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Response Times Shown In 8 Hour Increments
For All Services

0 - 8

9676

87.7 %

8 - 10

291

2.6 %

> 10

1064

9.6 %

Number
of

Tickets

11031

%
On

Target

87.7 %
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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

7513

68.1 %

2 - 4

1097

9.9 %

4 - 6

612

5.5 %

6 - 8

454

4.1 %

8 - 10

291

2.6 %

>10

1064

9.6 %

Number
of

Tickets

11031

%
On

Target

87.7 %
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Incident Dates Between 04/1/2008 And 06/30/2008

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
86

83.5 %

4

3.9 %

2

1.9 %

4

3.9 %

1

1.0 %

6

5.8 %

103 93.2 %

Business and Admin Svcs
557

71.0 %

82

10.5 %

43

5.5 %

30

3.8 %

15

1.9 %

57

7.3 %

784 90.8 %

Chancellor/CPEVC Units
287

60.3 %

45

9.5 %

26

5.5 %

25

5.3 %

13

2.7 %

80

16.8 %

476 80.5 %

Engineering
641

64.7 %

126

12.7 %

72

7.3 %

34

3.4 %

25

2.5 %

93

9.4 %

991 88.1 %

Humanities
221

69.1 %

36

11.3 %

15

4.7 %

11

3.4 %

5

1.6 %

32

10.0 %

320 88.4 %

Information Technology
Services

651

61.2 %

96

9.0 %

55

5.2 %

36

3.4 %

46

4.3 %

180

16.9 %

1064 78.8 %

Library
316

53.9 %

78

13.3 %

39

6.7 %

27

4.6 %

17

2.9 %

109

18.6 %

586 78.5 %

Not Known
949

69.2 %

153

11.2 %

88

6.4 %

68

5.0 %

26

1.9 %

87

6.3 %

1371 91.8 %

Physical & Biological
Sciences

306

68.2 %

45

10.0 %

28

6.2 %

14

3.1 %

14

3.1 %

42

9.4 %

449 87.5 %

Social Sciences
257

68.5 %

35

9.3 %

20

5.3 %

17

4.5 %

13

3.5 %

33

8.8 %

375 87.7 %

Student Affairs
796

69.7 %

100

8.8 %

71

6.2 %

32

2.8 %

36

3.2 %

107

9.4 %

1142 87.5 %

Student (Graduate)
277

57.7 %

55

11.5 %

25

5.2 %

25

5.2 %

17

3.5 %

81

16.9 %

480 79.6 %

Student (Undergraduate)
2080

75.4 %

235

8.5 %

125

4.5 %

123

4.5 %

58

2.1 %

139

5.0 %

2760 92.9 %

UCO Lick Observatory
18

69.2 %

4

15.4 %

1

3.8 %

1

3.8 %

2

7.7 %

26 92.3 %

University Extension
71

68.3 %

3

2.9 %

2

1.9 %

7

6.7 %

5

4.8 %

16

15.4 %

104 79.8 %
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Incident Dates Between 04/1/2008 And 06/30/2008

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
1549

69.0 %

238

10.6 %

121

5.4 %

77

3.4 %

58

2.6 %

201

9.0 %

2244 88.5 %

Low
471

60.7 %

70

9.0 %

40

5.2 %

33

4.3 %

27

3.5 %

135

17.4 %

776 79.1 %

Medium
5377

68.5 %

770

9.8 %

443

5.6 %

336

4.3 %

206

2.6 %

715

9.1 %

7847 88.3 %

Not Known
24

80.0 %

2

6.7 %

1

3.3 %

2

6.7 %

1

3.3 %

30 96.7 %

Urgent
92

68.7 %

17

12.7 %

7

5.2 %

6

4.5 %

12

9.0 %

134 91.0 %

Tab: 2 Hour By Priority All Services
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Incident Dates Between 04/1/2008 And 06/30/2008

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
96

93.2 %

1

1.0 %

6

5.8 %

103 93.2 %

Business and Admin Svcs
712

90.8 %

15

1.9 %

57

7.3 %

784 90.8 %

Chancellor/CPEVC Units
383

80.5 %

13

2.7 %

80

16.8 %

476 80.5 %

Engineering
873

88.1 %

25

2.5 %

93

9.4 %

991 88.1 %

Humanities
283

88.4 %

5

1.6 %

32

10.0 %

320 88.4 %

Information Technology
Services

838

78.8 %

46

4.3 %

180

16.9 %

1064 78.8 %

Library
460

78.5 %

17

2.9 %

109

18.6 %

586 78.5 %

Not Known
1258

91.8 %

26

1.9 %

87

6.3 %

1371 91.8 %

Physical & Biological
Sciences

393

87.5 %

14

3.1 %

42

9.4 %

449 87.5 %

Social Sciences
329

87.7 %

13

3.5 %

33

8.8 %

375 87.7 %

Student Affairs
999

87.5 %

36

3.2 %

107

9.4 %

1142 87.5 %

Student (Graduate)
382

79.6 %

17

3.5 %

81

16.9 %

480 79.6 %

Student (Undergraduate)
2563

92.9 %

58

2.1 %

139

5.0 %

2760 92.9 %

UCO Lick Observatory
24

92.3 %

2

7.7 %

26 92.3 %

University Extension
83

79.8 %

5

4.8 %

16

15.4 %

104 79.8 %
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Incident Dates Between 04/1/2008 And 06/30/2008

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)
13

68.4 %

2

10.5 %

1

5.3 %

2

10.5 %

1

5.3 %

19 94.7 %

CruzTime
155

76.4 %

10

4.9 %

9

4.4 %

6

3.0 %

3

1.5 %

20

9.9 %

203 88.7 %

Email
363

82.3 %

48

10.9 %

10

2.3 %

4

0.9 %

7

1.6 %

9

2.0 %

441 96.4 %

My Computer
934

68.4 %

173

12.7 %

83

6.1 %

48

3.5 %

29

2.1 %

99

7.2 %

1366 90.6 %
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Incident Dates Between 04/1/2008 And 06/30/2008

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)

Business and Admin Svcs
1

100.0 %

1 100.0 %

Engineering
1

50.0 %

1

50.0 %

2 50.0 %

Humanities
1

100.0 %

1 100.0 %

Not Known
2

100.0 %

2 100.0 %

Social Sciences
1

100.0 %

1 100.0 %

Student Affairs
2

100.0 %

2 100.0 %

Student (Graduate)
1

100.0 %

1 100.0 %

Student (Undergraduate)
5

62.5 %

1

12.5 %

2

25.0 %

8 100.0 %

University Extension
1

100.0 %

1 100.0 %

7/3/20081
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Incident Dates Between 04/1/2008 And 06/30/2008

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
4

100.0 %

4 100.0 %

Business and Admin Svcs
20

76.9 %

2

7.7 %

4

15.4 %

26 84.6 %

Chancellor/CPEVC Units
22

68.8 %

1

3.1 %

2

6.3 %

1

3.1 %

1

3.1 %

5

15.6 %

32 81.3 %

Engineering
4

80.0 %

1

20.0 %

5 100.0 %

Humanities
7

87.5 %

1

12.5 %

8 87.5 %

Information Technology
Services

18

64.3 %

3

10.7 %

2

7.1 %

1

3.6 %

4

14.3 %

28 85.7 %

Library
10

76.9 %

1

7.7 %

2

15.4 %

13 84.6 %

Physical & Biological
Sciences

11

84.6 %

1

7.7 %

1

7.7 %

13 100.0 %

Social Sciences
8

72.7 %

1

9.1 %

1

9.1 %

1

9.1 %

11 81.8 %

Student Affairs
47

81.0 %

3

5.2 %

2

3.4 %

2

3.4 %

1

1.7 %

3

5.2 %

58 93.1 %

UCO Lick Observatory
1

50.0 %

1

50.0 %

2 100.0 %

University Extension
3

100.0 %

3 100.0 %

7/3/20082

Version 1

Report: IT Request Response Time Performance

Tab: 2 Hour By Service By Division



Incident Dates Between 04/1/2008 And 06/30/2008

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

75.0 %

2

25.0 %

8 100.0 %

Business and Admin Svcs
41

80.4 %

7

13.7 %

1

2.0 %

1

2.0 %

1

2.0 %

51 96.1 %

Chancellor/CPEVC Units
27

87.1 %

1

3.2 %

1

3.2 %

1

3.2 %

1

3.2 %

31 96.8 %

Engineering
12

85.7 %

2

14.3 %

14 85.7 %

Humanities
21

77.8 %

4

14.8 %

1

3.7 %

1

3.7 %

27 96.3 %

Information Technology
Services

29

72.5 %

8

20.0 %

3

7.5 %

40 100.0 %

Library
6

54.5 %

3

27.3 %

2

18.2 %

11 81.8 %

Not Known
33

84.6 %

2

5.1 %

2

5.1 %

1

2.6 %

1

2.6 %

39 94.9 %

Physical & Biological
Sciences

23

79.3 %

3

10.3 %

1

3.4 %

2

6.9 %

29 93.1 %

Social Sciences
30

85.7 %

3

8.6 %

1

2.9 %

1

2.9 %

35 97.1 %

Student Affairs
60

84.5 %

8

11.3 %

2

2.8 %

1

1.4 %

71 100.0 %

Student (Graduate)
26

96.3 %

1

3.7 %

27 100.0 %

Student (Undergraduate)
46

83.6 %

6

10.9 %

2

3.6 %

1

1.8 %

55 94.5 %

University Extension
3

100.0 %

3 100.0 %
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Incident Dates Between 04/1/2008 And 06/30/2008

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

90.0 %

1

10.0 %

10 100.0 %

Business and Admin Svcs
225

69.0 %

38

11.7 %

21

6.4 %

13

4.0 %

7

2.1 %

22

6.7 %

326 91.1 %

Engineering
64

73.6 %

13

14.9 %

5

5.7 %

3

3.4 %

1

1.1 %

1

1.1 %

87 97.7 %

Humanities
64

68.8 %

11

11.8 %

3

3.2 %

3

3.2 %

1

1.1 %

11

11.8 %

93 87.1 %

Information Technology
Services

72

64.9 %

17

15.3 %

5

4.5 %

6

5.4 %

2

1.8 %

9

8.1 %

111 90.1 %

Library
66

57.4 %

17

14.8 %

3

2.6 %

7

6.1 %

2

1.7 %

20

17.4 %

115 80.9 %

Not Known
1

33.3 %

2

66.7 %

3 100.0 %

Physical & Biological
Sciences

83

68.0 %

16

13.1 %

9

7.4 %

4

3.3 %

2

1.6 %

8

6.6 %

122 91.8 %

Social Sciences
30

76.9 %

6

15.4 %

1

2.6 %

2

5.1 %

39 100.0 %

Student Affairs
319

70.0 %

54

11.8 %

33

7.2 %

10

2.2 %

14

3.1 %

26

5.7 %

456 91.2 %

Student (Undergraduate)
1

100.0 %

1 100.0 %

UCO Lick Observatory
1

100.0 %

1 100.0 %

University Extension
2

100.0 %

2 0.0 %
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Incident Dates Between 04/1/2008 And 06/30/2008

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
1

100.0 %

1 100.0 %

Medium
12

66.7 %

2

11.1 %

1

5.6 %

2

11.1 %

1

5.6 %

18 94.4 %

CruzTime

High
5

41.7 %

2

16.7 %

1

8.3 %

2

16.7 %

2

16.7 %

12 83.3 %

Low
2

100.0 %

2 100.0 %

Medium
147

78.2 %

8

4.3 %

8

4.3 %

4

2.1 %

3

1.6 %

18

9.6 %

188 88.8 %

Not Known
1

100.0 %

1 100.0 %

Email

High
111

79.3 %

19

13.6 %

3

2.1 %

4

2.9 %

1

0.7 %

2

1.4 %

140 97.9 %

Low
28

90.3 %

1

3.2 %

2

6.5 %

31 93.5 %

Medium
223

82.9 %

28

10.4 %

7

2.6 %

4

1.5 %

7

2.6 %

269 95.9 %

Not Known
1

100.0 %

1 100.0 %

My Computer

High
513

75.7 %

70

10.3 %

31

4.6 %

19

2.8 %

11

1.6 %

34

5.0 %

678 93.4 %

Low
45

58.4 %

7

9.1 %

4

5.2 %

4

5.2 %

3

3.9 %

14

18.2 %

77 77.9 %

Medium
371

61.2 %

96

15.8 %

48

7.9 %

25

4.1 %

15

2.5 %

51

8.4 %

606 89.1 %

Not Known
3

100.0 %

3 100.0 %

Urgent
2

100.0 %

2 100.0 %
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