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Information Services Quality Assurance & Enhancement Report FY09/10 
This report summarises some of the enhancements and changes to the services provided by Information 
Services for students in support of their studies, and to teaching activities in the University, which occurred 
during 2009/10. Many of these were a direct result of feedback and suggestions from our various user 
communities. As in previous years, this is not intended to be a general report on all IS services and facilities, 
which are substantial in number and range. More exactly, this report parallels those from Courses and 
Programmes in setting out the ways in which feedback about the quality of services is gathered and acted on 
within a particular financial or academic year.  For fuller details of IS services and facilities, please visit the 
IS website at http://www.ed.ac.uk/schools-departments/information-services or for more specific information 
about services to particular Schools, please consult the relevant Head of College Team, in User Services 
Division.  

 

1.  Service range and assessment of quality 
 

1.1 IS offers approximately 150 individual services to its user communities, in person at 12 sites and 
online to any location.  Many of these services are ‘invisible’ to the majority of users (eg firewalls, 
publisher contract negotiations) except when they fail.  Although some IS services are uniquely offered in 
support of research or administration, the majority of our services and facilities are used for teaching and 
learning in some way and scale. We have introduced a comprehensive Guide to IS Services which 
includes an A-Z listing http://www.ed.ac.uk/schools-departments/information-services/services/a-z . Our 
user communities are large - ~8000 staff; >30,000 students (inc. OLL); 1000s of ‘externals’ of various 
kinds.  We have a commensurate range of methods to gather their views – individually through informal 
or formal comments; in groups through surveys and focus groups; through representatives such as EUSA; 
from organisational units such as course teams, Schools and Colleges, often through formal consultations.  
These quality assurance activities take place across the year, sometimes on an IS-wide basis and 
sometimes in more local and focussed ways.  

1.2 In addition to these inward-facing QA activities, we also have long-standing mechanisms for 
gathering information about what our peers in UK and worldwide HEIs are doing with respect to 
service enhancement and contraction.  Some of this information is drawn from formal mechanisms (eg 
the Libqual survey, the NSS and PGRES); some is semi-formal (eg the Russell Group IT Directors 
benchmarking meetings, SCONUL1, various email discussion lists), and some is informal (eg through 
personal visits to specific peer HEIs, esp in Russell Group, U21, LERU) and via conference attendance.  
We share this knowledge internally in our various teams and management. 

 
2.  Library opening hours & facilities 
 

2.1 Use of the several Libraries sites and the digital library materials continued to increase over 
previous years, and much of this increase is attributable to use by students, partly as numbers rise and 
particularly as facilities improve.  Usage of library facilities increased by 31% overall, with the Main 
Library seeing an increase of 54% compared with 2008/09. The level of usage meant that, on average, 
every student visited one of the libraries every second day in semester time.   

2.2 The Main Library once again offered extended semester opening hours from the start of FY09/10 
(0830-2400 every night). We also opened 24*7 for 7 weeks, covering just prior to and during the exam 
periods. During the exam period the Main Library was so popular that additional seating was required to 
satisfy demand for study spaces. The extended summer vacation opening hours for the Main Library were 
maintained, specifically to support Masters students who write dissertations in this period.  Feedback via 
EUSA has been very positive, both as regards the extended opening and the speed of response to the 
request.  Other library site opening hours have been maintained at the levels of previous years, despite 
rising costs. 

2.3 The Main Library was again opened for two days between Christmas and New Year from 1030-
1730hr, self-service only, with just over 400 users during that period.  

                                                 
1 SCONUL – the Society of College, National and University Libraries. 

http://www.ed.ac.uk/schools-departments/information-services
http://www.ed.ac.uk/schools-departments/information-services/services/a-z
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2.4 In January 2010 the Main Library First Floor re-opened. Work on this floor was completed in 6 
months. This floor offers 60 Quiet Study desks, 60 Quiet Computing lab spaces, over 200 
“conversational” study spaces including: 

• 12 group study pods, bringing the total number of these popular spaces to 30 

• 15 study rooms specifically for disabled students 

• Sofas in the mezzanine area above the ground floor entrance 

The First Floor also boasts a suite of centrally bookable meeting and training rooms and a multimedia 
resource centre – uCreate (formerly the Learning Resource Centre) 

2.5 The Second Floor was closed in January 2010. Journal collections were relocated to the Ground 
Floor in the first instance, before moving finally to the newly opened First Floor. The Second Floor will 
be the main book floor in the redeveloped library, housing a large part of the Library of Congress (LC) 
collection. The floor will also provide around 300 study spaces, around 150 of which will have computing 
equipment. There will also be a bespoke bookable music listening room with keyboards, hifis and a 
clavinova. 

2.6 Work on other library redevelopments.  The KBLLRC Project, designed to improve study facilities 
at the King’s Buildings, incorporating lessons learned from the developments at the Main Library.  The 
project has been approved and the new KB Library will open in Summer 2012.  IS staff have also worked 
with the design team of the Vet School on the plans for the library at Easter Bush, due to open in Spring 
2011 on time. 

2.7 During the year we developed an e-Reserve service which has proven extremely popular.  

2.8 In response to student concern over use of university machines for social networking, such as 
Facebook, we introduced “fast use” computers which automatically log the user out after 15 minutes use. 
This has worked well enabling those who simply wish to check email, for example, to do so. 

 

3.  IT services & facilities 
 

3.1  In response to requests from staff and students to maximise the uptime for vital IT services we 
have agreed a list of ‘highest priority services’ with the IT Committee, currently including Blackboard-
WebCT, email, MyEd, EUCLID applications, UoE (Polopoly) website.  We operated a “watching service” 
over the winter closure period to check that critical systems were available, to notify users of any 
problems and intimate when they might expect these to be resolved.  So that users are able to check for 
themselves re service status if they are experiencing problems, we established a new service alerts page 
http://www.ed.ac.uk/is/alerts that gives service status with 24*7 monitoring on all high priority services. 
We have established a twitter feed for high impact service alerts, see Appendix 1 a screenshot of the alerts 
page (with the red box around it). We maintain a log of upcoming planned events as well as keeping the 
history of events (alerts log) and service availability reports are linked from the page (99.9% reports)  

3.2 The services have run successfully through the start of AY 2009-10 and again through 2010-11. 
Service availability for 2009-10 is attached at Appendix 2. The biggest area of concern was the poor 
availability of Euclid. We implemented new architecture and hardware which went live in July 2010. 
Since then there has been no down time on the system and performance has been very stable. 

3.3 We track IT service usage over time (see Appendix 3 for MyEd and wiki examples) so that we can 
pre-plan for rising or decreasing use of services etc.  These quality of service discussions take place 
mainly within IT Committee, including eLearning Committee for elearning-related services, and in 
College/School/Support Unit committees and equivalents as appropriate. 

3.4  IS agrees with the Internal Audit Unit the annual plan for their audits of our services, and these 
have been helpful in guiding us to weaknesses but also giving us confidence in what we view as 
strengths.  Generally, the audits have been positive. These sit alongside our own internal reviews, and 
give us a more rounded picture of the robustness of our services, in terms of day-to-day delivery but vital 
although less obvious to users, of our business continuity planning for various failure scenarios. 

 

http://www.ed.ac.uk/is/alerts
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4.  e-Learning & Skills Development 
 

4.1 e-assessment/e-exams - we are now able to offer students the choice to handwrite or to type their 
essay-examinations. To enable this, a powered floor has been fitted to one of our main examination 
venues, Adam House. Students can use their own laptops by downloading and installing software which 
locks the machine for the duration of the exam. This software prevents use of the internet, access USB 
sticks or similar. The final script is submitted on the wireless network and decrypted ready for marking on 
paper. 

4.2 The iSkills database is now online making the wide range of courses and self-study materials on 
offer by IS easier to search and book/obtain.  This development complements the ISI service of web-
based self-help materials for students in WebCT. 

4.3 The Lecture Capture Pilot project has moved to service and is now called “Captured”. There are 
now 12 equipped locations with 3 more due in 2010/11. The service was under development in 2009/10, 
but early 2010/11 figures show that roughly 40 events per location were captured in the first Semester 
with 12,000 views or downloads during October 2010.  

4.4 Classroom AV services - Teaching rooms continue to have AV upgrades, and, in addition to working 
with Estates and Buildings on the delivery of a number of new build and refurbishment projects for 
example the level 2 teaching rooms in Appleton Tower, Information Services delivered a number of 
projects designed to improve the quality of AV facilities in centrally resourced teaching spaces: an 
ongoing programme of rolling replacement of end of life equipment, the addition of AV display 
technology into twenty small teaching rooms, and the introduction of a remote monitoring and control 
system to improve the reliability of AV systems across the campus.  A significant action in response to 
rising demand for use of Personal Response Systems (‘clickers’) was the replacement of the infra-red 
System with a radio frequency alternative, enabling clicker to be used in every centrally resourced 
teaching room equipped with a dedicated PC, and available elsewhere with a portable receiver.  
 
 

5.  Consultations with students 
 

5.1  ASLG – the Academic Services Liaison Group, organised and chaired by EUSA,  meets several 
times each year and promotes discussion of issues of immediate concern to both IS and EUSA, enabling 
problems to be addressed promptly, and impending or possible service changes to be discussed to avoid 
misunderstandings.  It is a very productive forum, particularly helpful in dealing with building planning 
related issues. The Group met less than normal during 2009/10, but this was supplemented by direct 
contact between IS staff and students. 

5.2 Strategic planning meeting with EUSA – each year the IS senior management team holds pre-
planning round talks with EUSA (comparable to those with the Colleges and Support Groups) to enable 
EUSA officials to be aware of the likely major developments (positive and negative) that IS will put 
forward in its plans, and for EUSA to make IS aware of what changes to facilities and services it would 
like to see and not see taking place in the coming FY.  These are very constructive planning discussions 
that are of value to both parties. 

5.3  EUSA on IS Committees – EUSA have active representation on the Library, IT and e-Learning 
Committees, and are therefore party to discussions about these areas, in terms of future developments and 
resolving any problems that have arisen.  Where possible we aim to have UG and PG representation, the 
latter becoming of increasing importance with the steady rise in PGT students.  

5.4 Other approaches - We have recognised the limitations to the formal approaches to gathering student 
views, given the problems for representatives of speaking for a diverse student population, and so we 
gather information directly from samples of the appropriate student communities through surveys, focus 
groups and interviews.  These have proven to be very useful in giving us more robust and in-depth data.  
Examples of this approach are in the design of the floors of the refurbished Main Library, the provision of 
water and vending facilities in microlabs, 24hr opening of facilities, training courses offered and the 
format in which they are provided, expansion of the MyEd portal facilities.  We also initiated discussions 
with the other direct Student Services and EUSA to assess the best ways to communicate with our 
multiple student communities which should result in a more joined-up approach to this activity between 
the services. 
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6.  Consultations with staff, Colleges, Schools & Support Units (incl those with direct 
student support activities such as Careers, IO) 
 

6.1 We have formal and informal mechanisms to gather the views of our staff user communities.  
The formal mechanisms are mainly directly with the Units within which staff work (College, Support 
Group etc) and or as these are represented to us in Committees. 

6.2  Library Committee, IT Committee, e-Learning Committee all have College, representation from 
student and professional communities, and discuss strategic plus major operational matters.  They meet 3 
times per annum and report to the Knowledge Strategy Committee and onwards to CMG and Court as 
appropriate. 

6.3 IS staff have membership of several College/School committees, both specific to IS service areas 
(eg CHSS Library Committee) but also at strategic management level (eg CSE).  These enable a constant 
review of major services and facilities and ensure a better alignment between the needs of our main 
stakeholders and IS activities.  This is also evident in the annual College and SG consultations for 
forward look into the next planning round. 

6.4 Outputs from these formal processes are continuous improvement of our services in line with the 
strategic directions of the Colleges and SGs.  The steady increase in PGT students and the changes being 
made to support these in IS are one example of this joint activity. 

6.5  Informal consultation mechanisms are through a combination of: 1:1 conversations with 
individuals on specific topics; gathering and analysing Helpdesk problems and queries; conversations 
with convenor/committee or general open meetings of IT Professionals Forum and eLearning 
Professionals & Practitioners Forum; email  & wiki discussions around specific topics, especially projects 
such as ediary, Next Generation VLE.  These ‘streams’ of informal input are acted upon as part of normal 
business by the IS Divisions and Teams, or if they are of more significant import, will be discussed in 
management and senior management meetings.  We are aware of the need for better communications 
back to our user communities about the actions we have taken, or propose to take, as a consequence of 
this flow of information to us and will continue to work to improve this (eg through our re-designed 
website). 

 
7.  Feedback about IS services from the IS surveys 
 

7.1 In our 2007/08 report we noted that it was our intention to review the IS Survey in an attempt to 
improve the response rate, and in 2008/09 we used a MyEd channel aimed specifically at students for this 
purpose. However, the response rate was so low as to be of little value and rather than try a re-run during 
the exam period, we decided to abandon the 2008/09 IS-wide survey and use the other sources of more 
focussed information that we had gathered through the year to help us improve service quality.  As the 
data from the IS-wide survey had been stable for some time this was probably not a significant loss of 
information.  The format of the IS-wide survey had been chosen to align with the IS entries in the 
University Balanced Scorecard, and as that management tool is now seen to be less important, we will 
take a different approach in 2009/10 to get better and more focussed data in specific service areas where 
change is needed. 

7.2 An example of a focussed survey is one run each year to gather information from students who use 
the microlabs (most undergrads do) about the quality of the labs and their services, the availability/quality 
of hardware, software and help, about IT skills training in terms of coverage and formats offered.  The 
2008-09 survey gathered data from 1000 students and confirmed our understanding of the need for better 
groupwork facilities (partly addressed now in the ML re-design), the desire for ‘catering’ (under 
development with E&B), that help was generally good (important as a baseline as we are re-shaping this 
activity) and that the majority would be happy to pay by web-based credit card system (under 
development with the – delayed- smart card). 

 

8.  Feedback about IS services from national surveys 
 

8.1 IS routinely monitors the results of national surveys which contain questions about services and 
facilities in the IS domains, although it must be remembered that not all IT is provided by IS, especially 
for postgraduate students, and ‘library’ also has some degree of ambiguity.  The IS Quality Enhancement 
Group (with representation from all areas of IS) is responsible for keeping a watch on these surveys. 



 
Page 5 of 9 

8.2  National Student Satisfaction (NSS) survey:  has 2 questions about IS areas (although analysis is 
complicated in some due to the provision of some services by Schools as well as by IS) and Edinburgh 
performs well in comparison to its peers In January 2008, 83% agreed that the library resources and 
services were ‘good enough’ for their needs; in 2009 that figure was 84% and in January 2010, 85%; For 
IT the percentages were 91% in  2008, dropping slightly to 90% in 2009 and dropping slightly again in 
2010 to 89%.  

8.3 Postgraduate Research Experience Survey: has 1 Library and 1 IT question, and again the IT 
caveat is very significant here.  In 2008, 70% of respondents agreed with the ‘adequacy’ of library and 
66% reporting the same level of agreement with ‘adequacy’ of IT compared to 71% and 67.8% 
respectively in 2009.  Again we have limited understanding of the scores achieved by our peers but are 
investigating this.  The variation of wording in these different surveys makes comparison difficult. 

 

Jeff Haywood 
Vice Principal Knowledge Management, CIO and University Librarian 
10 January 2011 



APPENDIX 1 
 
Main Library 5th Floor Study Space Survey  
 
A short survey was undertaken during the busy exam period of December 2008 to assess the impact of the 
first redeveloped study space to open in the Main Library.  The survey was available to complete online and 
also in a paper version.  Copies of the survey were left on the desks in the study space over a 3 day period.  
All of the 73 completed surveys came from the paper version. 
 
Just under 92% of respondents were University of Edinburgh students the rest of the respondents were staff 
or visitors. 
 
A summary of the results is provided below. 
 
1. Frequency of use  
 
The responses to this question show that 56% of students using the space were doing so on a daily basis.  A 
further 33% were using the space 2 or 3 times a week.   
 

How often do you use the 5th floor study space?

2/3 Times per week
33%

Daily
56%

Occasionally
11%

 
 
 
2. General satisfaction 
 
To assess the overall impact of the space we asked a general question to find out what students felt.  A very 
encouraging 98% rated the space as good or excellent. 
 

Overall what do you think of the new study space?

Excellent
76%

Good
22%

Satisfactory
2%
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3. Laptops  
 
In support of a strategic aim of the University to encourage laptop use the new study space is well equipped 
for laptops.  Power is available for students to use and charge their laptops at a density of 1 power point per 
study space.  Data sockets are also available in the same density although the wireless access is proving 
more popular.  At peak around 60 students are using the wireless in the space. 
 
During the survey period 74% of the study space users said that they used their laptop in the space.  Some 
of the comments received are shown below:   
 
“Excellent speed and good to have sockets at every desk.” 
“Very good wireless compared to 4th and other floors good power facilities.” 
“Excellent number of power sources always a problem on other floors. Wireless strength is good.” 
 
 
4. Furniture  
 
The formal desks are larger than those on other floors of the library and have some privacy screening.  The 
larger desks were specified to help increase density as on the undeveloped floors students are likely to leave 
a space between each other.  In the new space they are much more likely to sit next to each other therefore 
increasing density.  The space also includes some single study chairs and a number of the original study 
carrels both of which are proving popular. 
 
93% rate the desks and chairs as good or excellent.   
 

How do you rate the desks and chairs?

Excellent
52%

Good
41%

Satisfactory
5%

Poor
2%

 
 
 
5. General Comments  
 
The results of the survey were overwhelmingly positive and we will be striving to achieve the same level of 
satisfaction as the redevelopment continues. 
 
Some general comments: 
“A very clean bright study area...can really keep focussed and keep procrastination to a minimum!” 
“A good working environment is maintained at all times even when full - well done!” 
“Open & bright layout makes it easy to study without distractions large number of seats so generally easy to 
find one unlike other parts of library. The new 5th floor has been much appreciated.” 
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APPENDIX 2 
 
Annual availability of IT services most heavily used by students 
 
Service Availability %  Comment 
 2006/7 2007/8 2008/9  
   
MyEd 99.46 99.95 99.32  
Staff mail service 99.95 99.59 99.81  
Student mail service 99.99 99.70 99.83  
Student admin including 
online applications  

99.76 99.97 99.33 08/09 are Euclid earlier nos are 
Wisard 

University web site 99.85 100.00 99.89  
Virtual Learning 
Environment (WebCT) 

n/a 99.20 99.61  

 
The availability figures do not include scheduled down time for planned maintenance.  0.1% is less than 9 
hours in a year.  These data can be found online at:   
http://www.ed.ac.uk/schools-departments/information-services/about/organisation/applications-division

http://www.ed.ac.uk/schools-departments/information-services/about/organisation/applications-division


APPENDIX 3 
 
MyEd usage during 2006-09 
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Service Availability - Unplanned Downtime 2009/10

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

mins mins mins mins mins mins mins mins mins mins mins mins mins %

EUCLID 45 0 60 1900 1505 275 35 115 0 0 190 0 4125 99.22%

Central Virtual Learning Environ (WebCT) 0 91 330 255 335 0 20 5 0 240 0 0 1276 99.76%

Staff mail 66 0 0 65 0 0 0 0 0 0 0 65 196 99.96%

Student mail 0 45 0 0 0 0 0 0 0 0 0 0 45 99.99%

Exchange - mail and diary 0 0 0 0 0 0 0 120 0 0 0 40 160 99.97%

MyEd portal framework 25 0 60 210 335 0 20 5 0 30 0 5 690 99.87%

Kinetix (KX) 0 0 0 0 0 0 0 730 0 30 30 0 790 99.85%

Library Catalogue 0 0 0 0 0 0 0 0 0 240 0 0 240 99.95%

University Website (Content Delivery) 0 0 60 15 335 0 0 5 0 240 0 0 655 99.88%

EASE 0 0 0 0 0 0 0 0 0 30 0 0 30 99.99%

Support Groups file print 0 0 0 0 0 0 0 240 0 540 0 100 880 99.83%

HR 115 0 1500 0 0 0 0 0 180 0 0 0 1795 99.66%

e-Financials 0 0 60 210 335 0 0 90 90 120 170 0 1075 99.80%

ID Management 0 1235 0 10 0 130 240 0 0 30 0 0 1645 99.69%

Web and Database Reporting (BOXI) 30 0 60 210 0 20 0 0 0 30 0 75 425 99.92%

Central Wiki Service 20 51 60 0 335 0 20 15 0 40 0 0 541 99.90%

EBIS 95 120 2330 280 360 45 440 140 165 45 25 0 4045 99.23%

JOBS 95 120 2270 280 360 45 440 140 60 5 40 2255 6110 98.84%

RAE 0 0 2175 210 335 0 0 0 0 0 15 0 2735 99.48%

ThankQ 0 0 0 0 0 0 0 240 0 0 0 0 240 99.95%

Websites - Hosted Service 0 0 0 0 0 10 30 3015 195 540 0 3900 7690 98.54%

WISARD 0 0 60 210 335 0 0 0 0 0 0 0 605 99.89%

Podcasting and Streaming Media 0 0 0 0 0 0 0 5 0 0 0 0 5 100.00%

Call Management Service 5 0 0 20 0 0 0 0 0 335 10 5 375 99.93%

496 1662 9025 3875 4570 525 1245 4865 690 2495 480 6445

1.7 5.7 30.8 13.2 15.6 1.8 14.5 16.6

Colour Coding Definitions:

99.9% up to 100% availability or up to 8.5 hours downtime in a year

between 99.5% and 99.89% or between 8.5 and 44 hours downtime in a year

below 99.5% or below 44 hours downtime in a year

events occurring either entirely or partially out of core hours (Monday - Friday, 9am - 5pm)

Annual 

Availability %
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Once to resolve backup issues and once to resolve server memory issues

5) Supports group file print was unavailable on two occasions

6) staffmail unavailable on once occasion.

Once as print server MIS-Angel stopped responding and once as Orthos was 

restarted to address performance issues

Shut down for work to improve performance issues

3) EASE authenticated sites hosted on Morse were unavailable for an extended period of time

4) Jobs was unavailable on one occasion

unsuccessful upgrade of cosign module

Application errors rendered ColdFusion server unavailable. Downtime due to 

automatic restart.

1) Network issues affected CMS and myED

2) Unexpected outage affected the Exchange service

problems with network switches. No further investigation required.

cause to be determined - ongoing

July

Notes Cause(s)

7) The BOXI service was unavailable on two occasions

twice due to a restart after a period of idle time and once as the database crashed 

after work was carried out

4) The wiki was unavailable for a short period of time a-typical service failure, no further investigation

5) Kinetix was unavailableon one occasion testing of failover on accomodations services application

May

1) CMS was unavailable on two occasions both unexpected failures

2) Power outage at old college affecting Spike (websites -hosted service) and Ossian (Print service) power outage

3) EBIS was unavailable on three occasions

June

1) CMS was unavailable on one occaision performance issues linked to BOXi load tesing

2) The ColdFusion server crashed on 2 occasions affecting JOBS and EBIS cause to be determined - ongoing

3) JOBS and RAE were affected by an outage of MISLIVE, Morton and Niddry DB and ColfFusion servers restrated to resolve memory issues

4) EUCLID was unavailable on 6 occasions once as changes to memory parameters were made to allow for oracle streams to 

be set up, once to patch oracle streams, once to configure load balancer and SSL 

settings, once to resolve a database issue and two restarts after system failures

5) Kinetix was unavailable on one occasion testing of failover/failback process

6) eFinacials was unavailable on two occasions apply software patch from 3rd party provider



4) The HR system was unavailable on one occasion 

7) The Wiki was unavailable on one occasion No apparent reasons. Since no further crashes occurred over March and April, no 

full investigation will be undertaken

The main router at Kings Buildings was flooded with traffic from faulty equipment at 

the School of Engineering.  School staff will be taking measures to reduce the 

severity of any future failures.

6) Exchange Diary & Mail experienced 3 outages the cause of the first outage is under invertigation, the two remaining were caused 

by a intermittent network issues and a network upgrade at Kings Buildings

1) The ColdFusion server crashed on 6 occasions affecting JOBS and EBIS Ongoing CF crashes due to applications using large amounts of database 

connections and memory. Tuning of the database connections and CF server have 

reduced the number and length of crashes substantially over February till April  

2) The EUCLID service was unavailable on 10 occasions

3) The Websites Hosting service experienced 3 major outages and one minor The first was a major outage on one of our web hosting servers.

Second, a lengthy issue on SPIKE causing outages across the Projects and MSI 

sites.

The last major outage was 'webhost1' becoming unavailable for over a day after an 

unsuccesful failover to backup server.  

There was a minor outage of 5 minutes on Fenton while the we server was restarted 

to implement a redirect. 

March

4) Support Groups File Print and ThanQ suffered one outage This was caused by a power outage at Old College

7) BOXi was unavailabls on one occasion

5) A network disturbance cause outages on EUCLID, MyEd, UWS, WebCT, Wiki, Exchange, Jobs, 

EBIS and Podcasting and Streaming Media

April

1) The hosting service was affected by four outages twice due to memory issues, once as the server was restarted to inherit revised 

security policy and once due to a power outage at Old College

2) The ColdFusion server crashed on 5 occasions affecting JOBS and EBIS

8 times due to application failures, requiring restarts, once as essential 

maintenance work was carried out and once because of a network disturbance.

required a patch to be applied to fix bug

8) eFinancials was unavailable on one occasion essential software upgrade required downtime

maximum number of connects error, follow up work to address the error

8) JANET was unavailable on one occasion affecting WebCT, UWS and Library Catalogue network problems, further investigation required

cause to be determined - ongoing

3) The EBIS service was affected to 2 further outages database server required a restart afterreaching the maximum number of 

connections which impaired performance

6) eFinancials was unavailable on once occasion software update required restart.



1) The EUCLID service was unavailable on 3 occasions once for a short period due to server crash and one restart to improve deteriorating 

performance

7) The KB6 router required an unscheduled reboot affecting EUCLID, MyEd and WebCT deteriorating network speeds

6) Spike was unavailable for 30 minutes affecting Websites - Hosted Service ceased serving coldfusion pages - restart resolved the issue

November

2) The EUCLID service was unavailable for an extended period (in addition to item 3) database was unable to write to disk - cause to be determined

3) The load balancer failed causing outage on a number of services possible load balancer hardware fault - cause to be determined

1) The ColdFusion server crashed on two occasions affecting JOBS and EBIS Ongoing CF crashes due to applications using large amounts of database 

connections and memory. Tuning of the database connections and CF server have 

reduced the number and length of crashes substantially over February till April

server ceased after intermittent slow reponse 

December

5) The Spike web server required a restart

4) The BOXi server was restarted on two occasions once to resolve an issue caused by the maximum server connections being reached 

and once to resolve a memory error

January

3) The IDMS Portal was unavailable on one occasion while the MS SQL server was restarted. 

5) The ColdFusion server crashed on 8 occasions affecting JOBS and EBIS Ongoing CF crashes due to applications using large amounts of database 

connections and memory. Tuning of the database connections and CF server have 

reduced the number and length of crashes substantially over February till April

4) IDMS unavailable on one occaision Renewal of SSL certificates

service failure due to memory issues

1) The EUCLID service suffered 6 outages.  5 outages were due to application failure, 1 was due to 

a controlled restart to avoid application failure

Problems with automatic restarts. Has been raised with supplier and fixes have 

been implemented

February

2) The ColdFusion server crashed on five occasions affecting JOBS and EBIS Ongoing CF crashes due to applications using large amounts of database 

connections and memory. Tuning of the database connections and CF server have 

reduced the number and length of crashes substantially over February till April

3) The wiki was unavailable on one occasion No apparent reasons. Since no further crashes occurred in that month, no full 

investigation will be undertaken

9) Kinetix KX was unavailable over night the primary database failed and there was no auto-failover to backup.  Cause to be 

investigated.



cause to be determined - ongoing

Unsuccesful cetificate renewal and memory issues

7) The CMS server was restarted restarted to resolve ongoing problems with backups

6) The IDMS SQL server had to be restarted service failure possibly due to degraded network performance

5) UWS server restarted problems with deployment - server restarted and cache cleared to apply code fix to 

UWS

4) Staffmail encountered one outage storage went offline and had to be recovered

5) The ColdFusion server required 7 restarts on separate occasions after becoming unresponsive

4) ColdFusion server restarts resulted in both JOBS and EBIS being unavailable for a period of 

time

cause to be determined - ongoing

3) The main database server encountered memory problems affecting a large number of services

3) WebCT was unavailable on 3 occasions once as a certificate renewal failed; once as the as the admin server failed and once 

as a precautionary measure to avoid disruption over the weekend

1) The ColdFusion server required 10 restarts on separate occasions after becoming unresponsive, cause to be determined - ongoing

2) The main database server was unavailable for 60 minutes on one occasion causing disruption 

on BOXI, WebCT, Wiki, e-Financials, EBIS, EUCLID, HR, RAE, MyEd, UWS and WISARD

Hardware Failure

1) WebCT was unavailable on 2 occasions

Storage Maintenance8) Staff mail was unavailable during planned storage maintenance no interruption was expected, 

2) CMS was unavailable for 5 minutes to accommodate a change in configuration to improve Configuration Change

3) EUCLID experienced one outage Cause to be determined

7) The BOXI Service was unavailable on one occasion as it was not responding Cause Unknown - no further action

Cause Unknown - no further action

1) The HR service required a restart after becoming unresponsive Cause Unknown - no further action

2) The Wiki service was unavailable on one occasion out of core hours after it crashed and had to 

be restarted

Cause Unknown - no further action

3) IDMS portal and engine were unavailable due to certificate issues Certificate Issues

cause to be determined - ongoing

6) The WIKI service was unavailable on two occasions

4) The MyEd server crashed causing an outage

once was due to the web server reaching the maximum amount of threads it could 

August

September

October

1) The ColdFusion server crashed 5 times on separate occasions, affecting JOBS and EBIS 

services

2) EUCLID was unavailable on two occasions one client and web application failure (20 minutes) and one file system corruption 

requiring a full recovery (27 hours 50 minutes)

memory issues and urgent work carried out to prevent further failures
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