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Summary

How our engagements performed this quarter: response times against the SLA, milestone
punctuality, uptime on managed systems and the time clients got back from the delivery
model. Published every quarter, whether the numbers are flattering or not.

® 94% of milestones delivered on or before the @ Average first reply of 3 hours 40 minutes against
agreed date across 38 active engagements the contractual 24-hour SLA, with zero breaches
® 99.96% uptime across managed production ® Thin-slice prototypes reached working software in
systems, with every backup restore-tested in the 19 days on average from scope sign-off
quarter

Time returned to client teams per engagement, hours per month

Values in hrs / month

Status meetings replaced by weekly demos _ 16
Manual month-end reconciliation _ 14
Chasing vendor updates _ 9
Re-keying data between tools _ 22
Reporting assembled by hand — 11

Status meetings replaced by weekly demos 16 hrs / month
Manual month-end reconciliation 14 hrs / month
Chasing vendor updates 9 hrs / month

Re-keying data between tools 22 hrs / month

Reporting assembled by hand 11 hrs / month



Delivery scoreboard

Figures below are drawn from our delivery tracker for the quarter and compared with the contractual

commitments in every engagement agreement.

Average first reply 3h 40m 24-hour SLA

Milestones delivered on time 94% Target 90%

Uptime across managed systems 99.96% Target 99.9%

Active engagements 38 9 sectors

Live demos delivered 310+ Every Friday, every project
Average thin-slice to working software 19 days Target 21 days

Production deploys per month 220+ All with rollback

SLA breaches 0 Since SLA entered contracts

What went well

e Three multi-site rollouts (a 22-outlet restaurant chain, a 4-campus school group and a 3-factory
HRMS) closed on schedule with zero go-live incidents.

¢ The cost-audit engagement recovered 34% of a SaaS platform's cloud spend in one week, funding
the monitoring it had been missing.

e Every backup across managed systems was restore-tested during the quarter; recovery times are now
documented per data store.

What we are fixing

e Six percent of milestones slipped, mostly on client-side data readiness. From Q4, master-data
cleanup is a scoped, dated milestone in every ERP and HRMS plan.

e Two engagements reported reply times above 8 hours on public holidays. On-call rotas now cover
Indian and client-country holidays explicitly.

e Thin-slice timing varies by integration count. We now quote the thin-slice date per integration profile
rather than as a single average.

Method

Response times are measured from the client's first message in the shared channel or ticket to the first
substantive written reply by a named engineer. Milestone punctuality compares the delivered date to
the date in the signed sprint plan; re-scoped milestones count as late unless re-dated in writing before
the original date. Uptime is measured by external synthetic checks every minute. Time-returned
estimates are self-reported by client teams during quarterly reviews and rounded to the nearest hour.
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