
SUMMARY for September 2009: 
See below for a list of all implemented RFCs, Root Causes for Unplanned Outages and Unannounced Outages.   

 Congratulation to all! We met our goals for the first quarter of the 2009/10 fiscal year! 

 Goal: Outages due to failed changes: ≤ 9 per quarter (~5%)  

 Goal Met! July-September: There were 7 outages due to failed changes  
 Goal: Ratio of Unplanned to Total Outages: < 25% 

 Goal Met! July – 12% ; August – 17% ; September – 19% 

 

 September unplanned outages was 8 or 19% of total outages. None had serious campus business impacts.  

o 5 outages were caused by hardware/software failures 

 Hardware: File Corruption and UPS Failure 

 Software: Login Quota Exceeded 

o 2 outages were caused when changes were made (failed changes). For the quarter ending in 

September 

 New Library Website deployment 

 Dev Server move that housed production LDAP 

o 1 outage was vendor related 

 CruzPay 

 There were 7 changes approved and logged on the Change Request Tool: 

o CruzMail – 1 (14%) 

o Web services - 2 (29%) 

o IT Request – 1 (14%) 

o Change Request Tool itself – 3 (43%) 

 

 
 

Oct Nov Dec
Jan-
09

Feb Mar Apr May Jun July Aug Sep

# Unplanned 
Outages

15 17 13 25 14 15 20 6 17 6 9 8

# Planned 
Outages

70 44 50 43 45 54 46 37 49 46 45 35

Ratio of Unplanned Outages 
Caused by Failed Changes to 

Total Outages
7% 7% 6% 13% 8% 1% 5% 5% 5% 6% 4% 5%

Ratio of Unplanned to Total 
Outages

18% 28% 21% 37% 24% 22% 30% 14% 26% 12% 17% 19%
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Root causes for unplanned outages: 

 

     

 

 

  

Unplanned Outage: 
Failed Changes

5%

Unplanned Outage: 
Hardware/Software 

related
7%

Unplanned Outage: 
External/Vendor related

5%

Unplanned Outage: 
Security related

2%

Planned Outages
81%

September 2009
Causes of ITS Outages

Total Outages = 43

Start 

Date

Time Duration Service/ Location Root Cause Contact Comments

8-Sep 8am 9 h Admin Login for 

News & Events

Software Tom Gardner IT Request: 201996  Login quota exceeded. Quota 

increased.

15-Sep 5:11pm-

11:28pm

6h 17m Network at Student 

Health Admin Office 

Power Failure John Haskins Power to the router & switch.

20-Sep All Day 37h 49m Resnet at University 

Town Center.

Hardware John Haskins Lost all three data T-1 cuircuits due to failing UPS. 

Saturday 9/19/09 8:45pm to Monday 9/21/09 10:34am

22-Sep 12:10am-

6:35am

6h 25m Resnet at Crown 

Merrill Apartments

Security John Roccio Student Host in CMA flooding NAC Forwarding table 

with MAC Address of the default Router. Suspect 

malware, but could not be verified.

22-Sep 1pm-2pm 1h CruzID Manager Hardware Troy Wright Sync process failed due to file corruption.

24-Sep 11am-9/25/09 

11:30am

24h 30m Library Incident 

Management Form

Failed Change Frank Dang Complications from the new library website that was 

deployed the week before. Redirected mail to campus 

SMTP

25-Sep 8am-3pm 7h ITS Collab Tool Failed Change Justin James The issue was the result of a move of the dev server 

(which houses the LDAP authentication). There was a 

mis-configured host file at the OS level as well as a 

blocked firewall port.

29-Sep Noon-1:45pm 1h 45m CruzPay Vendor Tamara Santos There was no definitive resolution from the vendor on 

the system issues . 



REQUEST FOR CHANGE (RFC) Summary ( By Project) 

 
 

 

RFC Details 

 

Issue Type Key Scope Summary Assignee Reporter Priority Status Due Date

RFC WWW-96 Campus News Events Update Andre Daniels Andre Daniels 1 6. Implementing 9/11/2009

RFC - 

Retroactiv
WWW-92 OS level patching for WWW prod Andre Daniels Kelly Smith 3 4B. Technical Review 9/1/2009

RFC ITR-3 Division Correct a problem caused by 

configuration of Location Groups in 

Bob Ridder Bob Ridder 3 6. Implementing 9/30/2009

RFC CT-73 Department Modify CRT training Doc (FPT) Monte A Gants Monte A Gants 3 Closed 9/16/2009

RFC CT-50 Workgroup Onboard IDM into CRT Marian Sherrin Lisa Gardner 2 6. Implementing 9/30/2009

RFC CT-37 Division Remove non-production projects from 

CRT Prod

Marian Sherrin Charles McIntyre 3 7. Post Review 9/30/2009

RFC CM-89 Campus Increase Limit in CLAMAV for Number 

of Files Allowed in Zip Attachments

Jane Nyberg Jane Nyberg 3 Closed 9/22/2009
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