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Response Times Shown In 8 Hour Increments
For All Services

0 - 8

13107
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2.7 %
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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
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2132

13.8 %
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5.3 %
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4.2 %
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Incident Dates Between 01/1/2009 And 03/31/2009

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
129

62.0 %

8

3.8 %

5

2.4 %

5

2.4 %

14

6.7 %

47

22.6 %

208 70.7 %

Business and Admin Svcs
461

62.2 %

90

12.1 %

58

7.8 %

34

4.6 %

29

3.9 %

69

9.3 %

741 86.8 %

Chancellor/CPEVC Units
311

49.1 %

63

10.0 %

42

6.6 %

36

5.7 %

28

4.4 %

153

24.2 %

633 71.4 %

Engineering
457

46.0 %

143

14.4 %

69

6.9 %

55

5.5 %

34

3.4 %

235

23.7 %

993 72.9 %

Humanities
273

53.0 %

71

13.8 %

46

8.9 %

27

5.2 %

14

2.7 %

84

16.3 %

515 81.0 %

Information Technology
Services

839

59.0 %

124

8.7 %

91

6.4 %

40

2.8 %

49

3.4 %

279

19.6 %

1422 76.9 %

Library
307

56.2 %

58

10.6 %

41

7.5 %

26

4.8 %

20

3.7 %

94

17.2 %

546 79.1 %

Not Known
494

59.4 %

112

13.5 %

45

5.4 %

75

9.0 %

26

3.1 %

80

9.6 %

832 87.3 %

Physical & Biological
Sciences

440

62.8 %

87

12.4 %

47

6.7 %

29

4.1 %

13

1.9 %

85

12.1 %

701 86.0 %

Social Sciences
342

52.0 %

73

11.1 %

38

5.8 %

41

6.2 %

30

4.6 %

134

20.4 %

658 75.1 %

Student Affairs
700

54.3 %

168

13.0 %

90

7.0 %

59

4.6 %

55

4.3 %

217

16.8 %

1289 78.9 %

Student (Graduate)
263

47.3 %

60

10.8 %

39

7.0 %

46

8.3 %

23

4.1 %

125

22.5 %

556 73.4 %

Student (Undergraduate)
4362

71.5 %

1039

17.0 %

190

3.1 %

159

2.6 %

75

1.2 %

277

4.5 %

6102 94.2 %

UCO Lick Observatory
27

65.9 %

3

7.3 %

4

9.8 %

2

4.9 %

1

2.4 %

4

9.8 %

41 87.8 %

University Extension
98

43.0 %

33

14.5 %

19

8.3 %

14

6.1 %

14

6.1 %

50

21.9 %

228 71.9 %
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Incident Dates Between 01/1/2009 And 03/31/2009

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
1762

58.0 %

356

11.7 %

189

6.2 %

144

4.7 %

120

3.9 %

469

15.4 %

3040 80.6 %

Low
177

34.0 %

38

7.3 %

23

4.4 %

22

4.2 %

17

3.3 %

244

46.8 %

521 49.9 %

Medium
7440

63.6 %

1729

14.8 %

599

5.1 %

443

3.8 %

282

2.4 %

1214

10.4 %

11707 87.2 %

Not Known
72

90.0 %

2

2.5 %

2

2.5 %

3

3.8 %

1

1.3 %

80 98.8 %

Urgent
52

44.4 %

7

6.0 %

11

9.4 %

36

30.8 %

6

5.1 %

5

4.3 %

117 90.6 %

Tab: 2 Hour By Priority All Services
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Incident Dates Between 01/1/2009 And 03/31/2009

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
147

70.7 %

14

6.7 %

47

22.6 %

208 70.7 %

Business and Admin Svcs
643

86.8 %

29

3.9 %

69

9.3 %

741 86.8 %

Chancellor/CPEVC Units
452

71.4 %

28

4.4 %

153

24.2 %

633 71.4 %

Engineering
724

72.9 %

34

3.4 %

235

23.7 %

993 72.9 %

Humanities
417

81.0 %

14

2.7 %

84

16.3 %

515 81.0 %

Information Technology
Services

1094

76.9 %

49

3.4 %

279

19.6 %

1422 76.9 %

Library
432

79.1 %

20

3.7 %

94

17.2 %

546 79.1 %

Not Known
726

87.3 %

26

3.1 %

80

9.6 %

832 87.3 %

Physical & Biological
Sciences

603

86.0 %

13

1.9 %

85

12.1 %

701 86.0 %

Social Sciences
494

75.1 %

30

4.6 %

134

20.4 %

658 75.1 %

Student Affairs
1017

78.9 %

55

4.3 %

217

16.8 %

1289 78.9 %

Student (Graduate)
408

73.4 %

23

4.1 %

125

22.5 %

556 73.4 %

Student (Undergraduate)
5750

94.2 %

75

1.2 %

277

4.5 %

6102 94.2 %

UCO Lick Observatory
36

87.8 %

1

2.4 %

4

9.8 %

41 87.8 %

University Extension
164

71.9 %

14

6.1 %

50

21.9 %

228 71.9 %
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Incident Dates Between 01/1/2009 And 03/31/2009

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

43.8 %

3

9.4 %

4

12.5 %

1

3.1 %

10

31.3 %

32 68.8 %

CruzTime
59

45.4 %

18

13.8 %

10

7.7 %

5

3.8 %

8

6.2 %

30

23.1 %

130 70.8 %

Email
798

64.7 %

138

11.2 %

61

4.9 %

63

5.1 %

59

4.8 %

114

9.2 %

1233 86.0 %

My Computer
896

59.4 %

217

14.4 %

122

8.1 %

64

4.2 %

45

3.0 %

165

10.9 %

1509 86.1 %
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Incident Dates Between 01/1/2009 And 03/31/2009

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 0.0 %

Humanities
2

100.0 %

2 100.0 %

Information Technology
Services

1

25.0 %

1

25.0 %

2

50.0 %

4 50.0 %

Library
3

100.0 %

3 100.0 %

Not Known
1

33.3 %

2

66.7 %

3 33.3 %

Social Sciences
1

100.0 %

1 100.0 %

Student Affairs
1

100.0 %

1 100.0 %

Student (Graduate)
1

50.0 %

1

50.0 %

2 50.0 %

Student (Undergraduate)
8

53.3 %

1

6.7 %

2

13.3 %

4

26.7 %

15 73.3 %

4/7/20091

Version 1
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Incident Dates Between 01/1/2009 And 03/31/2009

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
1

50.0 %

1

50.0 %

2 50.0 %

Business and Admin Svcs
5

41.7 %

1

8.3 %

1

8.3 %

2

16.7 %

3

25.0 %

12 58.3 %

Chancellor/CPEVC Units
11

61.1 %

1

5.6 %

1

5.6 %

2

11.1 %

3

16.7 %

18 72.2 %

Engineering
5

50.0 %

1

10.0 %

4

40.0 %

10 60.0 %

Humanities
2

50.0 %

2

50.0 %

4 50.0 %

Information Technology
Services

5

41.7 %

2

16.7 %

2

16.7 %

1

8.3 %

2

16.7 %

12 75.0 %

Library
1

33.3 %

2

66.7 %

3 33.3 %

Physical & Biological
Sciences

8

61.5 %

1

7.7 %

1

7.7 %

3

23.1 %

13 76.9 %

Social Sciences
4

50.0 %

2

25.0 %

2

25.0 %

8 75.0 %

Student Affairs
15

39.5 %

10

26.3 %

4

10.5 %

1

2.6 %

8

21.1 %

38 76.3 %

Student (Undergraduate)
1

100.0 %

1 100.0 %

UCO Lick Observatory
1

20.0 %

2

40.0 %

2

40.0 %

5 60.0 %

University Extension
1

25.0 %

1

25.0 %

1

25.0 %

1

25.0 %

4 100.0 %

4/7/20092

Version 1
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Incident Dates Between 01/1/2009 And 03/31/2009

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
26

66.7 %

2

5.1 %

2

5.1 %

3

7.7 %

6

15.4 %

39 76.9 %

Business and Admin Svcs
76

63.3 %

17

14.2 %

9

7.5 %

6

5.0 %

7

5.8 %

5

4.2 %

120 90.0 %

Chancellor/CPEVC Units
45

60.8 %

10

13.5 %

5

6.8 %

5

6.8 %

4

5.4 %

5

6.8 %

74 87.8 %

Engineering
9

50.0 %

1

5.6 %

2

11.1 %

6

33.3 %

18 66.7 %

Humanities
75

70.8 %

9

8.5 %

8

7.5 %

4

3.8 %

3

2.8 %

7

6.6 %

106 90.6 %

Information Technology
Services

84

68.9 %

10

8.2 %

3

2.5 %

5

4.1 %

8

6.6 %

12

9.8 %

122 83.6 %

Library
36

81.8 %

2

4.5 %

1

2.3 %

1

2.3 %

2

4.5 %

2

4.5 %

44 90.9 %

Not Known
46

56.1 %

16

19.5 %

4

4.9 %

1

1.2 %

3

3.7 %

12

14.6 %

82 81.7 %

Physical & Biological
Sciences

67

79.8 %

8

9.5 %

4

4.8 %

4

4.8 %

1

1.2 %

84 98.8 %

Social Sciences
66

63.5 %

12

11.5 %

5

4.8 %

6

5.8 %

4

3.8 %

11

10.6 %

104 85.6 %

Student Affairs
126

65.3 %

18

9.3 %

6

3.1 %

13

6.7 %

10

5.2 %

20

10.4 %

193 84.5 %

Student (Graduate)
44

69.8 %

2

3.2 %

2

3.2 %

4

6.3 %

2

3.2 %

9

14.3 %

63 82.5 %

Student (Undergraduate)
92

52.3 %

31

17.6 %

9

5.1 %

14

8.0 %

13

7.4 %

17

9.7 %

176 83.0 %

UCO Lick Observatory
3

100.0 %

3 100.0 %

University Extension
3

60.0 %

1

20.0 %

1

20.0 %

5 80.0 %
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Tab: 2 Hour By Service By Division



Incident Dates Between 01/1/2009 And 03/31/2009

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
7

63.6 %

1

9.1 %

2

18.2 %

1

9.1 %

11 72.7 %

Business and Admin Svcs
204

62.8 %

34

10.5 %

28

8.6 %

19

5.8 %

9

2.8 %

31

9.5 %

325 87.7 %

Engineering
40

44.4 %

19

21.1 %

8

8.9 %

7

7.8 %

3

3.3 %

13

14.4 %

90 82.2 %

Humanities
74

54.4 %

28

20.6 %

13

9.6 %

7

5.1 %

3

2.2 %

11

8.1 %

136 89.7 %

Information Technology
Services

62

62.6 %

12

12.1 %

7

7.1 %

5

5.1 %

2

2.0 %

11

11.1 %

99 86.9 %

Library
62

55.9 %

18

16.2 %

7

6.3 %

6

5.4 %

1

0.9 %

17

15.3 %

111 83.8 %

Physical & Biological
Sciences

156

65.8 %

35

14.8 %

15

6.3 %

3

1.3 %

5

2.1 %

23

9.7 %

237 88.2 %

Social Sciences
42

60.9 %

10

14.5 %

4

5.8 %

3

4.3 %

10

14.5 %

69 81.2 %

Student Affairs
246

58.7 %

60

14.3 %

38

9.1 %

16

3.8 %

15

3.6 %

44

10.5 %

419 85.9 %

University Extension
3

25.0 %

2

16.7 %

1

8.3 %

2

16.7 %

4

33.3 %

12 50.0 %

4/7/20094

Version 1
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Tab: 2 Hour By Service By Division



Incident Dates Between 01/1/2009 And 03/31/2009

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
2

100.0 %

2 0.0 %

Low
1

50.0 %

1

50.0 %

2 100.0 %

Medium
14

50.0 %

3

10.7 %

3

10.7 %

8

28.6 %

28 71.4 %

CruzTime

High
4

66.7 %

1

16.7 %

1

16.7 %

6 83.3 %

Low
1

50.0 %

1

50.0 %

2 50.0 %

Medium
55

45.1 %

17

13.9 %

9

7.4 %

5

4.1 %

7

5.7 %

29

23.8 %

122 70.5 %

Email

High
325

72.4 %

41

9.1 %

18

4.0 %

20

4.5 %

18

4.0 %

27

6.0 %

449 90.0 %

Low
8

61.5 %

2

15.4 %

1

7.7 %

1

7.7 %

1

7.7 %

13 84.6 %

Medium
462

60.4 %

95

12.4 %

43

5.6 %

40

5.2 %

40

5.2 %

85

11.1 %

765 83.7 %

Not Known
3

60.0 %

1

20.0 %

1

20.0 %

5 80.0 %

Urgent
1

100.0 %

1 100.0 %

My Computer

High
379

68.0 %

69

12.4 %

37

6.6 %

15

2.7 %

17

3.1 %

40

7.2 %

557 89.8 %

Low
63

45.7 %

18

13.0 %

8

5.8 %

12

8.7 %

4

2.9 %

33

23.9 %

138 73.2 %

Medium
445

55.5 %

128

16.0 %

76

9.5 %

37

4.6 %

24

3.0 %

92

11.5 %

802 85.5 %

Not Known
5

71.4 %

1

14.3 %

1

14.3 %

7 100.0 %

Urgent
4

80.0 %

1

20.0 %

5 100.0 %
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Tab: 2 Hour By Service By Priority

Version 1
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