
Appendix – Interpreting the Graphs 
 

Incident Report Statistics Reports 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 Ticket submitted for the previous month by 

product type. Higher quantity of tickets 

means several interactions have taken place 

with our support and customer care teams. 

 

 The lesser quantity of tickets means services 

are running as normal for previous month.  

 

 Tickets opened for the previous year by 

products type and departments.  

 Higher quantity of tickets means several 

interactions with our support and customer 

care team. 

 Lower quantities of tickets for products 

mean they have not called in requesting for 

assistance. 
 Tickets under provisioning correspond to 

tickets opened to provision a new account 

or related to a new product installation. 

 Tickets under customer care correspond to 

proactive attempts to reach the client and 

gather feedback on service quality. 

 Quantity of tickets opened per month for the 

previous year. 

 In this particular example, this is a newly 

provisioned client, onboarded in March. The 

provisioning team opened quite a few 

internal tickets for March and April to activate 

services and coordinate with the vendors for 

fibre builds. 

 Higher quantity of tickets means several 

interactions with our support and customer 

care teams in the months following the 

activation to ensure the services are 

functioning properly. 

 



 

 

 

 

 

 

 

 

 

 

 

 

Average Ticket Resolution Report 

 

 

 

 

 

 

 

 

 Ticket quantities opened for the past 5 

years.  
 In this example, there were no interactions 

prior to 2015, likely because the client was 

new in 2015. 

 A breakdown of the number of notes by the 

ticket in the last month. 

 The high number of notes means there were 

more technical teams and interactions 

involved within that particular incident.  

 High note counts can also occur during 

attempts to contact clients, or during 

feedback and acceptance testing cycles with 

clients in order to ensure services meet 

expectations. 

 Average number of hours spent on each 

incident per month.  

 In this example, several items were activated 

in the month of May. From quantity of 

tickets submitted by product, we know that 

in March and April, there were many tickets 

created to provision a new account.  

 In-depth testing and confirmation are 

needed to activate new products. 

 High resolution times also result when 

technical and quality teams must follow 

acceptance and quality assurance standards 

before closing off a request.  

 Additional follow-ups or failed attempts to 

contact clients can also show high resolution 

times, since the ticket cannot be closed until 

the client is completely satisfied. 



Email Statistics Reports 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 Emails received per mailbox for the previous 

month. 

 Shows the top five mailboxes under the 

domain we host on your behalf and which 

received the most email for the previous 

month. 

 Such stats are used to base 

recommendations to increase mailbox sizes 

to accommodate growth.  

 

 Virus detected across all mailboxes we host 

for you. 

 No detections mean that upstream 

providers and scrubbers have stopped 

viruses, or that no viruses were detected 

and stopped. 

 No detections do not necessarily mean your 

systems are secure. It is always prudent to 

install local malware detection and anti-virus 

software on your endpoints to protect from 

infections via web browser activity, pluggable 

devices and downloaded programs. 

 The top five senders who send email to the 

domain listed.  
 These senders do not necessarily need to be 

from the same domain – they can be from 

outside domains, namely from other 

companies. 



 

 

 

 

 

 

 

 

 

 

 

 

 

Connectivity Traffic Reports 

 

 

 

 

 

 

 

 The total amount of inbound data for this 

domain for the given time period 

 Data is listed in MB (Bytes). 

 Number of spam emails received daily for 

the previous month for the given domain. 

 This denotes the number of spam messages 

that are detected and flagged by our 

systems.  

 Although we delete outright spammy emails 

using signatures from our clearing houses 

and partner networks, we only flag mildly 

suspicious emails and do not delete them as 

we don’t want to delete potentially legitimate 

messages. 

 Shows bandwidth usage at various zoom 

levels. 

 Red lines denote when traffic couldn’t be 

trusted or properly measured. Causes for 

this can include last mile outages from 

downstream providers, planned 

maintenance, upgrades, or ambiguous data. 

In all cases, our support teams create tickets 

to investigate these occurrences. 

 



 

 

 

 

 Shows the percentiles of bandwidth usage. 

 The red line indicates the rate at which 

billing occurs (the 95th percentile). 

 In this example, the 95th percentile for 

billable traffic down to the customer 

equipment is 12.83Kb/s (Kilobits per 

second). This means that the traffic was at 

this level or less 95% of the time. 

 Billing at the 95th percentile helps to 

eliminate peak billing (spikes are 

discounted). 


	Connectivity Traffic Report
	Your connection to the Internet is very resilient. We look after your connection around the clock to proactively remediate anomalies before it impacts your business. This means someone is monitoring your connection every 3 minutes, that's 14,400 times a month. We have taken the data and boiled it down into graphs to outline the usage by the locations. 
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	Email Statistics Report
	Pathway takes email security very seriously. We perform around the clock email monitoring, spam filtering, and malware detection and prevention to protect your business from receiving unwanted email messages. This report will break down the number of spams we have blocked and the number of viruses we detected in the last 30 days. 
	Incident Report Statistics
	We document every single incident reported to the Pathway Help Desk. Every request, whether it is big or small, is taken very seriously. The following graphs breakdown the interaction during the last 30 days, one year, and five years with detailed overview and breakdown by the product type. 
	Average Ticket Resolution
	Pathway's Help Desk Services are backed by SLAs and KPIs that are monitored and audited on an ongoing basis. Our support operations are ISO9001:2008 certified, we employ ITIL® qualified staff, and our ticketing system is ITIL® compliant. Managers monitor SLAs and service statistics at all times to ensure the problem you have identified is resolved as quickly as possible. 

