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ITS has committed to respond to all (100%) service related requests within 8 business 
hours in the ITS and Campus Service Level Agreement (SLA). The IT Request Response 
Time Performance Report measures how we are doing with this comment. This report is 
generated and posted quarterly. 
 
Each IT Request Response Time Performance report shows the number and percentage of 
IT Request tickets for various response time increments for the data range specified. The 
percentage of tickets that have been responded to within 8 business hours is also reported. 
A purpose page is appended to this report for your convenience to understand how the 
data was generated. 
 
The first quarterly report is for the time period of 04/01/07 to 06/30/07 is our baseline for 
which we begin our comparisons. The next quarterly report will be posted in early 
October. ITS is committed to improving this metric. 
 
Some general observations extracted from the data in the 04/01-06/30 report are: 

• We responded within 8 business hours to 78% (8,387) of the IT Request tickets 
opened between 4/1 and 6/30.  

• 19% or 2067 tickets were not responded to within 1 working day during the same 
time period. 

•  When looking at the “2 hour by Priority for all services” tab, you can see we 
appropriately spend our time dealing with urgent and high priority tickets even 
though the vast bulk of the tickets are assigned medium priority. 
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IT Request Response Time Performance Report
Respond To All Tickets Within 8 Business Hours

Response Times Shown In 8 Hour Increments
For All Services

0 - 8

8387

78 %

8 - 10

350

3 %

> 10

2067

19 %

Number
of

Tickets

10804

%
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Target

78 %
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IT Request Response Time Performance Report
Respond To All Tickets Within 8 Business Hours

Response Times Shown In 2 Hour Increments
For All Services

0 - 2

6056

56 %

2 - 4

1221

11 %

4 - 6

675

6 %

6 - 8

435

4 %

8 - 10

350

3 %

>10

2067

19 %

Number
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10804
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78 %
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Incident Dates Between 04/01/2007 And 06/30/2007

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
85

83 %

5

5 %

2

2 %

1

1 %

10

10 %

103 90 %

Business and Admin Svcs
470

69 %

57

8 %

32

5 %

24

4 %

20

3 %

77

11 %

680 86 %

Chancellor/CPEVC Units
325

59 %

58

11 %

37

7 %

28

5 %

27

5 %

75

14 %

550 81 %

Engineering
376

56 %

92

14 %

42

6 %

19

3 %

21

3 %

120

18 %

670 79 %

Humanities
135

70 %

12

6 %

6

3 %

5

3 %

6

3 %

29

15 %

193 82 %

Information Technology
Services

364

61 %

52

9 %

26

4 %

15

2 %

19

3 %

125

21 %

601 76 %

Library
236

47 %

57

11 %

33

7 %

23

5 %

18

4 %

131

26 %

498 70 %

Not Known
418

82 %

24

5 %

17

3 %

8

2 %

7

1 %

35

7 %

509 92 %

Physical & Biological
Sciences

253

62 %

31

8 %

19

5 %

17

4 %

10

2 %

78

19 %

408 78 %

Social Sciences
251

62 %

31

8 %

23

6 %

10

2 %

11

3 %

79

20 %

405 78 %

Student Affairs
486

54 %

113

13 %

86

10 %

35

4 %

20

2 %

161

18 %

901 80 %

Student (Graduate)
151

41 %

46

13 %

26

7 %

15

4 %

16

4 %

110

30 %

364 65 %

Student (Undergraduate)
2476

51 %

637

13 %

324

7 %

234

5 %

174

4 %

1030

21 %

4875 75 %

UCO Lick Observatory
14

64 %

3

14 %

1

5 %

4

18 %

22 77 %

University Extension
16

64 %

3

12 %

2

8 %

1

4 %

3

12 %

25 88 %
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Incident Dates Between 04/01/2007 And 06/30/2007

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
1146

66 %

155

9 %

96

5 %

48

3 %

53

3 %

249

14 %

1747 83 %

Low
1663

64 %

218

8 %

132

5 %

67

3 %

71

3 %

443

17 %

2594 80 %

Medium
3188

50 %

843

13 %

443

7 %

315

5 %

225

4 %

1363

21 %

6377 75 %

Not Known
16

73 %

2

9 %

4

18 %

22 82 %

Urgent
43

67 %

5

8 %

2

3 %

5

8 %

1

2 %

8

13 %

64 86 %

Tab: 2 Hour By Priority All Services
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Incident Dates Between 04/01/2007 And 06/30/2007

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
93

90 %

10

10 %

103 90 %

Business and Admin Svcs
583

86 %

20

3 %

77

11 %

680 86 %

Chancellor/CPEVC Units
448

81 %

27

5 %

75

14 %

550 81 %

Engineering
529

79 %

21

3 %

120

18 %

670 79 %

Humanities
158

82 %

6

3 %

29

15 %

193 82 %

Information Technology
Services

457

76 %

19

3 %

125

21 %

601 76 %

Library
349

70 %

18

4 %

131

26 %

498 70 %

Not Known
467

92 %

7

1 %

35

7 %

509 92 %

Physical & Biological
Sciences

320

78 %

10

2 %

78

19 %

408 78 %

Social Sciences
315

78 %

11

3 %

79

20 %

405 78 %

Student Affairs
720

80 %

20

2 %

161

18 %

901 80 %

Student (Graduate)
238

65 %

16

4 %

110

30 %

364 65 %

Student (Undergraduate)
3671

75 %

174

4 %

1030

21 %

4875 75 %

UCO Lick Observatory
17

77 %

1

5 %

4

18 %

22 77 %

University Extension
22

88 %

3

12 %

25 88 %
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Incident Dates Between 04/01/2007 And 06/30/2007

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)
11

41 %

6

22 %

3

11 %

7

26 %

27 74 %

CruzTime
101

71 %

16

11 %

7

5 %

3

2 %

2

1 %

14

10 %

143 89 %

Desktop Support
(University/Research)

791

51 %

174

11 %

109

7 %

64

4 %

57

4 %

354

23 %

1549 73 %

Email
404

66 %

64

10 %

34

6 %

19

3 %

20

3 %

75

12 %

616 85 %
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Incident Dates Between 04/01/2007 And 06/30/2007

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 %

1 100 %

Engineering
1

100 %

1 100 %

Humanities
1

100 %

1 100 %

Information Technology
Services

1

33 %

1

33 %

1

33 %

3 67 %

Library
1

100 %

1 100 %

Physical & Biological
Sciences

2

100 %

2 100 %

Social Sciences
1

100 %

1 100 %

Student Affairs
1

100 %

1 100 %

Student (Graduate)
2

100 %

2 0 %

Student (Undergraduate)
4

33 %

3

25 %

1

8 %

4

33 %

12 67 %

University Extension
1

50 %

1

50 %

2 100 %

CruzTime

Arts
2

100 %

2 100 %

Business and Admin Svcs
14

82 %

2

12 %

1

6 %

17 100 %

Chancellor/CPEVC Units
13

68 %

4

21 %

1

5 %

1

5 %

19 95 %

Engineering
8

73 %

3

27 %

11 100 %

Information Technology
Services

17

71 %

1

4 %

1

4 %

5

21 %

24 75 %

Library
2

40 %

1

20 %

1

20 %

1

20 %

5 80 %

Not Known
2

100 %

2 0 %

7/17/20071
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Incident Dates Between 04/01/2007 And 06/30/2007

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

Physical & Biological
Sciences

5

100 %

5 100 %

Social Sciences
12

92 %

1

8 %

13 100 %

Student Affairs
27

66 %

5

12 %

4

10 %

2

5 %

1

2 %

2

5 %

41 93 %

Student (Undergraduate)
1

100 %

1 0 %

UCO Lick Observatory
1

33 %

2

67 %

3 33 %

Desktop Support
(University/Research)

Arts
23

96 %

1

4 %

24 96 %

Business and Admin Svcs
150

59 %

26

10 %

19

7 %

13

5 %

9

4 %

37

15 %

254 82 %

Chancellor/CPEVC Units
116

49 %

32

13 %

18

8 %

13

5 %

16

7 %

44

18 %

239 75 %

Engineering
75

56 %

15

11 %

6

5 %

4

3 %

6

5 %

27

20 %

133 75 %

Humanities
41

65 %

5

8 %

1

2 %

1

2 %

4

6 %

11

17 %

63 76 %

Information Technology
Services

43

56 %

8

10 %

5

6 %

2

3 %

19

25 %

77 75 %

Library
57

46 %

15

12 %

3

2 %

2

2 %

46

37 %

123 63 %

Not Known
3

60 %

1

20 %

1

20 %

5 80 %

Physical & Biological
Sciences

49

45 %

8

7 %

11

10 %

4

4 %

2

2 %

36

33 %

110 65 %

Social Sciences
57

49 %

8

7 %

4

3 %

4

3 %

7

6 %

37

32 %

117 62 %

Student Affairs
153

44 %

50

14 %

40

11 %

19

5 %

10

3 %

78

22 %

350 75 %

Student (Graduate)
19

46 %

5

12 %

2

5 %

2

5 %

1

2 %

12

29 %

41 68 %

Student (Undergraduate)
4

44 %

1

11 %

4

44 %

9 44 %
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Incident Dates Between 04/01/2007 And 06/30/2007

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

Desktop Support
(University/Research)

UCO Lick Observatory
1

100 %

1 0 %

University Extension
1

33 %

1

33 %

1

33 %

3 67 %

Email

Arts
9

64 %

2

14 %

2

14 %

1

7 %

14 93 %

Business and Admin Svcs
55

86 %

8

13 %

1

2 %

64 100 %

Chancellor/CPEVC Units
46

75 %

7

11 %

2

3 %

2

3 %

3

5 %

1

2 %

61 93 %

Engineering
20

71 %

4

14 %

1

4 %

2

7 %

1

4 %

28 96 %

Humanities
27

87 %

1

3 %

1

3 %

2

6 %

31 94 %

Information Technology
Services

28

61 %

5

11 %

4

9 %

1

2 %

8

17 %

46 80 %

Library
12

63 %

1

5 %

2

11 %

1

5 %

1

5 %

2

11 %

19 84 %

Not Known
15

88 %

2

12 %

17 100 %

Physical & Biological
Sciences

23

62 %

4

11 %

1

3 %

4

11 %

5

14 %

37 86 %

Social Sciences
37

66 %

6

11 %

7

13 %

1

2 %

2

4 %

3

5 %

56 91 %

Student Affairs
53

73 %

7

10 %

3

4 %

3

4 %

2

3 %

5

7 %

73 90 %

Student (Graduate)
9

38 %

4

17 %

1

4 %

1

4 %

9

38 %

24 58 %

Student (Undergraduate)
66

46 %

13

9 %

11

8 %

4

3 %

10

7 %

38

27 %

142 66 %

University Extension
4

100 %

4 100 %
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Incident Dates Between 04/01/2007 And 06/30/2007

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)

High
1

33 %

1

33 %

1

33 %

3 67 %

Low
4

44 %

1

11 %

1

11 %

3

33 %

9 67 %

Medium
5

36 %

5

36 %

1

7 %

3

21 %

14 79 %

Urgent
1

100 %

1 100 %

CruzTime

High
25

64 %

5

13 %

4

10 %

1

3 %

4

10 %

39 90 %

Low
1

50 %

1

50 %

2 50 %

Medium
75

74 %

11

11 %

3

3 %

2

2 %

2

2 %

9

9 %

102 89 %

Desktop Support
(University/Research)

High
395

56 %

77

11 %

58

8 %

25

4 %

32

5 %

114

16 %

701 79 %

Low
32

38 %

10

12 %

5

6 %

4

5 %

3

4 %

30

36 %

84 61 %

Medium
359

48 %

86

11 %

45

6 %

34

5 %

22

3 %

206

27 %

752 70 %

Not Known
1

25 %

1

25 %

2

50 %

4 50 %

Urgent
4

50 %

1

13 %

1

13 %

2

25 %

8 75 %

Email

High
93

81 %

12

10 %

2

2 %

3

3 %

5

4 %

115 96 %

Low
41

37 %

10

9 %

7

6 %

4

4 %

9

8 %

40

36 %

111 56 %

Medium
269

69 %

42

11 %

25

6 %

12

3 %

11

3 %

30

8 %

389 89 %

Urgent
1

100 %

1 100 %
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