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ISP Web Site Performance

Forward

For the three months from 1% of August until 1®* of November, network management
specialists, Parallel Ltd., used their Nexus Watch service to monitor the web site
performance of 18 UK Internet Service Providers. Nexus Watch (www.nexuswatch.com)
is a service that monitors the customer experience of a web site, by regularly connecting

to it over the Internet through multiple ISP’s. January 2007 Ardenta Ltd markets Nexus Watch.

Key Findings

e The average availability of the sites was 99.62%

e The average amount of time that a site was unavailable during the 3 month
period was 505 minutes (8 hours and 25 minutes). This equates to over 33 hours
per year.

e Only 6% of the sites remained up over the entire test period.
e 33% of the sites achieved less than 99.9% availability.
e 81% of sites had a page size over the generally recommended 40kB

¢ None of the ISP web sites downloaded in less than eight seconds for the 89% of
home users who connect with a modem. Eight seconds is the generally
accepted maximum required to give a good customer impression.

Site Availability

o Compared with data gathered by Nexus Watch about top companies in other
industries, the overall availability of ISP sites is fairly good. However, the
availability of some still leaves much to be desired.

Throughout the monitoring period, Nexus Watch connected to each web site from two
locations at precisely the same moment in time. If no response was received within 45
seconds from both locations, the site was deemed unavailable.
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Site Availability (%) % of Companies

100 6

>99.9 67
>99 89
<99 11

Site Availability Achievement

Page Sizes

e The largest page size was 151.6kB
e The smallest was 10.2kB
e The average was 76kB

e 81% of sites had a page size over the generally recommended 40kB

The average page size for this sector is quite large, and is in fact above the average for
FTSE 100 companies as detailed in the report by Parallel earlier this year. This result is
also higher than the average found in the banking sector report prepared by Parallel last
month. Many web designers recommend that companies keep their page size to under
40kB to give good performance to home users. According to OFTEL (July 2002), 89%
of home consumers still connect by an ordinary phone line. Page size is the main cause
of poor performance for home users.

Home Page Size (kB) % of Companies

<=40 19
>40 81
>60 69
>80 44
>100 25

Distribution of Home Page Sizes



Download Times

¢ None of the ISP’s web sites will download in less than eight seconds for the 89%
of home users who connect with a modem. Eight seconds is the generally
accepted maximum required to give a good customer impression.

e 5 out of 10 sites will take over 30 seconds to download for a typical home user.

¢ On average, a home user will have to wait 40 seconds for the home page of their
ISP to download.

e The best way to get good performance from an ISP is to get broadband, with
87.5% of the sites having a home page download time of less than eight seconds
for customers using this connection method.

Nexus Watch is effectively connected onto the Internet backbone, so that site
performance is measured as accurately as possible. The following figures have been
calculated to represent the customer perception according to different connection
methods.

Download Time Modem Users ISDN Users Broadband
(56k/s max) (64kb/s) (512kI/s)’

% of home users® 89 3 7

Slowest (seconds) 120 105.2 8.9

Fastest (seconds) 12.7 11.2 1.3

Average (seconds) 40 35.1 3.8

Average/Min/Max Download Times by Connection Method

! For the purpose of the report, 512kb/s has been used. In reality, when contention ratios are taken into
account, the bandwidth is likely to be lower. However, this has negligible effects upon the results in the
table.

? Figures from OFTEL July 2002. The figures only add up to 99% because the connection method of the
remaining 1% is specified as “Other” in the OFTEL report.



Download Time (s) Modem Users ISDN Users Broadband

(56k/s max) (64kb/s) (512k/s)
<8 - - 87.5
>8 100 100 12.5
>15 87.5 87.5 -
>30 50 44 -
>45 31.3 25 -
>60 19 19 -

Distribution of Download Times by Connection Method

It is important to note that users connecting to their ISP may enjoy a better experience of
their own ISP than Nexus Watch has reported. This is because the user is connected
directly to their own ISP, whereas Nexus Watch is connecting to the same ISP over the
internet. However, it should also be noted that many of these ISP’s offer hosting,
naming along with many other managed services. If ISP sites themselves are
performing poorly in terms of availability and performance, the impression given to
potential customers will be poor, and confidence in their managed services may be
damaged.

Compared to the banking sector, the ISP performed badly, with less availability and
slower download times.
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