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Summary 

 
This is an overview of the current service provision as managed by DITS.  
 
Performance is measured monthly therefore for the purposes of this report, the most 
recent reporting month is July 2024.  
 
The services managed by DITS for the City of London Corporation (CoL) and City of 
London Police (CoLP) have been stable.  
 
Customer Satisfaction levels remain high at 73% of CoL and CoLP employees 
providing a score of 8 or above.  
 

Recommendation(s) 
 

Members are asked to note the report.  
 

Main Report 

Current Position 

1. There were no CoL or CoLP P1 Incidents reported for July which were within the 
support responsibility of DITS Resolver teams.  
  

Key service provider status: 
 

2. Roc had no P1 incidents closed in July.   
 



3. British Telecom (BT) reported 1 P1 incident in July which affected the Cemetery 
and Crematorium.  The outage lasted approximately 36 minutes, but no fault was 
found during the investigation, and then service resumed. At the time of writing, 
discussion is ongoing with BT into the root cause.  

Service improvements and highlights 
 
4. The Service Management team are reviewing our Configuration Management 

Database (CMDB) service metrics to provide enhanced assurance around data 
integrity and completeness. 
 

5. The Change Management team are working with Resolvers to ensure that any 
change to the CoL or CoLP Infrastructure is reviewed and considered for 
approval at the Change Advisory Board. This has resulted in an increase in the 
numbers of Changes logged for July.  
 

6. The Service Management team are reviewing all Resolver Groups in 
ServiceTeam to ensure that Group members remain valid and correct.  
 

Service Metrics 
 
7. The Service Management team are continuing to review all P1 and P2 calls 

logged to ensure that they have been given the correct priority during initial 
triage. The team are also ensuring that only calls which fall within the 
responsibility of DITS Resolvers are reported in the monthly performance 
metrics. As a result of this pro-activity, the team have been able to report zero 
P1 and P2 calls for CoL in July, and zero P1 calls for CoLP.  
 

8. The CoL P4 Resolution KPI has been achieved consistently for the past 6 
months.  
The CoLP P4 Resolution KPI has been achieved for the past 4 months.  
 

9. The CoLP Standard Service Request KPI was achieved in July (92%) and the 
CoLP Starter Mover Leaver KPI achieved 100% for the same reporting period.  
 

Options 
 
10. None to advise this reporting period. 
 
Proposals 
 
11. None to advise this reporting period. 
 
Corporate and Strategic Implications  

 
12. None to advise this reporting period. 
 
Conclusion 

 
13. DITS are committed to working in an environment of Continual Service 

Improvement.  Potential improvements are consistently being identified and 



implemented to ensure that our services meet the expectations and needs of our 
business.   

 
Appendices 
 

• Appendix 1 - CoL and CoLP Performance Stats.  
 
 
Dawn Polain 
CoL/CoLP Service Delivery Manager | Digital, Information and Technology (DITS) 
T: 07895 330693 E: dawn.polain@cityoflondon.gov.uk 
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Appendix 1 – Current Performance against Service Metrics  
 
 
COL/LC In House Incident Performance   

 

     

                                                           

                 
    

                                                    

                                                

       
           
       
          

                                                

            
                                 
            

                         
                                 
               

                                   
                                 
            

                                    
                                 
            

            
                                  
        

                          
                                  
       

                                   
                                  
       

                                    
                                  
               

                                              

                                                                                                                                     
                  



CoLP In House Incident Performance 
 

 


