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Backlog 2 Links Personalize
Severity \_I Backlog Change Escalated Change nowned Change Backlog Distribution
High 213 -5.3% 7| 16.7% 26| -20.0% Current Backlog Aging Distribution
Mledium G5 0.0% 23 Fd 3% 84| 16.8% Current Backlog Aging Distribution Trend
Low 1.302 2.9% 3 B % 164 -10.7%)| | Lurrent Backlog Agin
Grand Total 2,171 1.2% 68 23.6% 296 Bi§l5E | Cutrent Backlog Aging Trend
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O Prior M Backlog OPrior [MEscalated Percent OPrior Eunowned Percent
2,400 3.6% 27.0%
2,200 3.4% :;'Ez
2,000 3.2
I.0% 10.0%
1.800 18.0%
z.8%
1,600 17.0%
1,400 2.6% 16.0%
2.4%
1,200 15. 0%
2.2% 14.0%
1,000
z.0% 13.0% r
gopt e EMiEmlE il sl SlmimiE |  mmMMn op e e N e @ e M@ e NN R e e M @ e N e e
Y Pz BTt aNTEa I . BV U O S
befrggsdogiiz S R S R
e he8L 5038535884 LeWggoBBiLand
ROR SR [ @ = W o

B 1. B XFEE T Bm RS ERREHR L2

X 45 SR AU HO TS AT 434740 S R T L0 s 0 255K 9 T 18
SRR ETFER e, (2> b M P SRR SR I 45 R AR (O
e 3 4 A s B S R 8 TR R A 2 AR B RS U
TR TR K ST I 25 K T 0 VA5 L, 2T R L5 B 0
.



ORACLE' Current Backlog Aging
Period Type |Rolling 7 Days j

Product Category m’
Severity [ Q‘?

Mavigator Home Logout Help
Compare To | Prior Year j Request Type |All j

Product [Al Q? custorner Ja Q‘?
& Status [Al &

Assignment Group Al

Backlng Type All - Wiew By | Severity -
Backlog Age (Days) Aglng Distribution
OPrier H Backlog OPrior H Age (Days) [1-5 Days M6-10 Days [11-20 Days
[ 21-40 Days [J41+ Days
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Aging Distribution
Sewverity © |Backlog Change Age {Days} Change 1-5 Days 6-10 Days 11-20 Days 2140 Days 41+ Days
“ High 213 -63% 10.93 0.63 75 G| 48| 2 4
4 Medium 656 0.0% 974 026 253] 179 155 B4 4]
A Low 1302 28% 10.31 1.51 A2 348 293 133] 28
Grand Total 2,171 1.2% 10.22 0.92 830 591 496 218 36
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Qd FYO3 Day -16 |Mar 15, 2003

Period Type |RDIIing 7 Daws j

Compare Ta |Pri0rYear j

Request Type IAII Product Category I*ServerTe:hnDIUgy hd Product |All Q"?
Custarner |4l @7 Severity IAH J Assignment Group [All J
View By | Severity
Opened Closed Opened to Closed Ratio
O Prior W ¢ pened O Prior EClosed O Prior
W Opened to Closed Ratio
-= =
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Severity TIFilsl Opened Change Reopened Change Opened Change Closed Change Opened to Closed Ratio Change
¥ High 171 36% 17 #1.7% 188 EBZ% 204 52% 0.92 0.00
¥ Medium 499 -1.4% 68 -6E% 867 21% 847 B7% 1.04 010
B Low 1021 24% 141 216% 1,162  4.4% 1187 58% 0.58 0.00
Grand Total 1,691 1.4% 226 12.4% 1917 26% 1938 1.9% 0.99 0.00
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Time To Close Distribution
Severity VICIose(I Change Time To Close (Days) Change 1.5 Days 6-10 Days 11-20 Days 2140 Days 41+ Days
FHigh 185 2.9% 9.84 0.64 67) S0 39 20 3
“FMedium 453 5.3% 1013 -0.07 157 108 13 60 9
A Lo 13000 4.2% 946 -0.08 415 240 285 17 11
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Activity 2 Links Personalize

Severity T |First Opened Reopened Opened Change Closed Change Opened to Closed Ratio Change| | Actwity Trend

High 17 17 188 B2% 204 52% 052 0.01] | Activity & Backlo
hedium 459 B8 587 21% 547 -6T7% 1.04  0.05| | Actiity & Backlog Trend
Low 1,021 141 1182 4.4% 1,187 58% 033 001

Grand Total 1,691 226 1,917  2.6% 1,938 1.9% 0.99 0.01
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High 185 29% .84 0 B4 Closure Performance Distribution Trend
High Medium 453 -53% 1013 007
Low 1300  4.2% 9.4 005
Grand Total 1,938 12% 9.68 0.02
Medium
Low
o 400 800

Bl 5: 4 HWPEAE L STREDLI 28R

TV R 2 ERAE B A A PR

B LA [RR BN TR B S 2 Ab, Oracle ARSS H T 254 BEIE REE AL 45 A B3 1R
EEXS AR A ERIREAS ™ SR i AR 55 05 SR AR L, TR IR MR FRIRIOAR S5 /ML %%
JUBARE KBRS R AEE o Oracle g5 HH R 558 REREWS 4% IR SRS RA ] 2242k
BU, IR TAR AL, SRIRIIIRSS N 7™ hb A2 R

oK B HEAS AN A b R A ER AT RAE — N5 T LA 21, AN EEAR AR B 4 LA X Y
W7 B o ST SCRF IR AN AT LA — A BT S MU KR s, 328 H A0 2
AR E RS IR IMINE S B R 45 7 ) B AR AR 55 3 SR H

SR A R G 2 50nT LU 7 R 75 R R e VA Sl 7 A e (5 5o Bk 7 mT
T2YEn i Ah, XS HOLR AR E U0 575, R R AT 2 RO U H R I 5
KM P SRR 2 BATT AT LU E A AT TR H S S AL 56 00 -

HABSERRIFAER

Oracle Jg% IH %1 9581 e Al 5 7 SCHp 28 PR RS M i 2 OV S B VR N S 40000 12 PR 4
Bk HEAN H Rt o RO 5515 5K 5 65, AT 5T I Bk 55 W R P 18 I R £ e 5537 SRk
.

AE Al AN SRR ORI B A Bl A% ) SORP 28 B RE RS AR 15 A 0t A v 2 (07
Hi — HRANBNZMSS N RE e, BRI EdE . B, 20 ScrRr g Bl ON T + 271



S AR R 2517 K IR 7 LGt N B T PR AR F BN RIS S P00 N B2 i AR S 19 i 2537 3K 1 4
TR, B ERE N BRSSP RE P (551 SR

A SLRARE A
Oracle AR 55 H %15 55 4 BE AT LMR 78 2 M R0 T St & 1St L AT ELAT Oracle
P HRE e o B2 St DT BB AAT o E— G AT R S AT . 22 (R A PR 4k
RN R, JUT-RER L RIS BT Ak (6 H AR PR R

Oracle HEFRE&EM--CERIFR T R
Oracle HL 1T ANV RES G R A B b B L g = . 0Tk 5. B2k

i A
DIBAST

2 15 4

S Anp=u}

P IX— VI TR M AR — N0 — HA5 A R B IR e R S5 R 1 . XA
FF AL ZE . R R B 7, B &AN T, SRR E L TGk

RS — ML R AN, Oracle HLT 1S5 B AMEVRBE A LS H A 3L =48
AL, MR S A A4 SR IE A E A S T e B Fg e

Oracle flz%5 H W %8 BeR K
IR R AR GERS VAL I 55 ST M ka3

RIER TAE- RO TRURH . BTN
PWNINCIE 32 1E)) & a e NP S St
BRI TABE S L om AR AR5 K A
e TR AT AT Ak B e 55 i
SKEY T 73 B

AR AR A0 - DL B (R R 557 5K B
oy e R et g 5k
AT AR B PR AR s e 551 SR K 20 A 5 6L
BUE AR A a3 s AU (R 55145 5K
I A EH

SRR 45 1R AR s I 18] 797 — 4% RS KN
(] B A5G T 24 i e 55 345 SR AR M I 1] )
AR R

S AR 55 5 R AR I 18] 23 A7 # H- o
2 T IR S5 17 SR AR s I 18] 2 A i 34

SR AR 45 1R SRAR H I 18] — 47 R 37 [ I 1] B
ST T 2 1A 55 17 SR A e I 1] 1)
ERE!

SR AR 45V SRAR s I (R R - e s 24 i A
G5k SRAPUHS IR TR] Fry

SRR B ARG B -2 T iR
{0 1 251 SR R PR A 4R 6

R 358 RIFB SR AT I AR AN E5 R K
Hi 551 SR B A5 Lo TR 35 3l 1 K
THEANFF T AR I I 515K 51k

TGRSR OIS RIS
RUL KT a6/ 45 R A5 ) i 3

EBN SRR TAE- SR IH R A gs
SRR 55 SR Bl S 4 RO B [ R
F5 1 SR (R R W 4 S

SR RSPAY N i I K (Sl T e RS R AV ANl
SR E

SR BRI 14 SR 52 X 23 I B] B 1%
TAEICI [R] BP9 B 45 3R 10 R 55375 5K 1) £
i DA% 45 AU 1] ) 73 A1 5 R

R BEH— WR GRS
GURSUAN TP T 2 RN IR 551
SRR S

SR BRI AR — 14 I E (1 R I 8] BL A
BEIN TR) BE A L 45 R i 551 SR 4 il
C 45 SR 55 148 SR U5 B 11 20 L iR o3 A A5
=)

P 6 G W B N A gy i)
(S




EERrE

REE/PWERE

BE RS TE N A AT Ab B (R T2 I S
TR IEAT A 2

SrHTECH TR IR 5T 5K, S v ) i
JERNSERE TARRR

AR S B A A 55345 SR 1A 4 A [

AT DL R AR 457K T

M SRS IR BE (7. 304 90 i1 365 K)
RIFEES]
hSEIAEAAR G, WAL O IT IR 5 T8 R
1) AR 55455 ) (1) LA 1 s 3

3BT ETHR ARG A AT A BE PR AR e ()
I 5517 K F i 4

IR I 25 1 SRR 110 R S I i) TR ) g 7™ A%
(AR 551 K

TR SE O SR ZRAL L FR IR IR 25 /N2 B
7 WS R 4 o )

SCRRL S5 R i

AT 52 S 0% B SR e b B B
H AR

AN B — P S R, DS AR 4
ANV R SRR

SRR ISR AT 22 e VERL], 4824 T
VERALS 7 b FRIRIIHR S NLR 7 )
A

R8P 8 ROBE AN 22 A 55 1 5 73 W 4
£/

EAS iyl

WL BRSNS T BE (7. 30 90 Al 365 &)
RIFEES]

FLAS A FETE L T SRR
FRURI AR 25 /ML

PO IILAE (1) S5 i 9B 2 4 ) 3 11 45t
%

NI

PNIISY:E e 2 PNE e 2 (S

MRS, R SITEA TR
PR AR 55 B R e LLARAS S I (IR
SEE

M AL VRN B RS B SR AR 14 4% T
55 REFA R B AR AT 70 M

SCRRL S5 ) R

A AN TR] AR RE A 22 Al 55 3 S5 Bt
AT 73 H

A 1 22006 2 Bt A T PR K 20 M

M 25 AT BARE MRS 45 T A R i 3 22 4
PERL]



Oracle i

AR

500 Oracle Parkway
Redwood Shores, CA 94065
USA

2B 650. 506. 7000
fEE: 650. 506. 7200

Wdk: www. oracle. com

Oracle AT (AHFIETE: ORCL) J& I FLATSE IS B
FRAR AL N 75 A 28— KSE RAE A T . AT ERAGE
i 101 {23570, fEAEk 145 MU EEE SR E. T H
IR RSP = b S ARG ) BB TSRS

ASSCA GRSV B PRI RELS B A1 (17 g AT AN
[Fl.

Oracle #& Oracle 23 a] ) —MNEM B bR o

SCR B BT A 2w AT A4 RR DGR AR IR
A, EATRTREAE LSS A AT & (KR AR o

fikL©2004 JH Oracle AW JTAT . REfVF, AELMUE
iy 1B SR BER AN

G EHIN TR 2004 4F 1 H

ORACLE



