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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

7217

86.3 %

8 - 10

208

2.5 %

> 10

941

11.2 %

Number
of

Tickets

8366

%
On

Target

86.3 %
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Incident Dates Between 10/1/2007 And 12/31/2007

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

5816

69.5 %

2 - 4

741

8.9 %

4 - 6

405

4.8 %

6 - 8

255

3.0 %

8 - 10

208

2.5 %

>10

941

11.2 %

Number
of

Tickets

8366

%
On

Target

86.3 %
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Incident Dates Between 10/1/2007 And 12/31/2007

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
83

83.0 %

5

5.0 %

2

2.0 %

1

1.0 %

1

1.0 %

8

8.0 %

100 91.0 %

Business and Admin Svcs
438

69.0 %

43

6.8 %

30

4.7 %

17

2.7 %

16

2.5 %

91

14.3 %

635 83.1 %

Chancellor/CPEVC Units
269

48.8 %

58

10.5 %

44

8.0 %

31

5.6 %

27

4.9 %

122

22.1 %

551 73.0 %

Engineering
427

68.2 %

75

12.0 %

23

3.7 %

21

3.4 %

12

1.9 %

68

10.9 %

626 87.2 %

Humanities
165

62.5 %

35

13.3 %

10

3.8 %

8

3.0 %

12

4.5 %

34

12.9 %

264 82.6 %

Information Technology
Services

378

64.4 %

40

6.8 %

23

3.9 %

17

2.9 %

23

3.9 %

106

18.1 %

587 78.0 %

Library
191

52.2 %

56

15.3 %

34

9.3 %

17

4.6 %

12

3.3 %

56

15.3 %

366 81.4 %

Not Known
276

84.9 %

20

6.2 %

9

2.8 %

4

1.2 %

3

0.9 %

13

4.0 %

325 95.1 %

Physical & Biological
Sciences

258

57.7 %

52

11.6 %

40

8.9 %

21

4.7 %

20

4.5 %

56

12.5 %

447 83.0 %

Social Sciences
321

70.9 %

36

7.9 %

23

5.1 %

14

3.1 %

12

2.6 %

47

10.4 %

453 87.0 %

Student Affairs
771

62.0 %

140

11.3 %

82

6.6 %

48

3.9 %

31

2.5 %

172

13.8 %

1244 83.7 %

Student (Graduate)
232

60.3 %

58

15.1 %

31

8.1 %

18

4.7 %

7

1.8 %

39

10.1 %

385 88.1 %

Student (Undergraduate)
1957

84.6 %

118

5.1 %

51

2.2 %

36

1.6 %

30

1.3 %

120

5.2 %

2312 93.5 %

UCO Lick Observatory
18

66.7 %

1

3.7 %

1

3.7 %

1

3.7 %

1

3.7 %

5

18.5 %

27 77.8 %

University Extension
32

72.7 %

4

9.1 %

2

4.5 %

1

2.3 %

1

2.3 %

4

9.1 %

44 88.6 %
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Incident Dates Between 10/1/2007 And 12/31/2007

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
1456

66.5 %

196

8.9 %

112

5.1 %

72

3.3 %

62

2.8 %

293

13.4 %

2191 83.8 %

Low
302

58.3 %

69

13.3 %

39

7.5 %

20

3.9 %

13

2.5 %

75

14.5 %

518 83.0 %

Medium
4020

71.8 %

470

8.4 %

251

4.5 %

158

2.8 %

132

2.4 %

567

10.1 %

5598 87.5 %

Not Known
16

69.6 %

2

8.7 %

1

4.3 %

1

4.3 %

3

13.0 %

23 82.6 %

Urgent
22

61.1 %

4

11.1 %

2

5.6 %

5

13.9 %

3

8.3 %

36 91.7 %

Tab: 2 Hour By Priority All Services
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Incident Dates Between 10/1/2007 And 12/31/2007

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
91

91.0 %

1

1.0 %

8

8.0 %

100 91.0 %

Business and Admin Svcs
528

83.1 %

16

2.5 %

91

14.3 %

635 83.1 %

Chancellor/CPEVC Units
402

73.0 %

27

4.9 %

122

22.1 %

551 73.0 %

Engineering
546

87.2 %

12

1.9 %

68

10.9 %

626 87.2 %

Humanities
218

82.6 %

12

4.5 %

34

12.9 %

264 82.6 %

Information Technology
Services

458

78.0 %

23

3.9 %

106

18.1 %

587 78.0 %

Library
298

81.4 %

12

3.3 %

56

15.3 %

366 81.4 %

Not Known
309

95.1 %

3

0.9 %

13

4.0 %

325 95.1 %

Physical & Biological
Sciences

371

83.0 %

20

4.5 %

56

12.5 %

447 83.0 %

Social Sciences
394

87.0 %

12

2.6 %

47

10.4 %

453 87.0 %

Student Affairs
1041

83.7 %

31

2.5 %

172

13.8 %

1244 83.7 %

Student (Graduate)
339

88.1 %

7

1.8 %

39

10.1 %

385 88.1 %

Student (Undergraduate)
2162

93.5 %

30

1.3 %

120

5.2 %

2312 93.5 %

UCO Lick Observatory
21

77.8 %

1

3.7 %

5

18.5 %

27 77.8 %

University Extension
39

88.6 %

1

2.3 %

4

9.1 %

44 88.6 %
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Tab: 8 Hour By Division All Services
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Incident Dates Between 10/1/2007 And 12/31/2007

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)
14

77.8 %

2

11.1 %

2

11.1 %

18 77.8 %

CruzTime
136

68.0 %

19

9.5 %

5

2.5 %

6

3.0 %

5

2.5 %

29

14.5 %

200 83.0 %

Email
281

69.9 %

29

7.2 %

22

5.5 %

10

2.5 %

12

3.0 %

48

11.9 %

402 85.1 %

My Computer
720

57.9 %

179

14.4 %

100

8.0 %

59

4.7 %

45

3.6 %

140

11.3 %

1243 85.1 %
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Tab: 2 Hour By Service

Version 1



Incident Dates Between 10/1/2007 And 12/31/2007

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)

Information Technology
Services

1

100.0 %

1 100.0 %

Not Known
1

100.0 %

1 100.0 %

Social Sciences
1

100.0 %

1 0.0 %

Student Affairs
2

100.0 %

2 100.0 %

Student (Graduate)
1

50.0 %

1

50.0 %

2 50.0 %

Student (Undergraduate)
9

81.8 %

2

18.2 %

11 81.8 %

1/11/20081

Version 1
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Incident Dates Between 10/1/2007 And 12/31/2007

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

Arts
9

90.0 %

1

10.0 %

10 90.0 %

Business and Admin Svcs
20

74.1 %

2

7.4 %

1

3.7 %

1

3.7 %

3

11.1 %

27 88.9 %

Chancellor/CPEVC Units
10

52.6 %

2

10.5 %

1

5.3 %

2

10.5 %

4

21.1 %

19 68.4 %

Engineering
11

73.3 %

1

6.7 %

1

6.7 %

1

6.7 %

1

6.7 %

15 93.3 %

Humanities
1

14.3 %

4

57.1 %

1

14.3 %

1

14.3 %

7 85.7 %

Information Technology
Services

13

65.0 %

2

10.0 %

5

25.0 %

20 75.0 %

Library
3

75.0 %

1

25.0 %

4 100.0 %

Physical & Biological
Sciences

14

77.8 %

1

5.6 %

1

5.6 %

2

11.1 %

18 83.3 %

Social Sciences
10

71.4 %

2

14.3 %

2

14.3 %

14 85.7 %

Student Affairs
37

68.5 %

6

11.1 %

1

1.9 %

1

1.9 %

2

3.7 %

7

13.0 %

54 83.3 %

Student (Undergraduate)
1

100.0 %

1 100.0 %

UCO Lick Observatory
3

60.0 %

2

40.0 %

5 60.0 %

University Extension
4

66.7 %

1

16.7 %

1

16.7 %

6 83.3 %
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Incident Dates Between 10/1/2007 And 12/31/2007

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

Email

Arts
3

60.0 %

1

20.0 %

1

20.0 %

5 80.0 %

Business and Admin Svcs
37

82.2 %

1

2.2 %

2

4.4 %

2

4.4 %

3

6.7 %

45 88.9 %

Chancellor/CPEVC Units
12

44.4 %

5

18.5 %

1

3.7 %

1

3.7 %

3

11.1 %

5

18.5 %

27 70.4 %

Engineering
11

78.6 %

1

7.1 %

1

7.1 %

1

7.1 %

14 92.9 %

Humanities
20

66.7 %

2

6.7 %

1

3.3 %

1

3.3 %

1

3.3 %

5

16.7 %

30 80.0 %

Information Technology
Services

21

63.6 %

3

9.1 %

3

9.1 %

6

18.2 %

33 72.7 %

Library
3

60.0 %

1

20.0 %

1

20.0 %

5 80.0 %

Not Known
21

80.8 %

3

11.5 %

2

7.7 %

26 92.3 %

Physical & Biological
Sciences

9

42.9 %

3

14.3 %

2

9.5 %

3

14.3 %

4

19.0 %

21 81.0 %

Social Sciences
25

71.4 %

2

5.7 %

1

2.9 %

3

8.6 %

1

2.9 %

3

8.6 %

35 88.6 %

Student Affairs
37

62.7 %

5

8.5 %

5

8.5 %

1

1.7 %

1

1.7 %

10

16.9 %

59 81.4 %

Student (Graduate)
23

79.3 %

4

13.8 %

2

6.9 %

29 93.1 %

Student (Undergraduate)
56

81.2 %

5

7.2 %

2

2.9 %

1

1.4 %

5

7.2 %

69 91.3 %

UCO Lick Observatory
2

66.7 %

1

33.3 %

3 100.0 %

University Extension
1

100.0 %

1 100.0 %
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Incident Dates Between 10/1/2007 And 12/31/2007

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

My Computer

Arts
10

90.9 %

1

9.1 %

11 100.0 %

Business and Admin Svcs
171

65.8 %

24

9.2 %

11

4.2 %

7

2.7 %

9

3.5 %

38

14.6 %

260 81.9 %

Engineering
39

73.6 %

8

15.1 %

1

1.9 %

1

1.9 %

4

7.5 %

53 92.5 %

Humanities
65

56.5 %

16

13.9 %

7

6.1 %

5

4.3 %

8

7.0 %

14

12.2 %

115 80.9 %

Information Technology
Services

50

60.2 %

10

12.0 %

4

4.8 %

5

6.0 %

5

6.0 %

9

10.8 %

83 83.1 %

Library
34

48.6 %

8

11.4 %

8

11.4 %

6

8.6 %

2

2.9 %

12

17.1 %

70 80.0 %

Not Known
1

100.0 %

1 0.0 %

Physical & Biological
Sciences

65

45.5 %

25

17.5 %

18

12.6 %

9

6.3 %

7

4.9 %

19

13.3 %

143 81.8 %

Social Sciences
81

75.7 %

9

8.4 %

9

8.4 %

1

0.9 %

3

2.8 %

4

3.7 %

107 93.5 %

Student Affairs
205

51.5 %

78

19.6 %

41

10.3 %

25

6.3 %

11

2.8 %

38

9.5 %

398 87.7 %

University Extension
1

50.0 %

1

50.0 %

2 50.0 %
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Incident Dates Between 10/1/2007 And 12/31/2007

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)

Low
1

100.0 %

1 0.0 %

Medium
14

82.4 %

2

11.8 %

1

5.9 %

17 82.4 %

CruzTime

High
24

88.9 %

2

7.4 %

1

3.7 %

27 96.3 %

Low
1

100.0 %

1 100.0 %

Medium
111

64.5 %

17

9.9 %

5

2.9 %

6

3.5 %

4

2.3 %

29

16.9 %

172 80.8 %

Email

High
58

80.6 %

2

2.8 %

2

2.8 %

1

1.4 %

2

2.8 %

7

9.7 %

72 87.5 %

Low
26

78.8 %

4

12.1 %

3

9.1 %

33 90.9 %

Medium
193

65.9 %

23

7.8 %

20

6.8 %

9

3.1 %

10

3.4 %

38

13.0 %

293 83.6 %

Not Known
2

100.0 %

2 100.0 %

Urgent
2

100.0 %

2 100.0 %

My Computer

High
434

60.8 %

93

13.0 %

44

6.2 %

35

4.9 %

31

4.3 %

77

10.8 %

714 84.9 %

Low
17

42.5 %

6

15.0 %

5

12.5 %

2

5.0 %

1

2.5 %

9

22.5 %

40 75.0 %

Medium
260

54.9 %

78

16.5 %

49

10.3 %

21

4.4 %

13

2.7 %

53

11.2 %

474 86.1 %

Not Known
2

66.7 %

1

33.3 %

3 66.7 %

Urgent
7

58.3 %

2

16.7 %

2

16.7 %

1

8.3 %

12 100.0 %

1 1/11/2008Report: IT Request Response Time Performance

Tab: 2 Hour By Service By Priority

Version 1
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