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Incident Dates Between 01/1/2008 And 03/31/2008

IT Request Response Time Performance Report
Respond To All Tickets Within 8 Business Hours

Response Times Shown In 2 Hour Increments
For All Divisions and All Services

Division 0 - 2 2 - 4 4 - 6 6 - 8 8 - 10 >10
Number

of
Tickets

%
On

Target

Arts
66

76.7 %

3

3.5 %

2

2.3 %

1

1.2 %

14

16.3 %

86 83.7 %

Business and Admin Svcs
519

66.6 %

96

12.3 %

42

5.4 %

37

4.7 %

22

2.8 %

63

8.1 %

779 89.1 %

Chancellor/CPEVC Units
277

54.9 %

41

8.1 %

38

7.5 %

25

5.0 %

24

4.8 %

100

19.8 %

505 75.4 %

Engineering
559

68.7 %

118

14.5 %

40

4.9 %

27

3.3 %

17

2.1 %

53

6.5 %

814 91.4 %

Humanities
186

63.5 %

27

9.2 %

18

6.1 %

12

4.1 %

12

4.1 %

38

13.0 %

293 82.9 %

Information Technology
Services

609

68.0 %

88

9.8 %

40

4.5 %

24

2.7 %

22

2.5 %

112

12.5 %

895 85.0 %

Library
183

49.5 %

61

16.5 %

29

7.8 %

17

4.6 %

14

3.8 %

66

17.8 %

370 78.4 %

Not Known
747

80.7 %

83

9.0 %

37

4.0 %

23

2.5 %

10

1.1 %

26

2.8 %

926 96.1 %

Physical & Biological
Sciences

317

66.6 %

47

9.9 %

31

6.5 %

23

4.8 %

18

3.8 %

40

8.4 %

476 87.8 %

Social Sciences
303

73.5 %

41

10.0 %

18

4.4 %

11

2.7 %

8

1.9 %

31

7.5 %

412 90.5 %

Student Affairs
661

61.9 %

109

10.2 %

61

5.7 %

31

2.9 %

41

3.8 %

164

15.4 %

1067 80.8 %

Student (Graduate)
279

65.3 %

55

12.9 %

19

4.4 %

19

4.4 %

7

1.6 %

48

11.2 %

427 87.1 %

Student (Undergraduate)
3183

74.5 %

765

17.9 %

121

2.8 %

66

1.5 %

44

1.0 %

92

2.2 %

4271 96.8 %

UCO Lick Observatory
26

74.3 %

6

17.1 %

1

2.9 %

1

2.9 %

1

2.9 %

35 94.3 %

University Extension
99

90.0 %

5

4.5 %

3

2.7 %

2

1.8 %

1

0.9 %

110 99.1 %
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Incident Dates Between 01/1/2008 And 03/31/2008

IT Request Response Time Performance Report
Respond To All Tickets Within 8 Business Hours

Response Times Shown In 2 Hour Increments
For All Priority Levels and All Services

Priority 0 - 2 2 - 4 4 - 6 6 - 8 8 - 10 >10
Number

of
Tickets

%
On

Target

High
1454

66.5 %

243

11.1 %

100

4.6 %

50

2.3 %

67

3.1 %

272

12.4 %

2186 84.5 %

Low
493

64.5 %

88

11.5 %

28

3.7 %

36

4.7 %

15

2.0 %

104

13.6 %

764 84.4 %

Medium
5992

71.4 %

1193

14.2 %

364

4.3 %

227

2.7 %

140

1.7 %

472

5.6 %

8388 92.7 %

Not Known
25

86.2 %

1

3.4 %

1

3.4 %

1

3.4 %

1

3.4 %

29 96.6 %

Urgent
50

50.5 %

20

20.2 %

7

7.1 %

4

4.0 %

18

18.2 %

99 81.8 %

Tab: 2 Hour By Priority All Services
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Incident Dates Between 01/1/2008 And 03/31/2008

IT Request Response Time Performance Report
Respond To All Tickets Within 8 Business Hours

Response Times Shown In 8 Hour Increments
For All Divisions and All Services

Division 0 - 8 8 - 10 > 10
Number

of
Tickets

%
On

Target

Arts
72

83.7 %

14

16.3 %

86 83.7 %

Business and Admin Svcs
694

89.1 %

22

2.8 %

63

8.1 %

779 89.1 %

Chancellor/CPEVC Units
381

75.4 %

24

4.8 %

100

19.8 %

505 75.4 %

Engineering
744

91.4 %

17

2.1 %

53

6.5 %

814 91.4 %

Humanities
243

82.9 %

12

4.1 %

38

13.0 %

293 82.9 %

Information Technology
Services

761

85.0 %

22

2.5 %

112

12.5 %

895 85.0 %

Library
290

78.4 %

14

3.8 %

66

17.8 %

370 78.4 %

Not Known
890

96.1 %

10

1.1 %

26

2.8 %

926 96.1 %

Physical & Biological
Sciences

418

87.8 %

18

3.8 %

40

8.4 %

476 87.8 %

Social Sciences
373

90.5 %

8

1.9 %

31

7.5 %

412 90.5 %

Student Affairs
862

80.8 %

41

3.8 %

164

15.4 %

1067 80.8 %

Student (Graduate)
372

87.1 %

7

1.6 %

48

11.2 %

427 87.1 %

Student (Undergraduate)
4135

96.8 %

44

1.0 %

92

2.2 %

4271 96.8 %

UCO Lick Observatory
33

94.3 %

1

2.9 %

1

2.9 %

35 94.3 %

University Extension
109

99.1 %

1

0.9 %

110 99.1 %
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Incident Dates Between 01/1/2008 And 03/31/2008

IT Request Response Time Performance Report
Respond To All Tickets Within 8 Business Hours

Response Times Shown In 2 Hour Increments
For Specific Services

Service 0 - 2 2 - 4 4 - 6 6 - 8 8 - 10 >10
Number

of
Tickets

%
On

Target

CruzNet (Wireless)
14

70.0 %

5

25.0 %

1

5.0 %

20 100.0 %

CruzTime
147

75.8 %

14

7.2 %

12

6.2 %

4

2.1 %

4

2.1 %

13

6.7 %

194 91.2 %

Email
302

79.3 %

30

7.9 %

14

3.7 %

14

3.7 %

2

0.5 %

19

5.0 %

381 94.5 %

My Computer
790

61.8 %

198

15.5 %

89

7.0 %

53

4.1 %

46

3.6 %

103

8.1 %

1279 88.4 %
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Incident Dates Between 01/1/2008 And 03/31/2008

IT Request Response Time Performance Report
Respond To All Tickets Within 8 Business Hours

Response Times Shown In 2 Hour Increments
For All Divisions and Specific Services

Service Division 0 - 2 2 - 4 4 - 6 6 - 8 8 - 10 >10
Number

of
Tickets

%
On

Target

CruzNet (Wireless)

Chancellor/CPEVC Units
1

100.0 %

1 100.0 %

Information Technology
Services

2

66.7 %

1

33.3 %

3 100.0 %

Library
1

50.0 %

1

50.0 %

2 100.0 %

Not Known
1

100.0 %

1 100.0 %

Student Affairs
1

50.0 %

1

50.0 %

2 100.0 %

Student (Graduate)
2

100.0 %

2 100.0 %

Student (Undergraduate)
6

66.7 %

2

22.2 %

1

11.1 %

9 100.0 %
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Incident Dates Between 01/1/2008 And 03/31/2008

IT Request Response Time Performance Report
Respond To All Tickets Within 8 Business Hours

Response Times Shown In 2 Hour Increments
For All Divisions and Specific Services

Service Division 0 - 2 2 - 4 4 - 6 6 - 8 8 - 10 >10
Number

of
Tickets

%
On

Target

CruzTime

Arts
2

66.7 %

1

33.3 %

3 100.0 %

Business and Admin Svcs
15

71.4 %

3

14.3 %

1

4.8 %

2

9.5 %

21 85.7 %

Chancellor/CPEVC Units
19

76.0 %

3

12.0 %

1

4.0 %

2

8.0 %

25 92.0 %

Engineering
9

69.2 %

2

15.4 %

2

15.4 %

13 84.6 %

Humanities
4

57.1 %

1

14.3 %

2

28.6 %

7 71.4 %

Information Technology
Services

22

84.6 %

2

7.7 %

1

3.8 %

1

3.8 %

26 100.0 %

Library
7

77.8 %

2

22.2 %

9 100.0 %

Physical & Biological
Sciences

7

63.6 %

1

9.1 %

1

9.1 %

2

18.2 %

11 81.8 %

Social Sciences
7

50.0 %

1

7.1 %

3

21.4 %

1

7.1 %

1

7.1 %

1

7.1 %

14 85.7 %

Student Affairs
49

89.1 %

2

3.6 %

1

1.8 %

3

5.5 %

55 94.5 %

UCO Lick Observatory
4

57.1 %

1

14.3 %

1

14.3 %

1

14.3 %

7 85.7 %

University Extension
2

66.7 %

1

33.3 %

3 100.0 %
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Incident Dates Between 01/1/2008 And 03/31/2008

IT Request Response Time Performance Report
Respond To All Tickets Within 8 Business Hours

Response Times Shown In 2 Hour Increments
For All Divisions and Specific Services

Service Division 0 - 2 2 - 4 4 - 6 6 - 8 8 - 10 >10
Number

of
Tickets

%
On

Target

Email

Arts
6

60.0 %

4

40.0 %

10 60.0 %

Business and Admin Svcs
41

74.5 %

5

9.1 %

2

3.6 %

5

9.1 %

2

3.6 %

55 96.4 %

Chancellor/CPEVC Units
23

76.7 %

3

10.0 %

2

6.7 %

2

6.7 %

30 93.3 %

Engineering
13

68.4 %

3

15.8 %

2

10.5 %

1

5.3 %

19 94.7 %

Humanities
13

86.7 %

2

13.3 %

15 100.0 %

Information Technology
Services

31

79.5 %

3

7.7 %

1

2.6 %

2

5.1 %

2

5.1 %

39 94.9 %

Library
2

66.7 %

1

33.3 %

3 100.0 %

Not Known
24

80.0 %

3

10.0 %

2

6.7 %

1

3.3 %

30 96.7 %

Physical & Biological
Sciences

18

90.0 %

1

5.0 %

1

5.0 %

20 95.0 %

Social Sciences
23

69.7 %

3

9.1 %

3

9.1 %

1

3.0 %

3

9.1 %

33 90.9 %

Student Affairs
44

88.0 %

3

6.0 %

1

2.0 %

2

4.0 %

50 96.0 %

Student (Graduate)
15

71.4 %

2

9.5 %

1

4.8 %

1

4.8 %

2

9.5 %

21 90.5 %

Student (Undergraduate)
47

87.0 %

2

3.7 %

4

7.4 %

1

1.9 %

54 98.1 %

University Extension
2

100.0 %

2 100.0 %
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Incident Dates Between 01/1/2008 And 03/31/2008

IT Request Response Time Performance Report
Respond To All Tickets Within 8 Business Hours

Response Times Shown In 2 Hour Increments
For All Divisions and Specific Services

Service Division 0 - 2 2 - 4 4 - 6 6 - 8 8 - 10 >10
Number

of
Tickets

%
On

Target

My Computer

Arts
9

81.8 %

2

18.2 %

11 81.8 %

Business and Admin Svcs
231

61.8 %

59

15.8 %

26

7.0 %

12

3.2 %

12

3.2 %

34

9.1 %

374 87.7 %

Chancellor/CPEVC Units
1

100.0 %

1 100.0 %

Engineering
45

73.8 %

8

13.1 %

4

6.6 %

1

1.6 %

2

3.3 %

1

1.6 %

61 95.1 %

Humanities
58

53.2 %

12

11.0 %

9

8.3 %

7

6.4 %

7

6.4 %

16

14.7 %

109 78.9 %

Information Technology
Services

56

54.9 %

25

24.5 %

6

5.9 %

6

5.9 %

2

2.0 %

7

6.9 %

102 91.2 %

Library
35

57.4 %

17

27.9 %

1

1.6 %

1

1.6 %

1

1.6 %

6

9.8 %

61 88.5 %

Not Known
4

80.0 %

1

20.0 %

5 80.0 %

Physical & Biological
Sciences

60

52.2 %

15

13.0 %

16

13.9 %

12

10.4 %

5

4.3 %

7

6.1 %

115 89.6 %

Social Sciences
50

82.0 %

7

11.5 %

2

3.3 %

1

1.6 %

1

1.6 %

61 98.4 %

Student Affairs
241

63.9 %

54

14.3 %

25

6.6 %

13

3.4 %

15

4.0 %

29

7.7 %

377 88.3 %

Student (Undergraduate)
1

100.0 %

1 100.0 %

University Extension
1

100.0 %

1 0.0 %
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Incident Dates Between 01/1/2008 And 03/31/2008

IT Request Response Time Performance Report
Respond To All Tickets Within 8 Business Hours

Response Times Shown In 2 Hour Increments
For All Priority Levels and Specific Services

Service Priority 0 - 2 2 - 4 4 - 6 6 - 8 8 - 10 >10
Number

of
Tickets

%
On

Target

CruzNet (Wireless)

Low
2

100.0 %

2 100.0 %

Medium
12

66.7 %

5

27.8 %

1

5.6 %

18 100.0 %

CruzTime

High
2

100.0 %

2 100.0 %

Medium
143

75.3 %

14

7.4 %

12

6.3 %

4

2.1 %

4

2.1 %

13

6.8 %

190 91.1 %

Not Known
2

100.0 %

2 100.0 %

Email

High
103

85.1 %

9

7.4 %

4

3.3 %

5

4.1 %

121 95.9 %

Low
17

65.4 %

2

7.7 %

1

3.8 %

4

15.4 %

2

7.7 %

26 92.3 %

Medium
179

77.5 %

19

8.2 %

9

3.9 %

10

4.3 %

2

0.9 %

12

5.2 %

231 93.9 %

Not Known
3

100.0 %

3 100.0 %

My Computer

High
454

66.3 %

101

14.7 %

43

6.3 %

19

2.8 %

23

3.4 %

45

6.6 %

685 90.1 %

Low
35

57.4 %

11

18.0 %

3

4.9 %

4

6.6 %

1

1.6 %

7

11.5 %

61 86.9 %

Medium
296

56.3 %

86

16.3 %

42

8.0 %

29

5.5 %

22

4.2 %

51

9.7 %

526 86.1 %

Not Known
3

60.0 %

1

20.0 %

1

20.0 %

5 100.0 %

Urgent
2

100.0 %

2 100.0 %
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