SUMMARY for January 2016:
See below for a list of Root Causes for Unplanned Outages.
ITS Changes and outages continue to meet goal.

40.5% of all planned changes were documented in IT Request.

e Ratio of Unplanned to Total Outages & Maintenance Events:

Month Unplanned to Total Unplanned to Total
Outages Events
January 24% 11%

e (Goal for 2015-16: 100% of changes documented in IT Request.
0 January Planned: 40.5% Unplanned: 0%

e (Goal: Outages due to failed changes: <9 per quarter (~5%) Winter Quarter: 0
Note: Failed Changes include outages caused by unintended consequences of a change. This implies that
we could have avoided the unplanned outage if we had planned or executed the change better.

o January-0

e January Unplanned Outages Summary = 16
0 7 outage(s) were caused by software issues
0 5 outage(s) were caused by hardware issues
0 3 outage(s) were caused by vendor issues
0 1 outage(s) was caused by a power failure
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3-Jan-16 ANDay Day 2dags Setver Hatdware  IPeter Mchillan No
4-Jan16 ANDay Day Tdags Leatring Technologies Computer Labs Software  Gaey Gyorkos No
4-Jan-16 1105 am - 1125 am Day WMinutes  Shibboleth and LDAP Gold Loging Softwate Glenn Elackler Mo
S-Jan-16 9 aem - 10230 am Diay 1SHows  Humeb Software Jag Olgen The prablem was that the Aus Server hung 3t suthentic sting with the SOE Active Directory No
S-Jan-16 9 .am - 1030 am Diay SHows Az Server Hardware Dung Wong UCOP service Mo
S-Jan-16 423pm-T:Bpm  Night 15Hows  FPS(CICS and Web) Vendor Anne Scott DePage Mo
13-Jan16 1220pm-1226pm  Day EMinutes  InfoView Software Kimbwerly Register No
5-Jan-1§ 1am- 121 pm Day 25Hows BamH Hardwate  John Hasking No
20-Jan-16 340 am - 345 am Day SMinutes  Shibboleth Hardwate Glenn Elackler Mo
21-Jan-1E 1H02 am - 1208 pm Day 1Hour 800 Mhz Radio Service Hardware John Hasking No
21-Jan-16 308 pem - 4:38 pm Diay 1Hour eProcurement integration with FI5 Software No
24-Jan-16 8 am - 12 am Diay 4 Hours Learn Tech Cowell FC Lab Software Prhillip Stark. The scheduled maintenance window for the Windows PCs is Sunday mornings 6:30am-8:00m. During this tim Mo
26-Jan-16 936 am - 1036 am Dy 1Hour Fi25 and AIS Transfer Jobs Software Glenn Elackber Related to weekend work CHGO0I3361 Mo
26-Jan-16 10636 am - 133am  Day 1Hour Google Classroom Vendor Lisa Bono bittp-dhwerw gocegle comdappsstatusthls endvsis suelesids 26diids bIAETEARE b4 70 0. No
26-Jan-16 E:44 pm - 12 am Dy 5 Hours Porter B Sth and 62h Floors Powet Dutagd Fioy Aasen 100! CAUSe WaS Citouit breakers in the hallways that had been shut off Mo
Mo

N-Jan-18 1048 am- 1054 am Day EMinutes  Routers st NASA and UNEX Vendor John Hasking P d of 3 CENIC distribution switch in Suniyval
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SUMMARY for February 2016:
See below for a list of Root Causes for Unplanned Outages.
ITS Changes and outages continue to meet goal.

43.1% of all planned changes were documented in IT Request.

e Ratio of Unplanned to Total Outages & Maintenance Events:
Month Unplanned to Total Unplanned to Total
Outages Events
February 20% 10%
e (Goal for 2015-16: 100% of changes documented in IT Request.
0 February Planned: 34.0% Unplanned: 9.1%
e (Goal: Outages due to failed changes: <9 per quarter (~5%) Winter Quarter: 0

Note: Failed Changes include outages caused by unintended consequences of a change. This implies that
we could have avoided the unplanned outage if we had planned or executed the change better.
0 February-0

e February Unplanned Outages Summary = 11
0 5 outage(s) were caused by hardware issues
0 3 outage(s) were caused by software issues
0 2 outage(s) were caused by vendor issues
0 1 outage(s) was caused by a power failure
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:.;'E" e::t |&mnm Time Ig:‘wm Duration rsmlmu.walo- m F‘.wm F‘.o-ﬂu ]m« |
1 Monday Feb-16 849 am-303am  Day S Mewtes  Shibboleth Software Gilenn Elachler Mo
2 Moedsy BFeb-16 2pm-3pm Dy THeur Frnache Soitware result hat took plice ouet No
3 Moadsy BFeb-16 3pm - 445 pm Dy L75Hours  Netwoek Outage st F amily Student Housing Hatdwate ? age by -\ the CATY system No
4 Tussday 3Feb-16 Al Day Duy 104y IMS S0L Server Hudwae  Paul Albe legacy security group removal irom Domain Admins INCO38S805
5 'lnoﬂh, 9.Feb-18 305 pm - 215 pm Da, 0 Mirwtes  IndouiewBusiness Obgects Soltware Peter Sardelitto No
& Fridsy RFeb-16 T45am-820am  Duy I5Menates  Digital Ceetificate Services Vendor 4 et 1o resole 3 log-a Pog inthe  No
7 Fridsy 12Feb-16 1098 am - 1044 am  Dag 25Mintes  Humanities Web Server Hutdwate Jay Olzen No
8 Wednesday WFeb1E S25pm-T05pm  Day 15Hows  UCSC Campus Powet Dutage Bob Yiale caused by a PGAE utiity outage No
3 Thursday 18-Feb-16 1 am - 1230 pm Day 15Hous  Google Services Vendor LisaBono No
o St B Baiem D tHowe wcee Haorat | et rootewsels mimon e
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SUMMARY for March 2016:

See below for a list of Root Causes for Unplanned Outages.

ITS Changes and outages continue to meet goal.

37.2% of all planned changes were documented in IT Request.

e Ratio of Unplanned to Total Outages & Maintenance Events:

Month Unplanned to Total Unplanned to Total
QOutages Events
March 22% 11%

e (Goal for 2015-16: 100% of changes documented in IT Request.

o0 March

Planned: 36.5%

Unplanned: 20%

e Goal: Outages due to failed changes: <9 per quarter (~5%) Winter Quarter: 0




Note: Failed Changes include outages caused by unintended consequences of a change. This implies that

we could have avoided the unplanned outage if we had planned or executed the change better.

0o March-0

e March Unplanned Outages Summary = 15

0 8 outage(s) were caused by hardware issues
0 7 outage(s) was caused by a power failure
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March |Dagof | Start Date Time Coverage |Duration | Servicel Location Root Contact |l::_ous ]Tlcl.ﬂ’?
Week Cause
1 Wednesday M- 8 am - 830 am Day 30 Mewtes  Campus Vokoemad Hardware ;WMMM“) [
2 Saturday SMalE 620pm-925pm  Night Hours Diata Conter ‘owret Outage Carcl Jordan PGLE [T
3 Saturday M-l 624 pm-629pm  Naght SMirates  NTP Service Prowes Ouitage John Hasking No
4 Saturdey 5-Ma 16 10 pen - 12 am Day ZHouts 2208, BE-250 Server Rooms Powet Outsge Tim Gustaion No
5 Sunday M1 12 am - 8 am Day B Hours E2-208, BE-250 Server Rooms Pouet Dutage Tim Gustafon No
& Sunday 6-Mat 16 1006 am - 239pm  Day 55Hours  Network Powes Dutage John Hasking INCOITHES
7 Monday T-Ma i 102 am- 103 am  Night iMinute  Diata Center Powss Outage Carol Jordan Mo
& Fridyy -6 1pm -2 pm Day 1Hou APM Prod Zone 7 Hurdware  Glenn Elschler INCOT244
9 Fridyy 1M1 105 pm.205pm Dy 1How 2155 Delaware Powet Dutsge John Hasking No
0 Friday 1M1 3 pm - 5 pem Ds 2Hours  LDAP and Samba Hardware  Mike Ware No
N Thursday WeMaBE 533 am-T47am  Day 2Hours  Hahn Student Services Hardware  John Hasking No
2 Thursday WM 232pm-1252pm  Day 20 Minwtes  Crown and Merill Hardware John Hasking No
13 Sunday M6 205 am-1am  Night IHow  SMTP Server Haedware  Carol Jordan CO3T3809
M Monday M- 420pm-609pm  Nght 2Hours Stevenson Casa | Metvork Haedwaee  Wic Rempdio No
5 Tuesday 22:Mu-1 ANy Day A0 0y Campus Voscemasl Hurdware  Matthew Mekenna No
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SUMMARY for April 2016:

See below for a list of Root Causes for Unplanned Outages.

ITS Changes and outages continue to meet goal.

40.9% of all planned changes were documented in IT Request.

e Ratio of Unplanned to Total Outages & Maintenance Events:

Month Unplanned to Total Unplanned to Total
Outages Events
April 31% 15%

e (Goal for 2015-16: 100% of changes documented in IT Request.
Planned: 40.9% Unplanned: 28.6%

0 April



e Goal: Outages due to failed changes: < 9 per quarter (~5%) Spring Quarter: 0
Note: Failed Changes include outages caused by unintended consequences of a change. This implies that
we could have avoided the unplanned outage if we had planned or executed the change better.
o April-0

e April Unplanned Outages Summary = 19
0 11 outage(s) were caused by hardware issues
0 4 outage(s) was caused by vendor issues
0 3 outage(s) were caused by power failures
0 1 outage(s) was caused by software failures
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April  [Day of |annn-m |I'I-4 | |Tum|.. rsmlul' Location Root |c..nn Comments Tr.em.’
2016 |Waeek Start Camse

1 Friday TApr-¥6 TE3T am - 12 pm [T 20 Minwtes  Campes Fowss Outage Bob Witale Ar sbout TE3Tam 3 PGAE triggered owtage d the campus main p btati ip offline. Powsr waz ¢ Nv

2 Sunday -Aprth d:dlam-SaZam Dy 1Howr Cimpes Powss Outage_Bob Witsle

3 Moaday A-Aprth Epm-3dipa Dy 0 minutes  APM Prod Zoas T [Faedware .lam Blackier m

4 Tuesday SApe-th ANl Dy Dy All Dy Comodo WConmon Configurstion Masager Vandor Staphsais Nislzen Thare iz 3 problom with the InC igreesti o (M) that i abfacting oue sbility o izcus SSLITLE No

5 Thursday T-Apr-th 508 m-6ctiam  Night 1How Cimpaz Fowsr Outage Bob Vitsle 5 poswsr phant aparstons tallm that 3 paswss oatage uwam Wzt Side of $3ata Cruz cvured UCSCT enl No

& Fridwy B-Apr6 flam - 1E30 am Dy 30 mingtes  eCommons WVendor Leslie Kern cmwsuz
T Menduy M-Apeth B8 um - 1008 um  Ouy 2 Howrs UCOLICK Hurdware The root evuze was u Fircwall that fuiled siver rebost.

8 Moaday TeApe¥6 1E30 3m - 1pa Dy 15 Hours Mckuls Host Hurdware Caeol Jordan Fiegwall rabs remevsl uo

3 Mosday WeAprt6 1233 pm - 1243 pm  Diy W0 Mingtes  Network sad WolP Hardware  Joba Hackine
0 Tuesduy 12-Apr-16 350 3m - 10 3 Dy 10 Mingtes  Shibboleth Software  Glenn Blackler The jura instaace on shibboleth node lqotstu(ll during sherdomwn snd didet close the ports right sway. The othe No

1 Tuesduy f2-Apeeth 1244 pa- ddSpm Doy 4 Howrs UCOP EMfort Reporting Spstem Huedware  Glenn Blackler was wasble wpgride. ncomasz
12 Wedassduy 13-Aprts 8 om - 845 s Dy A5 Minutes  Active Dircctory Hurdware Caeol Jordan
13 Wedaasday Bhpr¥6 & am - 55 wm Dy 55 Minutes  Naotwork Hadware  Joba Hackine Nv
M Wedaesday 13-Apr-16 1pm - 145 pm Dy 45 Minwtes  Voicemail Hudware  Matthew McKeans Power invertes Faed No

1 Wedsesduy 13-Apret6 520 pm - 12 3m Might S5Hours  UCOP Effort Reporting System Huedware  Glenn Blackler INCOITTISZ
% Thursdsy WeApeth 12 e - 501 pa Dy S Howrs UCOP Effort Reporting Spaton Haedware Glonn Bluckler INCO3TTIS2
1 Fridsy -Aprt6 All Day Dy Al Oay 2300 Dalawars Notwork Hadware  Joba Hackine UPS failure during utiity powar evant. INCO3TTE65
1 Thursdsy Zh-Aprth T55am-Ht5am  Duy L5Howrs  Comodo Cartificste Manager Services Vendor Stephanic Nicksen No
13 Mlonduy 25-Ape-th T3Tam-T53um  Duy 20 Minates  InCommen Certificate Service Vendor Stephaaic Niel Ho
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SUMMARY for May 2016:
See below for a list of Root Causes for Unplanned Outages.
ITS Changes and outages continue to meet goal.

18.5 % of all planned changes were documented in IT Request.

e Ratio of Unplanned to Total Outages & Maintenance Events:

Month Unplanned to Total Unplanned to Total
Outages Events
May 13% 7%

e Goal for 2015-16: 100% of changes documented in IT Request.
0 May Planned: 18.5% Unplanned: 50%

e (Goal: Outages due to failed changes: <9 per quarter (~5%) Spring Quarter: 0
Note: Failed Changes include outages caused by unintended consequences of a change. This implies that
we could have avoided the unplanned outage if we had planned or executed the change better.




0 May--0

e May Unplanned Outages Summary = 10

0]
0]
0]
0]

5 outage(s) were caused by hardware issues
2 outage(s) was caused by software failures
2 outage(s) were caused by vendor issues

1 outage(s) was caused by power failure
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3 Fridwy 2T-Map 16 AlDwy [ All Day Metwork Haedware dobn Hasking The fibeer cabl dumaged by durineg demobiti iated with the on INCOJE3164
10 Sunduy 23-Mupit 321 um- 86 am  Day Al Dy Network T1 to Swift Street Powsr Outage INCOX3Z05
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SUMMARY for June 2016:
See below for a list of Root Causes for Unplanned Outages.
ITS Changes and outages continue to meet goal.

27.5 % of all planned changes were documented in IT Request.

e Ratio of Unplanned to Total Outages & Maintenance Events:

Month Unplanned to Total Unplanned to Total
Outages Events
June 13% 6%

e Goal for 2015-16: 100% of changes documented in IT Request.
O June Planned: 27.5%  Unplanned: 0%

e (Goal: Outages due to failed changes: <9 per quarter (~5%) Spring Quarter: 0
Note: Failed Changes include outages caused by unintended consequences of a change. This implies that
we could have avoided the unplanned outage if we had planned or executed the change better.




0o June-0

e June Unplanned Outages Summary = 5

0 4 outage(s) were caused by hardware issues
0 1 outage(s) were caused by vendor issues

35%
30%
25%
20%
15%
10%

5%

0% |

Ratio Unplanned to Total Events

-

June +

=@-Ratio of Unplanned
to Total Outages

=@ Ratio of UO to Total
Events

/

June 2016 Inq of |mn Date |ﬂ— Icm.m thm. Furlnf Location ]_mn ]cunm rc-—nu Tmt?
Cowat | Week Start Canse
1 Wedasiday Thnlh 534w 337Tam  Day THour UCD, 15ML, CFAD, Lick Shope Mardware  John Hacking ™ NCO383453
2 Sunday S-dun-16 All Day Dy 2Daps «Commons Vendor Lashie Kern INCO384028
3 Wednesduy Soduth 130 pm - 3 pm Day 15Hows  BSOE Website Hurdware  Tim Gustafon Seversl BSOE web sites may sppear to be off-line due ta our S5L certificate vendor's validution serves being off- No
4 Friduy fodueth 12pm-230pm  Duy 30 Mimates  temmwebeeports ucic.edu Hurdware  John Lallemaad INCOSO1TS4
5 Moaduy 20-Jus-16 8 um - 4:30 pn Dy A5 Hours  SAMBA Hurdware [« Mo
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SUMMARY for July 2016:
See below for a list of Root Causes for Unplanned Outages.
ITS Changes and outages continue to meet goal.

23.7 % of all planned changes were documented in IT Request.

e Ratio of Unplanned to Total Outages & Maintenance Events:

Month Unplanned to Total Unplanned to Total
Outages Events
July 12% 7%

e Goal for 2015-16: 100% of changes documented in IT Request.
o July Planned: 40.9%  Unplanned: 28.6%

e (Goal: Outages due to failed changes: <9 per quarter (~5%) Summer Quarter: 0
Note: Failed Changes include outages caused by unintended consequences of a change. This implies that
we could have avoided the unplanned outage if we had planned or executed the change better.




o Ju
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0 1 outage(s) were caused by hardware failure
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1 Friday 106 Jam-2pm Day 5 Hows CrasCat Verdar Brys Kasar Ho
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3 Moadsy hJub16 W88 p - £ pn Night WHoars  cCommons Veadar Lestic Keen INCO44559
4 Tusedsy 12Jak18 1pm - 10 3 Night M Hewrs sComman: Wendor Lezhs Keen Mo
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SUMMARY for August 2016:
See below for a list of Root Causes for Unplanned Outages.
ITS Changes and outages continue to meet goal.

32.0 % of all planned changes were documented in IT Request.

e Ratio of Unplanned to Total Outages & Maintenance Events:

Month Unplanned to Total Unplanned to Total
Outages Events
August 5% 3%

e Goal for 2015-16: 100% of changes documented in IT Request.
O August Planned: 32.0% Unplanned: 0%

e (Goal: Outages due to failed changes: <9 per quarter (~5%) Summer Quarter: 0
Note: Failed Changes include outages caused by unintended consequences of a change. This implies that
we could have avoided the unplanned outage if we had planned or executed the change better.




O August—0

o August Unplanned Outages Summary = 4
0 3 outage(s) were caused by hardware failure
0 1 outage(s) were caused by power failure
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ITS Outage Metrics

August 2016
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== # Unplanned
Maintenance

== # Planned
Outages

e Ratio of Unplanned Outages Caused
by Failed Changes to Total Outages

expmmRatio of Unplanned to Total Outages | 19% | 19% | 17% | 15% | 23% | 20% | 22% | 31% | 13% | 13% | 12% | 5%

14 /16 | 13 | 8 |16 | O 0 2 2 0 1 1

58 | 67 | 64 | 46 | 54 | 44 | 53 | 43 | 65 | 35 | 43 | 73

1% | 7% | 5% | 4% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%




August 2016
Causes of ITS

Total Outages =77

Planned Outages
95%

Unplanned Outage:
Hardware/Software
related

4%

Unplanned Outage:
External/ Vendor related
1%




