 0 0 [ 0 [i] 0 0 0 [1] 0 95 85
8/112012 0 0 q 0 0 0 ] 0 [ [] [] 6 85 86
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Trunk-71: |i7 Irunk Group Summary Manthly ENTIM
FReport™ Bk i

Tounk Oroup Name: NIJM

Numbar ofrunks: 12

Month  Inhound ACD Inbound Other Avg inbound Oubound Outbound Outbound Quibound  Avg  Oulbound Outbound Oulbound % AT %
Sleing  Cslle  Calls  Absn  Calls Inbound CC8 Gatls ACD Avan Olher Outbound €C8  FarEnd Blotked Trunks Malnt

Calls Trunk Calls Calls Calla Trunk Comp  Colls  Pusy Busy
Hold Hotd
Time Time
oials [1] [ [ [} [1] ] [ 0 0 [ [] 0 85 85
‘18012 [ 0 0 0 [ i [] 9 [) [] 0 [T T]

Trunk-81:
9cks
Trunk Oroup Name: HAAR
Number oftunks: 12
Month  Inbound ACD Inbound Other Awy Inbound Outbound Outbound Outhound Qutbound Avg  Oulbound Oubiound Outbound %Al %
&larling Calls  Calis  Aban  Calls Inbound CC8 Calls ACD Aban Other Outbound CC8  FerEnd Blacked Trunks Maint
Calls Trunk Calis Calfs Calls Trunk Comp  Colle  Busy Busy
Hold Hold
Time Time
‘olals 0 0 0 [] 0 [ [} ) [} [ o 1] 05 .85
61112012 3 Q [ ] [ 0 [) [) [ 0 [] D B§ .86
i Dabla Bk To Buntand
Trunk-91: ' Irunkﬁvuupmrmll

Repol
Trupk Group Name; TH.
Nutber of tunks: 15

Month  iInbound ACO Inbound Other Avg inbound Outbound Quibound Ouibound Qutheund Avg  Outhound Outbound Oulbound %Al %
Slarting Calls  Calls  Aban  Cells lnbound CC8 Calls ACD Aban Oher  Outbound ©C8  FarEnd  Blocked Trunks Malnt

Galls Tiunk Calls Calls Calle Trunk Comp  Calts Busy Busy
Hold Hotd
Time Time
[Totals [] 0 [] [] [ 0 0 a [ [} 1] 0 85 85
6/152012 [] [} 0 0 0 0 0 0 [}] [] [] o B85 8BS

Trunk Oroup Name: APE
Number of trunks: 12

Month  Inbound ACD Inbound Other Avy  Inbound Outbound Outbound Outbound Outbound  Avwg  Oulbound Ouibound Outbound %A %
Staring  Colis  Calls  Aban Calls Inbound <CC8 Calls ACD Aban Other Outbound C€C8  FarEnd  Blocked Trunke Maint

Calls Tiunk Calls Cells Calls  Trunk Comp Calls  Busy Busy
Hold Hold
Time Time
Tolals 0 [] 0 0 0 4 [] Q 0 [] [1] 0 .05 95
67112012 [] 0 0 0 0 [ 0 )] [] 0 0 9 .86 85
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Trunk-1111l

Trunk Group Name; CAMS
Number of runks: &

Honth  Inbound ACD  Inbound Olher Avg  Inbound Outhounit Outbound Oulbouad Outbound  Avg

Ouibotnd Otfbound Outhound % All

staring  Calls  Calis  Aban  Calls inbound ccs Calis ACD Aban Oher Outbound CC8  FarEnd Blackad Trunks Malnt
Calls 'Lrunk Calls  Caofls  Calls  Tunk Comp  Calls
old
L Time Time
{[Totals 0 [ [} 0 0 3057 0 3057 4550 20
612012 [} 0 0 0 ¢ 3057 [ 3087 4650 28

60 ksd

90 kdn 0,004 6,809
e on kdr 16 29 Erdangd 0,001 04444
Ws 30 sdn 47 29 Edangd 0,004 1,3056
e o kdn 0 29  EdangB 0,001
7 % kb 6 29 EdagB 0,001 0.1389
W o0 lsdn 257 20 EdangB 0.00 7.1389
e w0 kdr O 29 g 0,004
W3 90 kd O 29 Edengd 0,008
B4 12 bk 0 29 Elangd 0001
W25 M 2 29 EdngB 0,001 0,0556
Bw 0 kdn O 29 Edugs 0001
B » bdn 4 29 Edagd 0,00 0,511
Wit %0 kin O 2% Elangs 0,001
W 25 kdn 40 29 Edagd 0,001 1.1
L] k& D 29 Engh 0,001
Wet 25 b O 29 EhngB 0001
v 12 kd © 29 Erdang8 0,001
ot 12 bdn O 29 Erngd 0.001
ot 15 Bkd O 29 Edagd 0,001
Wit 12 [Z .3 29 Edangd 0,001
i s kdn 19 29 Edengd 0,001 0,5279
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0.00000000

0.00000000

0,00000000

0,00000000

0,00020149

Remove 43 trunk(s)
Remove 74 trunk(s)
Retmova 8 trunk(s)

Remave 24 trunk(s)

Ramove 27 trunk(s)
Remove 44 trunk(s)

Removs 28 tunk(s)

Refove 27 trunk(s)

Remove 19 trunk(s)

Remove 1 trunk(s)




‘s'zj kpn

DN Report~ VDN 9112

VDN Alarmnummer 412

MHonth Veclorlngound Ay Aban Avg Avg Avg {stBKli fet8KiE 1st fetgldl 2nd

Slating alis Bpeed Calls  Aban
Ang Time
[fofals 267420 62810
[onpo1z 9 26748 52840

Ind  2nd€kll 2nd  Nd JrdBkH 4d  3d
Skl AvgACD SKH €Kkl ACD 8MIl 8kl

T Avg Prof  Calls A Ag
ACW

ACD ACW

Tima_Time

[]
[ 0

8pllUSKil: Atarmcentrale 112

MaxDelay Flow Flow £dn Avg  Dequeusd Avg Time %

Month AVg  AVg  ACD Cails AygACD AvgACW Aban
Slaiting  Bpee Aban Time

dAng Time
Totals 103 11 323065 115

6/1/2012 03 11 323966 R

% Ans
to ACD  Calls
Dsqueus Time

2237 D446 |

2237 94.46 |
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Call Traffic

£ call Teatfic - cM i

—"hal Zalls ——— Ttz Ao Intarco~ tenrpls
Inczm nz 2fempts —— Quigai-g Alemipis Privae hebwor< &terps
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1.0
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1 Inleiding
Dit document bevat de maandelijkse rapportage van het onderhoud op het 1-1-2
communicatieplatform van het KLPD.

1.1 Colofon

SLA ontvanger. vtsPN Teamleider NEC MDC
Contactpersoon klant: ]
Tel: N

E-mail: I

Contactpersoon KPN:
Service Level Manager 1-1-2

Tel.. N
E-mail: I

Adres klant: QOdijkerweg 19
3972 NE Driebergen

1-1-2 Service Level Rapportage augustus 2012
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1.2 Context en Scope

Hierbij ontvangt u de Service Level Rapportage over de periode augustus 2012, Deze rapportage
geeft een beeld over de verschillende aspecten van het programma 1-1-2,
Deze rapportage geeft het 1-1-2 deel betreffende het communicatieplatform van het KLPD.

De rapportage is conform de afspraken in het DAP opgebouwd uit de volgende hoofdstukken en
paragrafen:

Service Support
- Configuratiebeheer
- Incidentbeheer
- Escalatie
- Onderhoudswerkzaamheden
- Probleembeheer
- Wijzigingsbeheer

Service Delivery
- Capaciteitsbeheer
- Beschikbaarheidsbeheer
- Kostenbeheer
- Beveiligingsbeheer
- Kilachten procedure

Bijlagen
- Overzicht groei/fafname mobiel;
- Aantal gesprekken per PE per maand van alle Telco's.
- Communicatieplatform KLPD

1-1-2 Service Level Rapportage augustus 2012
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13 Documentheheer

Bi| KPN is Service Management (SLM) de partij die zorg draagt voor het opstellen, onderhouden en
beheren van de rapportage.

Tevens verzorgt Service Management de distributie en het actuee! houden van de rapportage.

1,3.1  Historie document

e nger
1.0 13-09-2012 Rapportage augustus 2012

1.3.2  Wijziging van rapportage

Zowel Service Management van KPN als vtsPN kunnen het initiatief nemen tot veranderingen m.b.t.
de rapportage.

1.3.3  Distributielijst

tie
vtsPN MDC I Contractmanagement
visPN MDC I Teamleider NEC MDC
KPN CM ] Client Director Veiligheid en Justitie
KPN CM ] Service Level manager 1-1-2

Accorderen rapportage
De onderstaande contactpersonen zullen maandelijks controleren of de rapportage de juiste
gegevens bevat en hierna de rapportage accorderen.

visPN Team'l‘e'l erﬁi MDC

Service Level Manager 1-1-2

1-1-2 Service Level Rapportage augustus 2012
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2 Managementsamenvatting

2.1 Service Support

Er zijn in de rapportage periode 9 incidenten gemeld en 9 incidenten afgehandeld. Hiervan zijn er 7
binnennorm afgerond.

2.2 Service Delivery

Er zijn in de rapportage periode 3 Changes aangevraagd en 8 Changes afgerond.

2.3 Problem management

Er zijn in de rapportage periode geen problem’s aangemaakt / afgesloten.
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3 Service Support

34 Incident management (open)
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“ Binnen/buiten norm |

b

Diagnose/Oplossing

Omschrijving

iid i
{

Netto doorloopti
{hh:mm)

l Meld datum /tijd ‘ Eind datum/tijd (

Urgentie l Locatie

5
c
Yl o
H £
2]
e £
k]
b]
mr
o
L E
S
o c
Er
]
1~ €
&
ksl @
E 2
£
] ©
o
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-
(22ntal} ocare ntienummer

KPN Melding nr. ’ Urgentie [ Locatie

l Meld datum /tijd | Eind datum/tijd

Netto doorlooptijd |

(hhimm)

i Omschrijving Diagnose/Oplessing

" Binnen/buiten norm

— 1 — 1 A
] . i
| % % ‘
; ; : i ‘; . : 1
I — e a-—————————— § —— — §____} - T -
I ‘ | ‘ \ - o !
| : i i
: z i — — — § : ;
| 5 ‘ i i N | ! .
5 | ! | | I N | i
| ‘ ; | I
I : : : | _—— i !
[ —] | I | N S | Y | B . S | —
! . ! ; ‘ . =
1 ‘ | i : -
| | 1 ; | — ;
H I ! i ; _—_— :
1 ] B | N | EE—— E— ] - s ] T —
: ! : i - ] ;
1 *1 : | —— I :
i w : ‘ : — i

Totaal afgesloten incidenten: |
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33 Problem management (open’

MDC Tickat

KPN Tickot

Logatia

Mold catumytijd

Eind datum/tijd

omschrifving

Opmusking lnnen/bulten norm olgbrasr UMS  oplosparti KPN tickotor  elgonads opIoEpAt)
nummer nummer | oplosparti|
-_ L] m — | —
I

e | b ——— I - - T
- | T —— - - L
= - _—— I || T
= - I | - = I - —— I
- - I - I - |1 I
= - L —_— ¢ | | I
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34 Problem management (afgerond)
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35 Change management (open)

MDC Ticket num m(n KPN Ticket numm=| Locatie Meld datum/tijd ﬂ Verwachte eind daturﬂ Eind datum /tijd : Omschrijving \ H] Opmerking
| | I ||
. I . |
| | | | ] | || |
| I l— | |
|| | _ | ||
| || l— || |
] | . | | | ||

I
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Locatie H] Meld datum/tijd H Verwachte eind datulﬂ Eind datum/tijd H Omschrijving Opmerking
| I | .|
|| I | | | ] |
| e | || IR
|| L — e
.| || | || || | |
e —————————
|
|| || | || - | ||
L -
- —
L —
| | | | | | | e ————
|| | | | | N N | N
| I — BN
| I A | R N
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3.6 Change management (afgerond)

: " > o o
Url\:lusn;r:!c‘l; KPN Ticket nummer Locatie n datT:)l;‘tijn c‘alii:N:actTh dafmmﬂ Omschrijving Opmerking
RFC112-012 PE0O/PE26 1-8-2012 2-8-2012 14-8-2012 |Zichtbaar maken CLI informatie  |Loopt via het project nav migratie
Driebergen Rotterrdam Rijnmond RT MDC ficket 76012
75451-22 20120629 PEOCO/PE26 4-7-2012 24-7-2012 | 20-8-2012 |Inregelen Monitoring en Change uitgevoerd. Testrapport en
Driebergen Signaleren routers Dark Fiber PVO aangeboden aan KlantPVO
systeem. ontvangen. Facturering opgestart.
78658-03 201204245 PEOO/PE26 24-04-12 2 8-2012 98-2012 |Prevenfieve Reboot Gepland. Op verzoek van TB112 en
Driebergen iom N herpland
naar 9 augustus. Reboot heeft niet
plaastgevonden il was niet op
de hoogte. De PR Zijn nu 2-
wekelijks door gepland
78658-04 201204248 PEOO/PE26 24-04-12 23.8-2012 | 23-8-2012 |Prevenfieve Reboot Gepland. Op verzoek van TB112 en
Driebergen iom N herpland
naar 23 augustus. Uitgevoerd en
gereedgemeld.
79702 RFC112-0012 PEOO/PE26 | 20-8-2012 | 1592012 | 27-8-2012 |Aankondigingstoon GMS-skill 2e versie van RFC ingelegd bij
Driebergen MDC met wensdatum 30 aug. RFC
is afgewezen door CAB voor
productie omgeving. Change
gesloten.
79703 RFC112-0012 PEDO/PE26 | 20-8-2012 | 15-9-2012 | 27-8-2012 |Implementatie Work Aroud Voice |2e versie van RFC ingelegd bij
Driebergen Bomb MDC met wensdatum 30 aug. RFC
is afgewezen door CAB voor
productie omgeving. Change
gesloten,

In de rapportageperiode zijn 6 Changes afgerond.
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4 Service Delivery

41 Beschikbaarheid beheer Avaya platform

Service
Beschikbaarheld | Mestperiode Window | Jan-11 Feb Mit Apr Mel Jun Jut
CM 98,995% maandelijis 24x7 | 100.00% | 100.00% | 100.00% | 100,00% | 100,00% | 100,00% [ 100,00%
Be baarheid A
Service
Beschlkbaarheld | Meetperlode Window | [an-11 Feb Mrt Apr Mel Jun Jul
AIC 98,50% maandeliks 24x7 | 100,00% | 100,00% | 100,00% | 100,00% | 100,00% | 100,00% | 100,00%
B haarheid A
Service
Beschlkbaarheld | Meetperiode Window | [an-11 feb Mrt Apr Mel Jun Jul
AES 98,50% maandelifks 24x7_1160,00% | 100,00% | 100.00% | 100.00% | 100,00% | 100,00% | 100,00%
Bes haa d
Service
Beschikbaarheid | Mestperiode Window | jan-11 Feb Mrt Apr Mei Jun Jul 1
CMS 98,50% maandeliks 24x7 _1100,00% | 100,00% | 180,00% | 400,00% | 100,00% | 100,00% | 100,00% A00,00%::100:00%5"} :100,00% |
Beschikbaarheld | Mesiperiode 11 Feb Apr Sun Jul Aug
58,50% maandelks 24x7__| 100,00% | 100,00% | 100,00% | 100,00% 100,00%
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4.2 Beschikbaarheldbeheer KPN Netwerk

4.2.1 Bereikbaarheid 1-1-2

||
e

| |
4.2.2  Jaaroverzicht bereikbaarheid 1-1-2

- . _ 5 %
- .
. . | E
. | I .

15
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4.2.3  Trend Groei/Afname oprospen
Jaar Gem, Jan Feb Mrt Apr Mel Jun Jul Aug Sep Okt Nov Dec
2009 288 1938 4,0 10,6 830 5 00 B2 28 595 803 B4,§ 298
2010 0.2 190 15 98,3 695 05 w7 0 20 804 He5 B8 Hra
2011 vs8 629 104 HeA Hed 076 Ho,0 7 or8 485 w27 BL7 o3
2012 210 253 o 254 703 s ©28 2 208
nuljaar 2004
Groei Mobiel

190,0

170,0 L‘\\/
[
% / \ —e— 2009
=  150,0 e
] > ——2010
=
(V]
[+ % 130,0 2011

——2012
110,0
90,0 T ¥ T 1 L] T T T T T T 1
Jan Feb Mrt Apr Mei Jun Jul Aug Sep Okt Nov Dec
Maanden
16
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Trunk-1;

Trunk-2:

kpn

Trunk CMS Rapportage

Trink Group Name: Inkomand A
Number of frunks: 60

Month  Inbound ACD Inbound Othar Avg
Blaring  Cafts  Calle  Aban Calis Inbound
Calls Trunk

Hold

Time

inbound Oulbound Outbound Outbound Outbound

Avg  Outbound Outbound Outbound %Al %

Outbound <€CS  FarEnd Blacked Trunke Malnt

Totals 258504 192037 63506 464 B1

Trunk Comp  Oalls Busy Busy
Hold
Time
[] [} 0 59 .60
0 0 ¢ 69 80

8/112012 256684 192837 63596 151 44

Jif Trunk Group summary Monthiy > 08E AZ

Trunk Group Name: ONE A
! Numbsr of bunke: 90

Month  Inbound ACD  Inhound Olher  Avg
Bating  Qafls  Calls  Aban  Calls Inbound

inbound  Outbound Oulbound Qutbound Quibound
Oulbound CC8  FerEnd Blocked Trunks Malnt

Avg  Oulbound Ouibound Outbound HAN %

Calls Tiunk

Hold

Time
Tolals 69 11 13 2y
8112092 51 11 1 FEFE

Trunk Comp  Cells Busy Busy
Hotd
Tims
242 423230 18424 0 .00 00
212 123230 78424 0 00 00
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Trunk-7:
Trunk Oroup Name: PN inb A
Number of frunks: 30
Month  Inbotnd ACD Inbound Other Avg  Inbound Oulbound Outbound Outhound Outbound  Avg  Oulbound Outhound Ouinound %A %
Glaing  Calls  Cells  Aban  Calls inbound 0C8 Calls ACD Aban  Other Outbound CC8  FerEnd Blotked Trunks Malnt
Calls Tiunk Calls Calls Calls Tk Comp  Calls  Busy Busy
Hold Hold
Timg Time
atals 2302 1604 484 14 44 1049 [] [] 0 [] 0 0 0 00 02
{5/1:’2012 2382 1884 484 14 4 1049 [] ) [ 1] 0 [1] g 00 02
Tfunk"21 . i 'nnk I;vnuSnrrunlhy
Trunk Oroup Nams: Inkomend B
Number of runks: 60
Month  Inbound ACD Inbound Olher Avg  inbound Qutbound Oulbound Ouibound Outbound  Avg  Oulbound Oulbound Outbound %Al %
Slaring  Calls  Calls  Aban  Calis Inbound CC8 Calls ACD Aban Other Outbound CC8  FarEnd Blocked Trunks Malnt
Calls Trunk Callg Calls Calls Trunk Comp  Cafls Busy Busy
Hold Hold
Time Time
Totals 250630 194652 63400 400 4 114498 [ 0 [] n 0 0 n 00 01
8112012 258630 194652 63488 480 44 114418 0 [} 0 0 0 0 0 .00 ot
Trunk-22; B
IRel g
Trunk Group Name: ONEC
Number of frunks: 00
Month  Inbound ACD Inbound Olher Avg Inbound Oulbeund Outbound Outbound Oulbound  Avg  Oulbound Oulbound Outbound %AE %
glaring  Calls  Calls  Aban  Calis Inbound CC8 Calls ACD Aban Other Outbotnd CC8  FarEnd Blocked Teunks Malnt
Calls Trunk Cslls Calls Calls Trunk Comp  Cafls  Busy Busy
Hofd Hold
Time Time
Tolsls 0 [(] 0 [] 0 [] 0 [] 0 0 0 0 100.00 100.00
81112012 0 0 1 [] [) [}] [] 0 [ [ 0 0 100.00 190.00
Trunk-24:

Trunk Group Nsme: Noodnet B
Number of runks: 12

Quivound Quibound Oulbound %Al %

Month  inbound ACD (nbound Other Avg  Inbound Oufbound Oulbound Outbound Oulbound  Avg
Blating  Calls  Calis  Aban  Calls Inbound COB Calls ACD Aban Other OQuibound CC8  FarEnd Blocked Trunks Malnt
Calls Trunk Calls Calls Galls Trunk Comp Calis  Busy Busy

Hold Hold

Time Time
Totals 0 0 0 0 0 0 0 0 1] 1] 0 g .08 00
e/if2012 0 [} 0 3 0 [} [] [} 0 [ 0 6 .00 .00
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Trunk_25 r : Group Summary Monthly = Openbaar in:1
Trunk Group Name: Openbaarin ult2
Number of frunks: 30
[ Month Inbound ACD Inbound Other Avg Inbound Oulbound Outbound Outbound Quibound  Avg Outbound Oulbound Outbound SHAIL %
| staing  Calis  Calls  Aban Calls Inbound €C8  Calis  ACD  Aban  Other oOulbound CC8  FarEnd Blocked Trunks Malnt
H Calls Tink Calls Calls Calig Trunk Comp  Calls Busy Busy
i Hald Hold
: Tims Time
[lotals [ [} 0 065 20 19 30 0 30 150 17 30 0 g0 Ao
:18:112012 a5 0 10 13 120 19 30 0 30 R 17 30 0 00 00
Trunk-27:
Trunk Oroup Name: KPNinh B
Number offrunks: 30
Wonlh Wbound ACD  Inbound Olher Avg  Inbound Oulbound Oubound Oulbound Outbound  Avg ~ Outhound Outbound Oulbound %Al %
Slarilng  Calls  Calis  Aben  Calls Inbound GO Calls ACD Aban Olher Outbound CCB  FarEnd Blocked Trunks Malnt
Calls Tunk Calls Calls Calls  Twnk Comp  Calls Busy Busy
Hold Held
Time Time
[Totals 1930 1541 419 9 37 725 0 [] [] 0 [ 0 400 02
8112012 1939 1614 419 [] 37 126 0 [] ] [}] 0 o 00 .02
e ..
Trunk-31: || i T ey
Trunk Group Name: AMS
Number of tiunks: 30
Month  Inbound ACD Inbound Other Avg  Inbound Outbound Oulbound Oulbound Ouliound Avg  Oufsound Ouibound Outhound %A %
Slating  Calls  Calis  Aban Calfis Inbound ©CS Calls ACD Aban Olher Oulpound CC8  Farknd Blocked Trunks Malnt
Calls Trunk Calls Calls Calls Trunk Comp  Calls  Busy Busy
Hold Hold
Time Time
\[Totals [] 0 0 0 ] [1] [ 0 0 1] 0 100.00 160.00
{87012 0 Q 0 [ 0 1] 0 0 0 0 0 100.00 100.00
Trunk-41: [ rnGmu;iS)vial ;

&

Trunk Group Name: ROT
Number of trunks: 28

Mool Inbound ACD _ Inbound Olher Avg  Inbound Ouibound Ouibound Oulbound Quibound  Avg  Oulbound Oulbound Outbound %A %
Slating  Calls  Calls  Aban  Calls Inbound CCS Calls ACD Aban Other Outbound CC8  FarEnd Blocked Trunks Malnt
CGalls Trunk Calts  Calls  Calls  Trunk Comp  Oalls  Busy Busy
Hold Hold
Time Time
Totals [1] [] [ [1] 1] 0 0 0 0 0 0 632 632
84112012 0 0 0 0 0 0 [] 0 [ [} 0 632 632
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Trunk-51:

Trunk Group Name: HAAG
Number of trunks: 28

Monlh  Inbound ACD  Iabound Other Avg  Inbound Oulbound Outbound Outbound Oulbound  Avg  Oulbound Oulbound Oulbound BAI %
Glaring  Cals  Calls  Aban  Calis Inbound CCS Calls Aban  Other Outhound ©O8  FarEnd Blocked Trunks Malnt
Calls Trunk Calls Calls Calls  Trunk Comp  Calls  Busy Busy
Hold Hold
Time Time
[Totals 0 0 [ [ 0 0 0 [ 1 100,00 160.00
8112012 0 0 0 0 0 [} [} 0 0 0 180,00 100.90

Trun Oratip Name: UTR
Nurnber of trunks: 25

Calls  Busy Busy

0 400.00 40000

Wonth  Inbound ACD  Inbound Olher Avp  Inbound Oulbound Oulbound Outbound Outhound  Avg  Outbound outbound Outbound %Al %
slaring  Calls  Calls  Aban  Calls Inbound CCS Calls ACD Aban Olher Oulbound CC8  FarEnd Blocked Tunks Maint
Calls Trunk Calls calls Calls Trnk Comp
Hold Hold
Time Time
[folals 1] 0 0 0 [ 0 [] [ []
1112012 [ 0 0 [ 0 [] ) [] []

0 190.00 100.80

Trunk-71:

Trunk Group Name: NLiM
Number of trunks: 12

Morih Inbound ACD _ Inbound Olher Avg  inoound Outbound Oulbound Outbound Oulbound  Avg  Oultbound Outbound Outhound HAL %
glaing  Calls  Calls  Aban Calls inbound CCS Calls ACD Aban Other Oulbound CC8  FarEnd  Blotked Trunks Malnt
Callg Teunk Calls Calls Calls  Trunk Comp  Calls  Busy Busy
Hold Hold
Time Time
Totals ‘] 0 0 ] 0 0 0 0 0 6 400,00 100.00
6112012 3 ¢ [ [} 0 [ [} 0 [ 0 100.00 100.00

“Trtink Group ummary oh(hly

Trunk-81

Trunk Graup Name: HAAR
Number of trunks: 12

Wonlh  Inbound ACD Inbound Other Avg Inbound Oulbound Oulbound Outbound Outbound  Avg  Oulbound Outbound Oulbound %Al %
Slaring  Calts  Calls  Aban  Calls Inbound CC8 Calls ACD Aban Other Oulbound C€C8  Farknd Blocked Trunks Malnt
Calls Trunk Calls Calls Calls  Trunk Comp  Calls Busy Busy
Hold Hold
Time Time
[Folals 0 0 [1] 0 0 0 i [ 0 {} 100,00 100.00
/112012 [} 1] [} [1] [} 0 0 0 0 0 100,06 100.00
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Trunk_91: Group Summary Monthly - TIL:.
Trunk Oraup Name: TIL
Number of trunks: 16
Month  Inbound ACO Inbound Other Avg  Inbound Oulbound Outbound Outbound Outbound  Avg  Oulbound Outbound Oulbound %A %
glaring  Calis  Calls  Aban  Calls Inbound CCB Calls Aban Olher Outbound CCS  FarEnd Blocked Trunks Malnt
Calls Trink Calls Callg Caile Trunk Comp  Calls  Busy Busy
Held Hold
H Time Time
[Totls 0 ] [ 0 0 [] 0 0 0°100.80 100,00
181012 0 0 [] [} 0 0 ] ) [) 0 0 0 180.00 100,00
Trunk-101 :!;n Gmp 5 n\l 4P
Trunk Group Name: APE
Number oftrinks; $2
Monlh Inbound ACD Inbound Other Avy Inbound Outbound Oulbound Outbound Outbotnd  Avg  Outbound Oulbound Oulbound %Al %
Slarting  Calls  Cells  Aban  Calls Inbound CC8 Calls ACD Aban  Olher Outbound ©€C8  FarEnd Blocked Trunks Maint
Calls Trunk Calls Calis Calls  Trunk Comp  Calls Busy Busy
Hold Hold
Time Time
[Tolals 0 0 0 0 0 0 [] ] [1] [] 0 0 100,00 400.00
8112012 0 0 ¢ [} [§ [ 1 [] 0 [ 0 0 100.00 100.00
Trunk-111
Trunk Group Nama: CAMS
Number oftrunks: §
Month  inbound ACD Inbound Other Avp Inbound Outbound Oulbound Outbound Oulbound  Avg  Oulbound Oulbound Outbound %Al %
Slafling  Calls  Calls  Abhan  Calls inbound CC8 Calls Abarn Olhar  Oulbound  CC8  FarEnd  Blocked Trunks Maini
Calis Trunk Calls Calis Calls  Trunk Comp  Calls  Busy Busy
Hold Hold
Time Time
Totals 0 0 [] 1] 0 2014 0 0 2014 220 4312 15 0 0200
8112012 0 0 0 [] 0 2044 [] 0 2814 228 4312 15 ¢ .02 .00
|
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Trunk Analyzer

53 fsdn s Ehp 3 X Remave 44 burk(s)
G2 w0 bk % Elawd 0,000 78611 000000000 17 Remova 73 bunk(s)
We 12 ke 10 25 Elemd 0000 0.2779 000000000 4 Reriova 8 trunk{s)
s 0 ki @ 75 Elamd 0,001 oz 0.00000000 3 Reaove 27 tunk(s)
1% o kin 0 25 B 0,00t
Br w0 kb 6 2% Elngh 0,004 01667 0,00000000 3 Remove 27 trurks)
Vg2l 60 bdn 257 25 Elagh 0,001 7039 0,00000000 16 Remove 44 trunk(s)
W2 0 kb O % g 0,001
Yz 0 dh 0 75 Edngd 0001
Wzt 12 ki 0 25 Elngs 0,001
s N kdy 25 Erangd 0,001 0,0276 0,00000000 2 Remove 20 trunkls)
s o ey 9 % Elngd 0000
W 0 kb 5 25 EdangB 0,001 0.4359 0.00000000 3 Remova 27 tnri(s)
I¥a 0 koo 25 By 0.00t
W w5 k0 % Blawgd 0008
st 2B b 0 25 Erlangs 0,001
J&el 5 kdn 0 25 Edaog 0,001
7l 12 b O 25 Edengd 0,001
el 12 ki 0 25 Elaopd 0001
I8t 15 k0 2% Elagh 0,001
T 12 ek @ % Edagd 000
B s kdn 17 25 Eflagd 0,001 04728 0.00012210 4 Remove | trurés)
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VDN Report - VDN 8112

YON: Alarmoummer 112

Month  Vaclor Inbound Avg  Aban  Avg ACD

Avg  Aw tel8kill isigiil tst 118K 2nd

nd 20d8KN 2nd 3rd d8M d  3rd

Slarling Calls Speed Calls Aban Calls ACD ACW Pref  ACD 8l AvygACYW 8KI Bkl AvgACD 8idll 8kill ACD 8kl 8kl
Ans Time Time Time Calls Ay Time Pref ACD  Time Avg Pref Calls Avg Avg
D Calls CH ACD ACW
Time Time Time Time
[Totals 260711 62980 EH o 0 0 0
8112012 8 260714 62980 01 [] t 0 [} [} ] []

Skill Report — Skill

EX

Splivsidit Atarmcerdrale 442

Monih Avg  Avg ACD  Avg Avg AbanCalls Max Flow Flow Bxin  Avg  Degueued AvgTime % % Ans
[Stating ~ Speed Aban Calls  ACD ACW Delay In ot out Bxdn Calls to ACD  Calls
Ans  Time Time Time Calls Qut Dequeus Time
Time
Totals W04 05 307642 115 04 21919 74:06 [} 0362478 09 0 2510 9335
8/112012 04 05 307642 6 01 21919 74:08 0 0362178 01 0 2540 9335
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Call Traffic

Op 9 augustus is de machine herstart. Daarbjj is de data over de eerste periode van augustus verloren gegaan.
3 Call Traffic - CM pri

Total Calls Total Altempts Intercom Attempts
Incoming Aterpts QOutgoing Atterpls Private Network Atempts

1-1-2 Service Level Rapportage augustus 2012
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Akkoordverklaring rapportage
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Paraaf: Paraaf;

Naam  EEEENEE Naam : I

Functie ; Teamleider NEC MDC Functie : Service Level Manager 1-1-2
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Locatie: Printdatum Versie
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Fllename: 112 SUM rapportage 2012-09




@37 kpn

Inhoudsopgave
1 Inleiding
1.1 Colofon

1.2 Context en Scope
1.3 Documentbeheer

2 Managementsamenvatting
2.1 Service Support
2.2 Service Delivery
2.3 Problem management

3 Service Support
3.1 Incident management (open)
3.2 Incident management (afgerond)
3.3 Problem management (open)
3.4 Problem management (afgerond)
3.5 Change management (open)
3.6 Change management (afgerond)

4 Service Delivery

4.1 Beschikbaarheid beheer Avaya platform
4.2 Beschikbaarheidbeheer KPN Netwerk

5 Trunk CMS Rapportage

1-1-2 Service Level Rapporiage september 2012
Vertrouwelfjk

[< NG G N ) A LW NN

©C N O

11
12
14

15
15
16

18




{&)kpn

Dit documnent bevat de maandelijkse rapportage van het onderhoud op het 1-1-2
communicatieplatform van het KLPD,

1.1 Colofon
SLA ontvanger: vtsPN Teamleider NEC MDC
Contactpersoon klant: I

Te!: I
E-mail: I

Contactpersoon KPN:
Service Level Manager 1-1-2

Tel..
E-ma: I

Adres klant: Odijkerweg 19
3972 NE Driebergen

1-1-2 Service Level Rapportage september 2012
Vertrouwelijk




«2) kpn

1.2 Context en Scope

Hierbij ontvangt u de Service Level Rapportage over de periode september 2012, Deze rapportage
geeft een beeld over de verschillende aspecten van het programma 1-1-2.
Deze rapportage geeft het 1-1-2 deel betreffende het communicatieplatform van het KLPD.

De rapportage is conform de afspraken in het DAP opgebouwd uit de volgende hoofdstukken en
paragrafen:

Service Support
- Configuratiebeheer
- Incidentbeheer
- Escalatie
- Onderhoudswerkzaamheden
~  Probleembeheer
- Wijzigingsbeheer

Service Delivery
- Capaciteitsheheer
- Beschikbaarheidsbeheer
- Kostenbeheer
- Beveiligingsbeheer
- Klachten procedure

Bijlagen
- Overzicht groei/afname mobiel;
- Aantal gesprekken per PE per maand van alle Telco's.
- Communicatieplatform KLPD

1-1-2 Service Level Rapportage september 2012
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1.3 Documentbheheer

Bij KPN is Service Management (SLM) de partjj die zorg draagt voor het opstellen, onderhouden en
beheren van de rapportage.

Tevens verzorgt Service Management de distributie en het actueel houden van de rapportage.

1.3.1  Historie document

KPN 1.0 15-10-2012  Rapportage september 2012

1.3.2  Wijjziging van rapportage

Zowel Service Management van KPN als vtsPN kunnen het initiatief nemen tot veranderingen m.b.t.
de rapportage.

1.3.3  Distributieljjst

rgan aal
visPN MDC I Contractmanagement
visPN MDC ] Teamleider NEC MDC
KPN CM ] Client Director Veiligheid en Justitie
KPN CM ] Business Manager 1-1-2
KPN CM ] Service Level manager 1-1-2
Accorderen rapportage

De onderstaande contactpersonen zullen maandelijks controleren of de rapportage de juiste
gegevens bevat en hierna de rapportage accorderen,

vtsPN Teamleider NEC MDG

“Serwce Levél Managéf -1

1-1-2 Service Level Rapportage september 2012
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2 Managementsamenvatting

2.1 Service Support

Er zijn in de rapportage periode 14 incidenten gemeld en 15 incidenten afgehandeld. Hiervan zijn er
13 binnen norm afgerond. Daarmee is 86,67 % van de incidenten binnen norm afgehandeld.

2,2 Service Delivery

Er zijn in de rapportage periode 5 Changes aangevraagd en 2 Changes afgerond.

2.3 Problem management

Er is in de rapportage periode geen Problem aangemaakt.

2.4 Update NAWP server

De maandelijkse update van de NAWP server is uitgevoerd in week 40.

1-1-2 Service Leve!l Rapportage september 2012
Vertrouwelijk




) kpn

3 Service Support

31 Incident management (open)

Aantal'i|/UMS Ticket| KPN Ticket :|Urgentie | Locatie
e nummer|nummer : l

Meld ‘datum/tijd | Eind datum/tijd |
|
|

Netto
doorlooptijd
(hh:mm)

{

Totaal openstaande incidenten: §

4-1-2 Service Level Rapportage september 2012
Vertrouwelijk
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32 Incident management (afgerond)

Aantal/|UMS Ticket | KPN Ticket: | Urgentie lLocatie ; 1 Meld datum/tijdlEind datuem/tiid |Netto iOmschrijving : ] Diagnose/Oplossing Binnen/ Configuratie Item
| nummer palnummer ; : ; doorlooptiﬁl‘ P buiten ;
Sasci G -] : . g -] - {hh:mm) B norm
| * I8 |
- I | D
L F TN |
* ; T | R
B || ) ] E T | r
B | | * I | - ] r

1-1-2 Service Level Rapporiage september 2012
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Aantal: \UMS Tick:
1 nummer

‘Meld datum/tijd iEind datum/tijd |

Netto |0rnschruvmg : i '+! Diagnose/Oplossing |anen/ {Configuratie Item

HKPN Ticket | Urgent;{ Locatie :
nummer . ; i doorlooptl ; ; buiten
o B & i M B rorm

Totaal afgesloten incidenten: g

Toelichting op tickets die buiten norm zijn:

1-1.2 Service Level Rappertage september 2012 B8
Vertrouwelijk
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33 Problem management (open)

Eind datum/tijd

{/MDC Ticket "
. nummer.

“KPN Ticket !

Tick ‘Omschrijving ! : : i Opmerking iRelatic met RFC:
Lnommer : : !

Locatie : : yMeld datum /tijd

1-1-2 Service Level Rappertage september2012
Vertrouwelijk
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1:MDC Ticket, ‘ - KPN Ticket Locatie
nummer v pummer

| Meld datum/tijd

| Eind datum/tijd- }Omschrijving‘

opmerking

| Refatie met™ |
|

1-1-2 Service Level Rapportage september 2012
Vertrouwelijk
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3.4 Problem management {afgerond)

1-1-2 Service Level Rapportage september 2012
Vertrouwelijk
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35 Change management {open)

MDC Ticket 571 KPN Ticket | Locatie
nommer : nummer

'Meld datum/tijd -
i

iVerwachte eind !
1datum

Eind datum/tijd 10mschrij ing

Opmerking

1-1-2 Service Level Rapportage september 2012
Vertrouwelik
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MDC:Ticket KPN Ticket Locatie : 1 Meld datum/tijd {Verwachte eind ' Eind datum/tijd - Omschrijving : ltOpmerking
nummer - nummer i 'datum i : :
L om | - L I - -
|| || L | |
| || L I ||
|
] || || || |
| | | I
P || | | |
| S | | |
| | | | | ]
] | | I
I |
| | I | I I
_— B I
1-1-2 Service Level Rapportage september 2012 13
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3.6 Change management (afgerond}

v {|KPN Ticket:
nummer o nummers
RFC112-04

Locatie

. PUOS riebergen

|

{Meld datum/tijd

Verwachte'eind’

datom

Tuli 2012

| Eind da;um/tijd i

‘|Omschrijving : Opmerking

:|

Oplossen Spofs in driehoek Odijkerweg <>

2012-05-10 2012-09-11 Wordt uitgewoerd binnen IBN112. ONE Odijkerweg
Hoofdstraat <> Hilversum. naar Regionetwerk is op 19 juli ontspoft.Uitgevoerd
78819 RFC112-05 PEDO/PE26 Driebergen 2012-05-10 juli 2012 2012-09-11 Ophogen bandbreedte in driehoek Odijkerweg <> [Wordt uitgevoerd binnen IBN112.Uitgevoerd

Hoofdstraat <> Hilversum.

In de rapportageperiode zijn geen Changes afgerond.

1-1-2 Service Level Rapportage september 2012
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4 Service Delivery

41 Beschikbaarheid beheer Avaya platform

‘Beschikbaarheid

Service
Beschikbaarheld |Meetperiode | Window Jen-t Feb Mt Apr Mel Alun Jut Au Sej
CM 89.995% maandelks 24T 00,00%; 00,00%] 10, DD%} 10.00%| 100,00%| 00,00%] D0.00%} BO,00%] %0,00% \ﬂnﬂﬂ% “DD ,00%]:100,00%) ‘OD 00%
Bes b
Service
Beschikbaarheld |M eetperiade | Window | jan-1f reb Mrt Apr Mel Jun Jul A Sept i “ 3
AIC 98,50% maandellks 24x7 100,00%| 00.00%) D0,00%| 100.00%] 10,00%| 00,00%| 10.00%| D0,00%} 100.00%!100; OD 1 D0D0% ) M0;00% ‘DD 00%)
Sarvice
Beschikbaarheld |M estperiods | Window an-1t Feb Mrt Apr Met Jun Sul Au sept [iicl
AES 98.50% maandellks 24%T 100,00%| 00,003 00,00%| DO GO%I 00,00%§ 100,00%} 00.00%| 10,00%5) 100,00%) H’DD 00 00,00%]-D0,00%! 00.00%|
Service
Beschlkbaarheid |Mestperlode | Window | [an1t Fgb Mrt Apr Mel Jun Sul Aug Sept_ | i S 2 2
CMS 98,50% maandelks 24xT 'DD,DO%! 00,00%] 00,00%| 10.00%] 00.00%] 180,00%)| 00.00%! 03,00%)| 100,00%}30,60%)10,00%6|:0D, 00
Sewvice
Beschikbaarheld [M cotperiode | Window | jan-11 Feb Mrt Apr Mel Jun Jul Aug Sept [0 8
A 98,50% maandsliks 24x7. 100,00%| 00,00%] 100,00%| 00,00%]| 00,00%! 00,00%| 00.00%| D0,00%| 100,00%}:10.00%| 'ODUD% 00, OD% 00,00%)

1-1-2 Service Level Rapportage september 2012

Vertrouwelijic

18




«2) kpn

4.2 Beschikbaarheldbeheer KPN Netwerk

42,1  Bereikbaarheid 1-1-2

—_— = =

1-1-2 Service Level Rapportage september 2012 16
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4.2.3  Trend Groei/Afname oproepen
Jaar | Gem. | Jan Feb Mrt Apt Mei Jun Jul Aug Sep Okt Nov Dec
2009 186 205 928 985 156 7,7 18, 174 184 205 210 24,4 024
2010 12,7 1886 084 180 212 £30 46,5 5.9 #9.4 659 6, #0,4 094
2011 02,7 282 163 24,8 054 205 23,1 06 107 83 233 19 204
2012 2066 05,0 18,0 085 04,5 072 037 049 050 037
nuljaar 2008
Groei Mobiel
190
170
) —e—2009
& 150
= ——2010
o »
5 130 ’ 2011
s - ' "’"@@2012
110 W
90 T T T T T 1 T T T T T EH
Jan Feb Mit Apr Mel Jun Jul Aug Sep Okt Nov Dec
Maanden
17
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5 Trunk CMS Rapportage

Trunk-1: [N Trunk Graup Sﬁhivjﬂr; Mtfﬁllgly - lnknm ndA
Report EdR " Format * Tools " Optidns Help ™
Trunk Oroup Nams: fnkomend A
Number of runks: 6¢
Month  Jnbound ACD Inbound Olher Avg Ishound Oulbound Outbound Outbound Outbouind  Avg  Oulbound Oulbound Outnound %A %
Starling  Galts  Calls  Aben  Cealls Inbound CCB Calis ACD Aban Ofhor Oulbound CC8  FarEnd Blocked Trunks Mainl
Qally \;{mr:ik Calls Calls Calls  Trunk Comp  Calls  Busy Busy
o)
Time Time
Tolals 202632 106347 66108 477 43 112039 [ 0 [ [] [] [] 0 00 90
1-5-2012 262832 196347 66108 177 43 112038 g ¢ 0 0 [] 0 0 00 00
Doible Cick To Aun Formal Tabib
Trunk-2:  [E :
Repoit TEQL - Fornat .- Tools -~ Options * Help
Trunk Oroup Name: ONEA
Numbsr of trunks: 00
Monlh  Inbound ACD  inbound Ofher Avp  Inbound Oulbound Oulbound Outbound Outbound  Avg  Outbound Quibound Oulbound %Al %
Starling  Calla  Cafls  Aban  Calls Inbound CC8 Calls ACD Aban Other Outbound CC8  FarEnd Blocked Trunks Malnt
Calls Trunk Calls  Calls  Calls  Tunk Comp  Cslis  Busy Busy
Hold Hold
Time Time
Totals 28 18 1 11 %50 48 92400 [] 0 82400 215 122543 70205 0 00 00
1-9-2012 20 16 1 1t 250 48 82409 0 0 82409 245 122543 79286 o 00 00
Docble Cick 1o Fon Formd Tabie {[eot 5
Trunk-4;

Trunk Group Name; Hoodnot A
Numier of bunks; 42

Month  Inbound ACD inbound Other
Starting  Calls  Calis  Aben

Ava  Inbound Outbound Oulbound Outbound Outbound

Avg Quibound Outbound Oulaound % All
Calts Inbound  ¢C8 Calls ACD

%
Absn Other OQulbound CCS  FerEnd  Dlocked Trupks Malnt
Calls Trunk Celis Calle Calis Trunk Comp Calls  Busy Busy

Hold Hold

Time Time
ﬁlals 222 219 1 2 %% 478 1714 0 0 1714 1:16 11 1192 0 00 00
1-5-2012 722 219 1 7 335 78 1714 0 0 1714 16 311 1192 0 g0 .00

Freroi ™

Trunk-5;  gisymrds; 4
Report * Edk - Fotrat : Todls - Options . Help

Trunk Oroup Name: Openhaai by nit 4

Number of tunks: 30

Month  Inbound ACD Inbound Olher Avg  Inbound Qulbound Outbound Oulbound Outbound  Avg  Quibound Oulbound Oulbound %Al %
Blading  Calls  Calls  Aban  Calis Inbound CC8 Calls ACD Aban Other OQuthound COB  FerEnd Blacked Tiunks Malnt
Calls Teunk Calls Calls  Calls  Trunk Comp  Calls  Busy Busy

Hold Hold

Time Time
[Votals 80 0 13 87 110 13 3120 [ [] 3120 54 1684 2593 0 00 00
1-6-2012 80 0 13 67 e 13 320 0 0 3120 64 1684 2593 0 00 00

S o
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RICTLUSYA 1 Truink Graup Stmmary Manfhly - KP
Repart “Edt - Format - Yools * Options “Help
Trunk Group Nems: KPHInb A
Number of trunks: 30
Month  inbound ACD Inhound Other Avp  Inbound Oulbound Oulbound Oulbound Outbound  Avg  Outhound Outhound Ouibound %Al %
Blating  Calle  Calls  Aban  Cslls Inhound CCB Calis ACD Aban Other Outbound CCB  FarEnd Blocked Tiunks Malnt
Calls Trunk Calls Calls Calls Trunk Comp Cslls  Busy 6usy
Hold Hold
JT Time Time
olals 1033 1581 EIE) [ Ho 172 [ [] 0 [) [ [] 0 06 01
1-8-2012 1933 1881 3 ] 40 172 0 [ 0 [] 0 0 g 00 0
Trunk-21:

Trunk Group Name: Tnkomend B
Numbar of trunks: 60

Month  Inbound ACD Inbound Olher Ao  Inbound Outbound Oulbound Outbound Qutbound  Avy  Oulbound Ouibound Oulbound %Al %
Hlarfing Calls Calla  Aban  Calis inbound CC8 QCalls ACD Aban Other Outhound CC8 FarEnd Blocked Trunka Maint
Calls Trunk Calls  Cafis  Calls  Tnk Comp  Cafis  Busy Busy
Hold Hold
Yime Time
rloh\ls 203384 197141 @580 464 EEMREEIEL 0 [ 0 [] 0 ) 0 00 00
1-6-2002 263304 197111 66819 464 43 113179 [ 0 0 0 0 0 0 00 00
Trunk-22:
Trunk Oroup Name: ONEC
Number of brunks: 90
Month  Inbound ACD Inbound Other Avg Inbound Qulbeund Outbound Oulbound Oulbound  Avg  Oulbound Oulbound Ouibound %A %
slating Calls  Calls  Aban  Calls Inbound ¢CS Calls Aban Other Outbound C©C8  FarEnd Blocksd Trunks Maint
Calls Trunk Calls Calis Calis Trunk Comp  Oalls  Busy Busy
Hold Hold
Time Time
olals 0 [] 0 [] 0 ] 0 0 [] [ [] 9 100,00 100,00
1-8-2012 0 [} [} [] [ 0 [} 0 [ [ 0 0 100,00 100,00
Dobls Dick To Hun Format Tabls
Trunk-24: Al fily Mo
Report €At Tools Options . Help
Trunk Group Nama: Hoolnet B
Number offrunks: 12
Month  Inbound ACD lnbound Other Avg Inbound Oulbound Outbound Oulbound Qulbound  Avg  Oulbound Oulbound Oulbound %A %
slaing  Calls  Calls  Aban  Calls Inbound €08 Calls ACD Aben Olher  Quibound CCS8  FarEnd Blocked Trunks Malnl
Calis Trunk Calls Calls Calls  Trunk Comp  Calls  Busy Busy
Hold Hold
Time Time
otals 0 [] 0 0 [) [] [] [] 0 0 0 0 00 ,00
1-6:2012 0 [ [] [}] 0 [ [] 0 0 0 [] 0 00 00
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Trunk-26 HiMrR (oo Summary Monlinlyidb;:nhzia'r i
Report ~Edk “Fomat - Tools * Options “Help "+
Trunk Group Nama; Openbaat i ult2
Numbar of trunks: 30
Monh  Inbound _ACD _ Inbound Other Avg  Inbound Outbound Oulbound Oulbound Oulbound  Avp  Ottbound Oulbound Outbound %AH %
Staing  Calis  Calls  Aban  Calle Inbound CCS Calls ACD Aban Other Oulbound ©C8  FarEnd Blocked Trunks Maint
Calls Trunk Galls Calls Calls Trunk Gomp Calls  Busy Busy
Hold Hold
Time Time
frotals 89 1 13 55 5 it 42 [] 0 42 137 16 38 0 00,00
1.9-2012 (1] [l 13 66 48 i 42 0 0 42 37 16 39 o 00 00
Trunk-27:

isTrank Grotip Summary Monthly - KPN inb 8

Report “Edt . Format * Tooks - "Options  Help

Trunk Group Name: KPHInb B
Number of brunks: 30

Wonth  Inbound AGD  Inbound Other Avg  Inbound Outbound Outbound Outbound Outbound  Avg Outbound Oulbound Outbound %Al %
Blaring  Calls  Cafls  Aban Calfs Inbound CC8 Calls ACD Aban Oher Oulbound GCS  FsrEnd Blocked Trunks Malnl
Calls Trunk Calis Calls calls Teunk Comp Calls  Busy Busy
Hold Hold
Time Time
[Totale 1538 1233 300 5 137 573 0 0 [] [] [ [ 0 00 02
1-9-2012 1638 1233 300 [ 137 673 0 0 0 0 [} g 0o 00 02
{"kipPDY 2
Trunk-31:
Trunk Group Name: AMS
Number of bunks: 30 .
Month_ Inbound  ACD  fnbound Other Avg  Inbound Oubound Oulhound Outbound Quthound  Avg  Oulbound Outbound Ooutbound B A %
Slaing  ©Calls  Calls  Aban  Calls Inbound CCB Calls ACD Aban Other Outbound COC8  FarEnd Blocked Trunks Malnt
Calls Trunk Calts Calis Calls Trunk Comp Calls  Busy Busy
Hold Hold
Tima Time
Tolals 0 0 0 [ 0 0 0 [} [] 0 [] 0 100,00 100,00
1-8-2012 [] 0 0 0 0 0 [ [] [} 0 [ 0100,00 100,00
[P
Trunk-41:

Trunk Group Nams; ROT
Number of frunks: 25

Month _ Inbound ACD  fnbound Other Avg  inbound Outbound Outhound Outbound Outbound  Avg  Oulsound Oulbound Outbound %A %
Btaing  Calls  Calls  Aban Calls Inbound CCS Calis ACD Aban other Outbound ©C8  FarEnd Blocked Trunks Malnl
Calls Trunk Calls Calls Catls Trenk Comp Calls  Busy Busy
Hold Hold
Time Time
firoials 0 [ 0 0 0 [] 0 [ [] 0 [] 0 100,00 100,00
1-9-2012 0 0 0 [} 0 0 [i] 0 [] 0 [

0 100,00 100,00

[ xpol

N
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Trunk-51:

ﬁFTm_ni(_émqp,Suhxmary“ogt!:,ly%ﬂﬁhﬂ ;

Repart Edi "Fermak Tools' Options ' Help ™

Trunk Group Neme; HAAG
Number of runks; 28

Month  Inbound ACD  Inbound Other Avg  Inbound Oulbound Oulbound Oulbound Oulbound  Avg  Oulbound Outhound Ouibound %AN %
Slaing  Colls  Calis  Aban  Calis Inbound ¢COS Galle ACO Aban Other  Quibound CC8  FarEnd Blosked Trunks Malnt
Calls Trunk Cally Calls Calls Trunk Comp Calls  Busy Busy

Hold Hold

Tima Tims
Jrotals 0 0 0 0 [) [ 0 0 0 0 [] 0 100,00 100,00
1-8-2012 0 [ [ [) 0 0 [] 0 0 [] ] 0 100,06 100,00

Dévble Chck ToRun Foimat Tebla

Trunk-61: § Summary Monthly -
Report EdR ~Format - Tools ' Opticns "' Help.

Trunk Orousp Nama: UTR

Number of trunks; 25

e quk'(ﬁmnipj i

Month  Inbound ACD Inbound Other Avg inbound Oulbound Oulbound Gutbound Outbound
slaing  Calls  Calls  Aban  Call$ Inbound CC8 Calls ACD
Calls Tiunk

Avg  Outbound Quibound Outbound %Al
Aban  Olher Outbound

%
CC8  FarEnd Blocked Trunks Maint
Calls  Calls  Calls  Trunk Comp  Calis  Busy Busy
Hold Hold
Tirme Time
Totals 0 [) [ 0 [ [ 0 [] [] [] [ 0 100,00 100,00
1-8-20t2 @ 3 q [ 0 [} 0 [) ) 0 [] 0 10,00 §00,00
Docbis Chck ToRin Formal Table = /2" B
Trunk-71: |y Trunk Group Summary
Repoct - EdX - Format - Todls © Options ~Help
Trunk Grotp Name: HUM
Number of brunks: 12
Month  Inbound ACD Inbound Other Avg Inbound Oulbound Oulbound Qulbound Quibound  Avg  Oulbound Oulbound Outbound %At %
Slaing  Calls  Calls  Aban  Calls Inbound CC8 Calls ACD Aban Other Outbound C€CB  FarEnd Blotked Trunks Maint
Cslis Trunk Calls Calls Ceolls  Trunk Comp  Cafls  Busy Busy
Hold Hold
Time Time
otale 0 [] 0 0 0 0 [] 0 [] 0 0 0 100,00 100,00
1-8-2012 0 0 [4 0 0 0 0 0 0 [ 4 0 100,90 100,00
Dobls Ciék To Run Fomal Tabia
Trunk-81:

Trunk Group Nama: HAAR
Number oftrunks: 12

Month  Inbound  ACD Inbound Other Avg  Inbound Ouibound Outbound Oulbound Outbound  Avg  Oufbound Oulbound Oulbound %A %
glaing  Calls  Cafls  Aban  Calls fnbound CoC8 Calls ACD Ahan Other Quibound CO8  FarEnd Blacked Trunks Maint
alls Trunk Calis Calle Calls Trunk Comp Calls  Busy Busy

Hold Hold

Time Time
m 0 [ 0 Q 0 (] [ 0 [ [] 0 0 100,00 160,00
1-9-2012 0 0 [ [] 0 0 0 ] ] [] 0 0 100,00 100,00

Dovbla Ckck To A Foitd Teblo RECIE
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Trunk-91: j'

1]

Trunk Oroup Nams: TIL
Numbsr of lrunks: 15

R ;I'runk Group S}Jmn’ycr} Mo ﬁlhly =TI
B T D b

Blaing  Calls  Calls  Aban

Monlh  Inbound ACD Inbound Other Avg

Inbotnd  Oulbound Oulbound Outbound Quthound

Avg  Oulbound Oulbound Oulbound %Al %
Cafis Inbound  €C8 Calis ACD Aben

Other Ottbound CC8  FarEnd Blotked Trunks Matnt
Calleg Tiunk Calls Calig Calls Trunk Comp  Calls Busy Busy
Hold Hold
Time Time
otals [] [) [ 0 [] 0 0 [] 0 (] 0 0 100,00 100,60
1-9.2012 ] [] 0 ] [] ¢ [ [ 0 [ [] 0 100,00 100,00
Doubls Cick To Run Fotmal Table

Trunk-101;

7|h‘ ~Trunjkr(;rdil

Trunk Group Nama: APE
Number oftrunke: 12

Report EQE * Forma - Tools  Options e

f{ Hieot

Month  tnbound ACD  Inbound
Slating  Calls  Calls  Aban

Olher  Avg  inbound Outbound Outbound Outbound Oulbound

Avg  Oulbound Quibound Outbound %Al %
Oalls Inbound  CC8 Calls

Doybls Chek To Run Fornal Tabla

Aban Olher  Ouibound C€C8  FarEnd Blocked Trunks Malnt
calls Trunk Calis Calls Calis Tiunk comp Calis  Busy Busy
Hold Hold
Time Time
Evotals [] 0 ] 0 [] 0 0 [ 0 0 [] 0 100,00 100,00
182012 ] (] CR] ] [] [] 0 [] [ ] 6100,00 10000

Tiunk Group Name; CAKS
Numbser of lunks: §

Callg

Month inhound ACD Inbound Olher Avg
Slating  Calls  Calls  Aban  Calls Inbound CCS Calis ACD

inbound Oulbound Cutbound Oulbound Oulbound  Avg  Outbound Outbound Outbound %Al %

Aban Other Outbound CCS  FarEnd Blocked Tninks Maint
Trunk Calls Calls Calls Tiunk Comp  Calls  Busy Busy
Hald

Hold

Tims Time
ofals 0 [] (K] ¢ 3B ¢ 0 9115 226 1604 22 0100
1-6-7012 ] 0 0 0 6 3118 0 0 3116 228 4604 72 8 o 00
Dotbls Cick ToRunFormat Tabls "

[ Riepy
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W 0 isdn 268 29 Erangd
Wz w0 dn 292 29 Erang
W 12 sdn 10 29 Erangd
BG5 30 tsdn 29 ErangB
e o isdn 0 29 Edangd
®7 30 kd 6 29 EdangB
el 6o lsdn 268 20 Erdangd
Wz 90 s 0 29 Erangd
B3 90 sdn 0 29 ErdangB
e 12 dn 0 29 Erangs
Bjes 30 sdn 0 29 EdangB
W o Isdn 0 29 Erangd
e 30 sdn & 29 Edangd
T 30 isdn 0 29 Erlangd
WAL 25 isdn O 2% Erengd
WS 25 bdn O 29 EdangB
Wl 25 Isdn 0 29 Erangd
W 12 sdn 0 29 Erangd
Wet 12 sdn 0 29 Erlangd
o 15 sdn 0 29 Erangd
Wil 12 lsdn 0 29 Erangd
Wil 6 Isdn 18 29 Edangd

0.1389
74444

0.1389

0,5001

0.00000000 4
0,00000000 4

0,00000000 3
6,00000000 17

0,00000000 3

0.00015807 4

Reimave 43 trunk(s)
Remove 72 trunk(s)
Remoye 8 trunk(s)

Remove 26 trunk(s)

Remova 27 trunk(s)
Remove 43 trnk(s)

Remove 27 trunk(s)

Retmove 1 trunk(s)
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VON ReportVD

hat \i[i[l Stdil Prefarence Mqﬁ,lhrly'; Al larmﬁnmrﬁgr 11

Report * Edt "Format “Yools “Oplions - Help ¢
VON: Alantinnnmer 112
Monih  VYeclor Inbound Avg  Aban Ay ACD  Avg  Avg fel@kdil $sigkil 1sl 1elGkll 2nd  2nd 2nd Skl 2nd  Id JdBKN Ird  Nd
Slarling Cally Spoed Cells  Aksn  Calls  ACD ACW Prel  ACD  SKil AigACW 6Kl Skl AvgACD 8Kl Skl ACD Skl sl
Ans Time Tims Time Calls Avg Time Pref ACD  Time Avg Pref Calls Avwg Ang
ACO Callg ACW ACD ACW
Time Time Time_Time
Totals 205912 65253 01 0 0 0 0
§+.6-2012 9 285912 86253 01 0 t [ 0 [1] [) 0
Double Cock Ta Rur Fomt Tabks

Skill Report—Skili1
1 split/SilLSumm.

Month Ave Ao ACD Avg Avg Aban Max Flow Flow Exn  Avg Dequaued AvgTime % % Ans
Starting Speed Aban Calls ACD ACW Calls Delay In Oout Out Exin Calls to ACD  Callg

Ans  Time Time Titne Calls Out Dequeus Time
Time
frotals 104 104314382 15 ;01 21318 130 0 0363701 101 0 2547 93,65
1-8-2012 04 04314382 16 .01 29318 1:39 0 0383701 :04 i} 2517 9366
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Call Traffic

Tl Zals
“sonng Allemsls

T-al thends
————Oulg=ing Ae~pls

IerczmAtemplz
— Priwals hshsotk B~ ris
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1 Inleiding
Dit document bevat de maandelijkse rapportage van het onderhoud op het 1-1-2
communicatieplatform van het KLPD.

1.1 Colofon
SLA ontvanger: vtsPN Teamleider NEC MDC
Contactpersoon klant: ]

Tel:
REr—— |

Contactpersoon KPN:
Service Level Manager 1-1-2

Tel.. I
E-mail: R

Adres klant: ‘ Odijkerweg 19
3972 NE Driebergen

1-1-2 Service Level Rapportage oktober 2012
Vertrouwelijk
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1.2 Context en Scope

Hierbij ontvangt u de Service Level Rapportage over de periode oktober 2012. Deze rapportage geeft
een beeld over de verschillende aspecten van het programma 1-1-2.
Deze rapportage geeft het 1-1-2 deel betreffende het communicatieplatform van het KLPD.

De rapportage is conform de afspraken in het DAP opgebouwd uit de volgende hoofdstukken en
paragrafen:

Service Support
- Configuratiebeheer
- Incidentbeheer
- Escalatie
- Onderhoudswerkzaamheden
- Probleembeheer
- Wijzigingsbheheer

Service Delivery
- Capaciteitsbeheer
- Beschikbaarheidsbeheer
- Kostenbeheer
- Bevelligingsbeheer
- Kilachten procedure

Bijlagen
- Overzicht groeifafname mobiel;
- Aantal gesprekken per PE per maand van alle Telco's,
- Communicatieplatform KLPD

1-1-2 Service Level Rapportage oktober 2012 3
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1.3 Documentheheer

Bij KPN is Service Management (SLM) de partjj die zorg draagt voor het opstellen, onderhouden en
beheren van de rapportage.

Tevens verzorgt Service Management de distributie en het actueel houden van de rapportage.

1,3,.1  Historie document

KPN 10 14-11-2012 Rapportage oktober 2012

1.3.2  Wijziging van rapportage

Zowel Service Management van KPN als vtsPN kunnen het initiatief nemen tot veranderingen mb.t.
de rapportage.

1.3.3  Distributieljjst

gan fie
visPN MDC ] Contractmanagement
vtsPN MDC I Teamleider NEC MDC
KPN CM I Client Director Veiligheid en Justitie
KPN CM ] Business Manager 1-1-2
KPN CM ] Service Level manager 1-1-2
Accorderen rapportage

De onderstaande contactpersonen zullen maandelijks controleren of de rapportage de juiste
gegevens bevat en hierna de rapportage accorderen,

vtsPN Teamleider NEC MDC

Servwc; ALevel Manager 1-1 -2

1-1-2 Service Level Rapportage oklober 2012 4
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2 Managementsamenvatting

2.1 Service Support

Er zijn in de rapportage periode 14 incidenten gemeld en 18 incidenten afgehandeld, Hiervan zijn er
15 (83,33%) binnen norm afgehandeld en 3 (16,67%) buiten norm afgehandeld.

2.2 Service Delivery

Er zijn in de rapportage periode 2 Changes aangevraagd en 7 Changes afgerond.

2.3 Problem management
Er is in de rapportage periode geen Problem aangemaakt.
Er vindt overleg plaats tussen MDC en KPN over het format zoals er in deze rapportage wordt

meegenomen. Zodra dit format met beide partijen is afgestemd, zal dit in deze rapportage worden
meegenomen.

2.4 Update NAWP server

De maandelijkse update van de NAWP server is uitgevoerd in week 40.

1-1-2 Service Level Rapportage oktober 2012
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3 Service Support

31 Incident management {open)

UMS Ticket| KPN Ticket | Urgentie { Locatie
nummer nummer

{Meld datum/tijd|Eind datum/tijd 1
! l g )
|

Netto
doorlooptijd
(hh:mm)

Totaal openstaande incidentengg

1-1-2 Service Leve! Rapportage oktober 2012
Vertrouwelijk
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3.2 Incident management {afgerond)

Aantald:::':::ru ﬁ:l:.‘;i:l:ela U‘rgenta Locafie ‘ : ‘{Meld datum/tig Eind da":umnﬁgzﬁrﬁc‘mpﬁ‘d 10mschrij‘fing ; . H'Diagnose/rplassing ELI;:::/ JConﬁguratie Item
[ - —= : L~ 1 ] {hh:mm) . : norm .
E |
{
B * — 1 f
g mem 11— r
) —— i TR — e — r-
[l — I F 1 I r
W — — P — —F ——
B . % i1 _ rr

1-1-2 Service Levef Rapportage okiober 2012
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&MDCTicket KPN Ticket ‘iUrgenticiLocaﬁe ind datum/tijd |Netto mschrijving R |Diagnose/0p|ossing ;Binnen/ |cgnfiguratic Item
e nummer nummer’ ; doorloop! ﬁ ; : buiten
e 1~ M Rl ! B2 (hi:mm) ' : : 3 B2 norm

-] || *

| I *

|- ] TR

-] | T

- *

| - | I |

- | T

= 1 T

Totaal afgesloten incidenten: g

Toelichting op tickets die Buitennorm zijn:

1-1-2 Service Level Rapportage oktober 2012 8
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33 Problem management {open)

MDC‘Tié:ket : = KPNTicket Locatie Meld datum/tijd Eind datum/tijd .| Omschrijving
pumMmer: . ‘mummer i : ;

1-1-2 Service Level Rapportage oktober 2012
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MDC Ticket” : KPN Ticket:: Locatie : Meld datum/tijd wo| Eind datom )
- nummer S nummer s : : 3 s |

il
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34 Problem management {afgerond)

1-1-2 Service Level Rapportage oktober 2012
Vertrouwelifk

11




kpn

3.5 Change management {(open}

:MDC-Ficket KPN Ticket
nummer nummer

Locatie | Meld datum/tijd

Verwachte eind
datum

I

Eind datum/tijd

g

Omschrijving

Opmerking

1-1-2 Senvice Level Rapportage oktober 2012
Vertrouwelijc
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MDC Ticket “ KPN Ticket .- Locatie i+ Meld datum/tijd Verwachte eind {: Eind datum/tijd ! Omschrijving opmerking
. pummer; nummer ; datum [ i ! '

|
Lo ‘ ; M e - B -
= — — !

1-1-2 Senvice Level Rapportage oktober 2012 13
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36

MDC Ticket| 'KPN Ticket' nummer 1

Tnummer

@) kpn

51957429036

Change management (afgerond)

Locatie

|
Hilversum
Utrechtseweg

iMeld

Verwachte

¢ Eind i

datum/tijd | eind datum | datum/tijd |

16-9-2011

10-10-2012

~-Omschrijving

Installeren 5 19 inch kasten
(4sPN levert de kasten, KPN
installeert ze).

Opmerking

Kasten zijn geinstalleerd.
Verrekening met klant ia
meerweklijst van project IBN112.
Na afstemming met MDC changes
(op 10 okt 2012) deze RFC
gesloten.

nnb

$11093131045

PEQO/PE26
Driebergen

2722012

Q32012

10-10-2012

Offerte voor Hardware
maintenance op de clients.

Betreft een change op het projeect
IBN112. Na afstemming met MDC
changes {op 10 okt 2012) deze
RFC gesloten.

75451-02

51843840788

PEOO/PE26
Driebergen

15-03-12

Q4 2012

10-10-2012

L.ewren van Standaard Changes.

Is opgenomen in het concept van
de nieuwe DAP. implementatie bij
vaststelling van DAP. Na
afstemming met MDC changes
(op 10 okt 2012) deze RFC
gesloten.

78083

nnb

PEOO/PE26
Driebergen

150312

Q32012

10-10-2012

Offertevraag voor 6 extra
werkplekken aan de Hoofdstraat.

Wordt uitgevoerd binnen IBN112.
Bumicom is niet meegenomen
woor licenties. Aktie binnen
project. Na afstemming met MDC
changes (op 10 okt 2012) deze
RFC gesloten,

Geen

Geen

PEQO/PE26
Driebergen

26-4-2012

Q32012

10-10-2012

Opheffen EVPN verbindingen

Ophef order woor 7 locaties
ingelegd in Leverstraat. 2 x EVPN
Asd CPA Hiijt ower. Na
afstemming met MDC changes
(op 10 okt 2012) deze RFC
gesloten.

80050

RFC112-015

PEOD/PE26
Driebergen

1-10-2012

3-10-2012

11-10-2012

Voorbereiding koppeling
Meldkamer Driebergen

Akkoord ontvangen van MDC en
CCA (Co) geinformeerd. Is
Litgevoerd in aanloop naar swap.
Gereed gemeld.

79841

RFC112-013

PEOQ
Driebergen

5-9-2012

1102012

15-10-2012

Tidelijk verplaatsen van [SDN30
testbundel tbvtesten nieuwe

platform.

Spoedchange, goedgekeurd bij
MDC. Uitgevoerd, Getekend PVO
ontvangen.

In de rapportageperiode zijn 7 Changes afgerond.
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4 Service Delivery

4.1

Beschikbaarheid beheer Avaya platform

'Beschikbaarhei

Service
Beschikbaarheid |Meetperiode | Window | jan-11 Feb Mrt Apr Mei Jun Jul Aug Sept Okt [+) i :
CM 99.995% maandelijks 24X7 10.00%]| 100,00%| 100,00%| 10.00%] 100.00%! 100.00%| 10.00%! 100.00%)| B0.00%]| 100,00%):DD.00%}10,00%| -100.00%
[z
e +
Service
Beschikbaarheid |Meetperiode | Window | jan-11 Feb Mrt Apr Mei Jun Jul Aug Sept Okt
AlC 98.50% maandeliks 24x7 10.00%] 10,00%] 100.00%| 100.00%}{ 10,00%} 10,00%]| 10.00%] 100.00%)| 10,00%] 100.00%|:

Beschikbaarheid

AES

98,50%

Service

Meetperiode | Window | jan-1 Feb Mrt Apr Mei Jun Jul Aug Sept
maandelijks 2457 00,00%| 10.00%| 00.00%| 10,00%] 00,00%| D0.00%] 100,00%} 10.80%! DO,00%!

Service

Beschikbaarheid |M eetperiode | Window | Jan-11 Feb M Apr Mei Jun Jul Aug Sept
CMS 98.50% maandelijks 24x7 100,00%] 100.00%] 00.00%!} 100,00%| 100.00%| 00,00%| 10.00%| 10.00%; 100,00%
Service
Beschikbaarheid |Meetperiode | Wndow | jan-11 Feb Mrt Apr Mel Jun Jul Aug Sept Okt
VP 9850% mazndeliks 247 D0,00%| 10,00%| 10.00%| 100.00%] 10.00%| 100,00%! 100,00%)| 10,00%! 100,00%] 100,00%|

1-1-2 Service Level Rapportage oktober 2012
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4.2 Beschikbaarheidbeheer KPN Netwerk

4.2.1 Bereikbaarheid 1-1-2

[ |
|
L ]
. ] I
4.2.2 Jaaroverzicht bereikbaarheld 1-1-2
1 )
| N | .
. N W
NN N

I
I
!

1-1-2 Service Level Rapportage oklober 2012
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4,2.3  Trend Groei/Afname oproepen

Jaar Gem, Jan Feb Mrt Apr Meli jun Jul Aug Sep Okt Nov Dec
2009 06 005 02,8 835 1658 w7 18,1 174 164 708 21 244 04
2010 w27 58 084 L1 1] 30 Hag H59 Ho4 58 88,1 104 194
2011 w2y 82 183 g 54 05 234 B0 187 283 233 ©ig 204
2012 159 58 080 085 45 072 0 48 050 037 990
nuljaar 2008
Groei Mobiel
190
170
g) ——2009
o4
- 150 N /A\
8 \/A_‘_‘ ~+—2010
13
& —+2011
130 7
>\ /)’(“”’\. e //x\\ ¢ X
Ny - S——— —+—2012
110 -
90 T T T T T T T L T T T 1
Jan Feb Mrt Apr Mel Jun Jul Aug Sep Okt Nov Dec
Maanden
17
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5 Trunk CMS Rapportage

Trunk Group Summary Monthly -lnkom A

Trunk-1:

Trunk Group Name; Inkomend A
Number of trunks: 60

Month  Inbound ACD Inbound Other Avg  Inbound Oulbound Ouloound Outhound Outbound  Avg  Outbound Oulbound Oulbound % AN %
Slaring  Calls  Cells  Aban  Calls Inbound CCS8 CcD Ab

Outbound CCB  FarEnd Blockad Trunks Malnt

{10/42012 240002 179801 69871 160 42 105099

i

; Calls Trunk Trunk Comp Calls  Busy Busy
| Hold Hold

! Time Time

iilatals 249002 479881 60971 160 42 105000 (] a [] 0 0 801 402
; ] 3 0 7 601 602

Trunk-2: i Trunk Groupi Summary Monthly = DNEA’

Trunk Group Name: ONEA
Number of runke: 90

Monith  Inbound ACD Inhound Olher Avg  Inbound Oulbound Gulbound Ouloound Quthound  Avg  OQulbound Oulbound Outbound %A %
Staring  Calls  Calls  Aban  Calls Inbound CC8

Oulbound CCB  FerEnd Blocked Trunks Malnl

Calts Trunk

Hold

i Time
‘{Tatals 47 10 1 30 44
( 10172012 47 10 1 FCRRY)

Troak Comp  Calls  Busy Busy
Hold
Tine
70853 217 108255 67190 1) 05 05
70853 247 108269 67190 0 05 05

Month  Injound ACD Inbound Other fAvg  Inbound Oulkound Qutbound OuAlgound Oulbound

Avg  Oulbound Qutbound Oulbound %Al %
Oulbound €C8  FarEnd Blotked Trunke Maln!

Trunk Comp  Calls  Busy Busy
Hold
Time
1973 1114 1464 1219 0 692 505
1873 fitd 1484 1279 0 592 695

Trunk-4:
Trunk Broup Name: Noodnet A
Number of trunks: 12
slaling  Calls  Calls  Aban  Calis Inbound CCS
Calls Trunk
Hold
Time
[Totals 77 222 2 [ 445
101172012 229 222 2 [] 316 445
Tfunk-5: 'lr;ull pcba 4

Trunk Group Name: Openbiaatin ult 4
Numbaer oftrunks: 30

Blaing  Calls  Calls  Aban  Calls Inbound COS

Month Inhound ACD Inbound Other Avg Inbound Ouibound Qutbound OUAt:ound Outbound

Avg Outbound Ouibound Oulbound %Al %
Oulbound GC&  FarEnd Blocked Trunks Malnt

o

Calls Trunk

Hald

Time
[Fotals 112 0 14 08 "7 19
10112012 12 0 14 08 A7 19

Trunk Comp  Calls  Busy Busy
Hold
Time
1:53 10700 3085 D 604 604
1:63 10768 3065 0 60{ 604
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Trunk-7: ; Trunk Group Summary Monthly - KPNinb' RS
iR
Trunk Group Namse: KPNInb A
Number of trunke; 30
Month _ Inbound AGD  Inbound Other Avg  Inbound Outhound Outbound Oulbound Oulbound  Avg  Oulbound Outbound Quibound %Al %
Slating  Cafis  Calls  Aban  Calls inbound CC8 Calls ACD Aban Olher Oulbound C€CS8  FarEnd Blocked Teunks Maint
Calls Trunk Calls Calls Calls  Trunk Comp  Cafls  Busy Busy
Hold Hold
Time Time
Tolals 1711 1408 289 11 3139 661 [ 0 [1] ] 0 601 602
100172012 17 1409 289 13 139 661 0 0 0 0 ¢ 601 602
T T PI-YEM i, Trank Graup Summary Monthly =Inkomend
Trunk Group Name! Inkomend B
Number of trunke: 80
Month  Inbound ACD  Inbound Other Avg  inbound Oulbound Ouibatnd Outbound Otlbound  Avg Outhound Outhound Oulbound %Al %
Hlating  Cafls  Calls  Aban  Calis Inbound CCS Cslls ACD Aban Other Oulbound ©C8  FarEnd Blocked Tiunks Malnl
Calls Trunk calls  Cells  Calls  Trunk Comp  Calle  Busy Busy
Held Hold
Time Time
Tolals 247249 {70104 60552 403 142 104554 0 a [] 0 0 642 748
1042012 247219 178194 68552  49) 42 104554 0 0 ) ¢ 0 842 118
Trunk-22; I
Trunk Oroup Name: ONEC
Number of ininks: 90
Yonth  Inbound ACD  Inbound Oher Avg  Inbound Oulbound Oulbound Outbound Outbound  Avg  Oulbound Outbound Outbound %Al - %
Slaring  Calis  Calls  Aban  Calls lnbound COCS Calls ACD Aban Other Outhound C©C8  FarEnd Blotked Trunks Maint
Calls Trunk Calis Calls Calls Trunk Comp Calls  Busy Busy
: Hold Hold
: Tima Time
‘Hotals 0 [ 0 [1] 0 0 1 116 2 0 D 0042 P42
1072092 0 0 0 0 [} 0 § 1:18 2 0 0 90.42 0042
1
Trunk-24: I

Trunk Group Name: Noodnel B
Number oftrunks: 12

Month  Inbound AGD  inbound Other Avg Inbound Outbound Outbound Oulhound Outbound  Avg Outbound Oulbound Oulbound %Al %
glaing  Calls  Calls  Aban Calis Inbound ©C8 Calls ACD Aban Other Outbond ©C8  FarEnd  Blotked Trunks Maint
Calls Trink Calls Oalls Calls Tiunk comp Oalis  Busy Busy
Hotd Hold
Tims Time
fTotals [] B 0 [4 0 [ [] [ 0 4 00 .00
10172012 ¢ [} [} 0 0 0 0 0 0 o 00 00
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Trunk-25
Trunk Oroup Name: Opienbaar in uit 2
Number of runks: 30
Month  Inbound ACD Inbound Olher Avg  Inbound Oulbovnd Outbound Quibound Oulbound  Avg  Oulbound Oulbound Outbound %A %
glarbng  Calis  Calis  Aban  Calls Inbound CCB Calls ACD Aban Other  Outhound €CS  FarEnd  Blocked Trunke Malnt
Calls Trunk Calls Calls Calls  Trunk Comp  Calls  Busy Busy
Holg Hold
Time Time
[Talals [T] [i] 11 67 114 14 71 0 0 " 52 k1 59 0 646 640
10172012 80 [] i1 87 4 14 Hi 0 0 n 62 37 68 0 846 648
|
Trunk-27:

Trunk Group Name: KPN inb B
Number oftrunks: 30

Month  Inbound ACD Inbound Other Avp
Blarbng  Calle  Calis  Aban  Qalls inbound

Inbound Oulbound Oulbound Quibound Oufbound  Avg  Ouibound Outbound Quthound %A %
ces Calls ACD Aban Olher Qutbound CC8  FarEnd Blocked Tiunks Malni

Calls Trunk Calls Calls Calls Trunk Comp Calls  Busy Busy
. Hold Hold
: Time Time
Totals 1684 1378 309 [ 138 B44 0 2 [] 0 0 0 D 843 046
10/1/2012 1694 1378 301 3 138 644 [ 0 ] 0 4] 0 0 643 648

Trunk-31: ANy EumannnlthcAMS

TrunK Graup Name: AMS
Numbar of runks: 30

Honlh  Inhound ACD Inbound Other  Avy
Slaring  Calls  Calls  Aban  Calls Inbhound

inbound  Outbound Outhound Oulbound Outbound  Avp  Outbound Oulbound Oubound %Al %
elv:] Calls ACD Aban Ofher  Oulbound CC8  FarEnd Blocked Trunks Maiml

{i; Trunk Group Summary Monthly

Trunk-41: |

Trunk Oroup Nama: ROT
Number of trunks; 26

Calls Trunk Calls Calls Calls Trunk Comp  Calls  Busy Busy
Hold Hold
Time Time
[Tetals [i] ] 0 0 {1 [] 1] [}] [ 0 0 0 100.43 100.13
10/472012 [ 0 [] [) 0 [ [ 0 0 [] [) 010013 10013

Month  Inbound ACD Inbound Olher Avg
Slating  Calls  Calls  Aban  GCalls Inbound

Inbound Oubound Oulbound Quibound Quibound  Avg  Oulbound Outbaund Oulbound %Al %
ccs Calls ACD Aban Qlher Qutbound CC8  FarEnd Blocked Trunks Malnt

Calls Trunk Calls Calls Calls Tk Comp  Calle  Busy Busy
Hold Hald
Time Time
Totals ] 0 0 [} 0 0 [1] 1] 0 ] [] 0 400,93 100.43
10/172012 [} g 0 [1] ] [ [] 0 1] [ [ 0 100,13 10013

Dotkle o Yo i P Tolh
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Trunk-51:

Ty rrunk Gmp Summary Monthly ~HANG
Trunk Group Name: HAAG
Number of yunks: 25

Monit  Inbound  ACD  Inbound Othsr Avg  Inbound Ouibound Qulbound Quibound Outbound  Avg
Slarling  Celis  Calls  Aban Calls Inbound CCB

Outbound Oulbound Quibound %Al %
Calls ACD Aban Other Oulbound CC8  FarEnd Blocked Trunks Matnt
Calls Trunk Calls Calls Calls Trunk Comp  Calls  Busy Busy
Hold Hold
Time Jime
Tatals ¢ (] 0 [] 0 0 [] 1] ] a [] 0 100.1 100,13
10112012 0 ¢ ¢ [] 9 0 0 [ 0 0

¢ 010093 10043

Trunk-61:

“Repbrt

Trunk Oroup Name: UTR
Numbsr of trunks: 26

Month  Inbound ACD Inbound Other Avg  Inbound Ouibound Ouibound Oulbound Ouibolnd  Avg
Slaring  Oalls  Calis  Aban  Calls Inbound

Outbound Oulsound Oulbound %Al %
ces Calls ACD Aban Other

Oulbound CCB  FarEnd Blocked Trunks Malnt
Calls Trunk Calls  Qalls  Cells Tk Comp  Calls  Busy Busy
Hold Hold
Tims Time
[Totals [ 0 0 [ 0 0 0 0 [] ] [] 0 100,43 10043
10¢412092 0 [ L] 1] 0 0 0 0 0 ] q 0 100.13 100.13

Trunk-71:

Trunk Group Nama: Hig
Number ofirunks: 42

Month  Inbound ACD (nbound Other Avg  inbound Oulbound Oulbound Outhound Outbound  Avg  Outbound Quibaund Outbound %Al %
Glarling  Calls  Calls  Aban Calis Inbound COS Calis ACD Aban Othar  Oufbound CC8  FerEnd Blocked Trunks Maint
Calls Trunk Calls Colls Calle  Trunk Comp  Calle  Busy Busy
Hold Hold
i Time Time
ifTotals 0 ] [] [] ] [] [] [} 0 0 ] 0 100,13 100,43
{107172012 ] [] 0 1) D) ] 0 0 i [ 0 D 100,93 40043

Trunk-81; IE

Trunk Group Name: HAAR
Number of lunks: 12

Month Inbound ACD Inbound Other Avg  Inbound Outbound Outbound Oulbound Outbound  Avg
glaing  Calls  Calls  Aban  Calls Inbotnd CCB

Outbound Oulbound Oulbound %Al %
Calls ACD Aban Other Oulbound CC8  FarEnd  Blocked Trunks Maint
Gslis Trunk Calls Calls Calis Trunk Comp  Calls  Busy Busy
Hotd Hotd
Tims Time
[Fotals 0 [ 0 1] 0 4 [} [} 0 0 [ 0 100.43 160,13
10/1/2012 0 0 [)] [} [ 0 0 0 0 0 [} 0 100.13 100,13
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RNV Tk Bl (i 1runk Group Summary Manthly = TiL

Trunk Oroup Name: TIL
Number of trunks: 15

Month  Inbound ACD  Inbound Other Avg  Inbound Outbound Oulbound Outbound Oubound  Avg Oulbound Oulbound Outbaund %A %
Slating  Calls  Calls  Aban  Calis Inbound CC8 Cslls ACD Aban Olher Oulbound CC8  FarEnd Blocked Trunks Malnl

Calis Trunk Calls Calls Calls Trunk comp Calls Busy Busy

Hold Hold

Time Time
{Talals i [] 1] [] [ [] [] [] q 0 0 0 160,43 100,13
10172012 0 0 0 0 0 0 0 0 0 [} 0 0 100.13 100.43

Trunk-101:]

Trunk Group Nams: APE
Number offrunke: 12

Wonth  fnound ACD  Inbound Other Avg  Inbound Oulbound Oulbound Oulbound Oubound  Avg Oulbound Oulbound Outbound %Al %
Slaring  Calls  Calls  Aban  Calls Inbound CCS Calls ACD Aban Olher Oulbound CC8  FarEnd Blacked Trunks Maint

Calls Trunk Calls Calls Calls  Trunk Comp  Calls  Busy Busy
Hold Hold
Time Time
ofals a 0 0 0 [ 0 0 0 [] [] 0 0 100,43 10043
10112012 1 0 0 0 0 0 0 0 0 0 [ 0 100,43 100.(3

Trunk-111: 3

Trunk Oroup Name: CAMS
Number of iunks: &

Tonth  Wbound ACD  Inbound Oher Ava  Inbound Outbound Oulbound Oulbound Oukiound  Avg Ouibound Outbound Qulbound %Al %
Slating  Calls  Calls  Aban  Oalls Inbound ©C8 Calig ACD Aban Other  Oulbound CC8  FarEnd Blotked Trunks Malnt

Cally Trunk Calls Calig Calls Tunk Comp  Calls Busy Busy
Hold Hold
Time Time
Totala 0 [1] 0 0 [] 2013 0 0 2013 225 4087 10 4 00 00
101172012 [ 0 0 [ [ 2813 [} 0 813 225 4087 10 0 00 00
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@ kpn

Trunk Analyzer

Geen data als gewlg van herstart van de server
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M Kpn

VDN Reporlt—VDN 9112

: YDN Skill Preference Monthly = Alarmnsinmer £ 127
Forinet - Todf - Options” H
YON: Alzrnnummer 112

Month  Vetlor Inbound Avg  Aban Avg ACD A Arg fstsiil {stakdlt el tsi8kll 2nd 2nd  2nd 8KI Ind  3d IrdBHI 3rd  3rd

Slaring Calls Bpeed Calis  Apan  Calls ACD ACW Pref  ACD Bl AvgACW GWIl 6kl AvgACD 8KIl Skl ACD kil 8Kl
Ans Time Time Tims Calls Arg Time FPref ACD Time Avg Pisf Calis A Ay
ACD Cslls ACW ACD ACW

Tims Time Time Time
olals 252229 67947 01 [] 0 Q Q
10472012 9 262229 67947 01 ¢ 1 [} Q 0 0 0

Skill Report - Skill 1 ‘ ‘
xﬁ split/skill Summary Monthly = Alarmcentyale 11

SpliySkill: Atarmcentrale 112

Monlh Avg Avg ACD Avg Avg Aban Max Flow Flow Exn  Avg  Dsqueued Avg Time % % Ans

Starting  Speed Aban Calls ACD ACW Calls Delay In Out  out  Exn OCalis fo ACD  Calls
Ans  Time Time Time Calls  Out Daqueue Time
Time
Totals W03 103207766 :15 01 17602 342 0 0315528 02 ] 2290 94.24
10442012 W03 :03287768 16 01 17602 342 0 0315528 02 9 2280 94.24
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Call Traffic

Geen data als gewlg van herstart van de server
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