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Response Times Shown In 8 Hour Increments
For All Services

0 - 8

10015
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336

2.9 %

> 10
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Response Times Shown In 2 Hour Increments
For All Services
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Incident Dates Between 07/01/2009 And 09/30/2009

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
81

55.5 %

15

10.3 %

9

6.2 %

6

4.1 %

4

2.7 %

31

21.2 %

146 76.0 %

Business and Admin Svcs
423

70.0 %

56

9.3 %

42

7.0 %

17

2.8 %

16

2.6 %

50

8.3 %

604 89.1 %

Chancellor/CPEVC Units
350

58.6 %

57

9.5 %

39

6.5 %

36

6.0 %

25

4.2 %

90

15.1 %

597 80.7 %

Engineering
406

51.1 %

137

17.3 %

52

6.5 %

37

4.7 %

35

4.4 %

127

16.0 %

794 79.6 %

Humanities
216

55.4 %

38

9.7 %

23

5.9 %

22

5.6 %

16

4.1 %

75

19.2 %

390 76.7 %

Information Technology
Services

519

52.0 %

90

9.0 %

75

7.5 %

43

4.3 %

32

3.2 %

240

24.0 %

999 72.8 %

Library
367

77.8 %

47

10.0 %

20

4.2 %

9

1.9 %

4

0.8 %

25

5.3 %

472 93.9 %

Not Known
530

57.7 %

157

17.1 %

60

6.5 %

37

4.0 %

27

2.9 %

107

11.7 %

918 85.4 %

Physical & Biological
Sciences

396

64.3 %

70

11.4 %

35

5.7 %

26

4.2 %

22

3.6 %

67

10.9 %

616 85.6 %

Social Sciences
340

61.0 %

55

9.9 %

36

6.5 %

19

3.4 %

10

1.8 %

97

17.4 %

557 80.8 %

Student Affairs
581

60.2 %

124

12.8 %

64

6.6 %

39

4.0 %

25

2.6 %

132

13.7 %

965 83.7 %

Student (Graduate)
355

58.2 %

83

13.6 %

40

6.6 %

26

4.3 %

22

3.6 %

84

13.8 %

610 82.6 %

Student (Undergraduate)
3025

80.9 %

256

6.8 %

120

3.2 %

72

1.9 %

80

2.1 %

185

4.9 %

3738 92.9 %

UCO Lick Observatory
19

59.4 %

5

15.6 %

2

6.3 %

1

3.1 %

5

15.6 %

32 81.3 %

University Extension
129

39.3 %

42

12.8 %

26

7.9 %

14

4.3 %

17

5.2 %

100

30.5 %

328 64.3 %

1 10/16/2009Report: IT Request Response Time Performance

Tab: 2 Hour By Division All Services

Version 1



Incident Dates Between 07/01/2009 And 09/30/2009

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
1522

64.4 %

245

10.4 %

127

5.4 %

78

3.3 %

63

2.7 %

328

13.9 %

2363 83.5 %

Low
462

77.6 %

33

5.5 %

19

3.2 %

10

1.7 %

7

1.2 %

64

10.8 %

595 88.1 %

Medium
5697

65.2 %

947

10.8 %

495

5.7 %

312

3.6 %

265

3.0 %

1016

11.6 %

8732 85.3 %

Not Known
32

82.1 %

2

5.1 %

2

5.1 %

2

5.1 %

1

2.6 %

39 97.4 %

Urgent
24

64.9 %

5

13.5 %

1

2.7 %

1

2.7 %

6

16.2 %

37 81.1 %

Tab: 2 Hour By Priority All Services
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Incident Dates Between 07/01/2009 And 09/30/2009

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
111

76.0 %

4

2.7 %

31

21.2 %

146 76.0 %

Business and Admin Svcs
538

89.1 %

16

2.6 %

50

8.3 %

604 89.1 %

Chancellor/CPEVC Units
482

80.7 %

25

4.2 %

90

15.1 %

597 80.7 %

Engineering
632

79.6 %

35

4.4 %

127

16.0 %

794 79.6 %

Humanities
299

76.7 %

16

4.1 %

75

19.2 %

390 76.7 %

Information Technology
Services

727

72.8 %

32

3.2 %

240

24.0 %

999 72.8 %

Library
443

93.9 %

4

0.8 %

25

5.3 %

472 93.9 %

Not Known
784

85.4 %

27

2.9 %

107

11.7 %

918 85.4 %

Physical & Biological
Sciences

527

85.6 %

22

3.6 %

67

10.9 %

616 85.6 %

Social Sciences
450

80.8 %

10

1.8 %

97

17.4 %

557 80.8 %

Student Affairs
808

83.7 %

25

2.6 %

132

13.7 %

965 83.7 %

Student (Graduate)
504

82.6 %

22

3.6 %

84

13.8 %

610 82.6 %

Student (Undergraduate)
3473

92.9 %

80

2.1 %

185

4.9 %

3738 92.9 %

UCO Lick Observatory
26

81.3 %

1

3.1 %

5

15.6 %

32 81.3 %

University Extension
211

64.3 %

17

5.2 %

100

30.5 %

328 64.3 %
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Incident Dates Between 07/01/2009 And 09/30/2009

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)
18

62.1 %

3

10.3 %

2

6.9 %

1

3.4 %

2

6.9 %

3

10.3 %

29 82.8 %

CruzTime
67

63.8 %

9

8.6 %

11

10.5 %

4

3.8 %

2

1.9 %

12

11.4 %

105 86.7 %

Email
558

54.2 %

91

8.8 %

69

6.7 %

44

4.3 %

50

4.9 %

218

21.2 %

1030 74.0 %

My Computer
940

68.4 %

147

10.7 %

73

5.3 %

51

3.7 %

38

2.8 %

126

9.2 %

1375 88.1 %
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Incident Dates Between 07/01/2009 And 09/30/2009

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
2

100.0 %

2 100.0 %

Engineering
1

100.0 %

1 100.0 %

Humanities
1

100.0 %

1 100.0 %

Information Technology
Services

1

100.0 %

1 100.0 %

Not Known
1

50.0 %

1

50.0 %

2 50.0 %

Student Affairs
5

83.3 %

1

16.7 %

6 100.0 %

Student (Graduate)
2

40.0 %

1

20.0 %

2

40.0 %

5 60.0 %

Student (Undergraduate)
4

40.0 %

3

30.0 %

1

10.0 %

1

10.0 %

1

10.0 %

10 80.0 %

University Extension
1

100.0 %

1 100.0 %
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Version 1

Report: IT Request Response Time Performance

Tab: 2 Hour By Service By Division



Incident Dates Between 07/01/2009 And 09/30/2009

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

100.0 %

1 100.0 %

Business and Admin Svcs
11

68.8 %

1

6.3 %

1

6.3 %

2

12.5 %

1

6.3 %

16 81.3 %

Chancellor/CPEVC Units
16

66.7 %

1

4.2 %

2

8.3 %

5

20.8 %

24 79.2 %

Engineering
4

66.7 %

1

16.7 %

1

16.7 %

6 100.0 %

Humanities
2

50.0 %

1

25.0 %

1

25.0 %

4 100.0 %

Information Technology
Services

4

36.4 %

2

18.2 %

2

18.2 %

2

18.2 %

1

9.1 %

11 90.9 %

Library
1

50.0 %

1

50.0 %

2 100.0 %

Not Known
1

100.0 %

1 100.0 %

Physical & Biological
Sciences

3

75.0 %

1

25.0 %

4 75.0 %

Social Sciences
2

100.0 %

2 100.0 %

Student Affairs
19

67.9 %

4

14.3 %

1

3.6 %

4

14.3 %

28 85.7 %

Student (Undergraduate)
1

100.0 %

1 100.0 %

University Extension
4

80.0 %

1

20.0 %

5 100.0 %
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Incident Dates Between 07/01/2009 And 09/30/2009

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
14

77.8 %

1

5.6 %

1

5.6 %

2

11.1 %

18 83.3 %

Business and Admin Svcs
61

76.3 %

5

6.3 %

5

6.3 %

2

2.5 %

7

8.8 %

80 91.3 %

Chancellor/CPEVC Units
51

68.9 %

3

4.1 %

3

4.1 %

4

5.4 %

5

6.8 %

8

10.8 %

74 82.4 %

Engineering
5

71.4 %

2

28.6 %

7 100.0 %

Humanities
44

67.7 %

6

9.2 %

2

3.1 %

2

3.1 %

2

3.1 %

9

13.8 %

65 83.1 %

Information Technology
Services

26

28.3 %

13

14.1 %

13

14.1 %

6

6.5 %

1

1.1 %

33

35.9 %

92 63.0 %

Library
10

83.3 %

1

8.3 %

1

8.3 %

12 100.0 %

Not Known
49

46.2 %

6

5.7 %

3

2.8 %

2

1.9 %

2

1.9 %

44

41.5 %

106 56.6 %

Physical & Biological
Sciences

24

54.5 %

8

18.2 %

9

20.5 %

1

2.3 %

2

4.5 %

44 93.2 %

Social Sciences
52

69.3 %

10

13.3 %

3

4.0 %

5

6.7 %

5

6.7 %

75 93.3 %

Student Affairs
62

55.4 %

14

12.5 %

9

8.0 %

6

5.4 %

3

2.7 %

18

16.1 %

112 81.3 %

Student (Graduate)
48

57.8 %

5

6.0 %

6

7.2 %

2

2.4 %

5

6.0 %

17

20.5 %

83 73.5 %

Student (Undergraduate)
106

41.7 %

17

6.7 %

15

5.9 %

13

5.1 %

30

11.8 %

73

28.7 %

254 59.4 %

UCO Lick Observatory
3

100.0 %

3 100.0 %

University Extension
3

60.0 %

1

20.0 %

1

20.0 %

5 100.0 %
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Incident Dates Between 07/01/2009 And 09/30/2009

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
16

47.1 %

2

5.9 %

2

5.9 %

1

2.9 %

13

38.2 %

34 61.8 %

Business and Admin Svcs
207

72.9 %

29

10.2 %

17

6.0 %

8

2.8 %

4

1.4 %

19

6.7 %

284 91.9 %

Engineering
33

55.9 %

5

8.5 %

4

6.8 %

2

3.4 %

6

10.2 %

9

15.3 %

59 74.6 %

Humanities
61

58.7 %

12

11.5 %

2

1.9 %

6

5.8 %

7

6.7 %

16

15.4 %

104 77.9 %

Information Technology
Services

56

57.1 %

11

11.2 %

8

8.2 %

5

5.1 %

5

5.1 %

13

13.3 %

98 81.6 %

Library
64

80.0 %

6

7.5 %

3

3.8 %

1

1.3 %

6

7.5 %

80 92.5 %

Not Known
1

100.0 %

1 100.0 %

Physical & Biological
Sciences

172

69.1 %

28

11.2 %

11

4.4 %

12

4.8 %

7

2.8 %

19

7.6 %

249 89.6 %

Social Sciences
86

72.3 %

17

14.3 %

5

4.2 %

4

3.4 %

1

0.8 %

6

5.0 %

119 94.1 %

Student Affairs
240

70.8 %

37

10.9 %

21

6.2 %

10

2.9 %

7

2.1 %

24

7.1 %

339 90.9 %

Student (Graduate)
1

50.0 %

1

50.0 %

2 100.0 %

Student (Undergraduate)
2

100.0 %

2 100.0 %

University Extension
2

50.0 %

1

25.0 %

1

25.0 %

4 50.0 %
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Incident Dates Between 07/01/2009 And 09/30/2009

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
1

100.0 %

1 100.0 %

Low
1

100.0 %

1 0.0 %

Medium
18

66.7 %

3

11.1 %

1

3.7 %

1

3.7 %

2

7.4 %

2

7.4 %

27 85.2 %

CruzTime

High
1

100.0 %

1 100.0 %

Medium
65

63.7 %

9

8.8 %

11

10.8 %

4

3.9 %

2

2.0 %

11

10.8 %

102 87.3 %

Not Known
1

100.0 %

1 100.0 %

Urgent
1

100.0 %

1 0.0 %

Email

High
214

78.4 %

23

8.4 %

14

5.1 %

5

1.8 %

1

0.4 %

16

5.9 %

273 93.8 %

Low
8

33.3 %

6

25.0 %

2

8.3 %

2

8.3 %

6

25.0 %

24 66.7 %

Medium
336

46.0 %

62

8.5 %

53

7.3 %

39

5.3 %

47

6.4 %

194

26.5 %

731 67.0 %

Urgent
2

100.0 %

2 0.0 %

My Computer

High
348

75.7 %

38

8.3 %

23

5.0 %

15

3.3 %

5

1.1 %

31

6.7 %

460 92.2 %

Low
61

57.0 %

15

14.0 %

6

5.6 %

6

5.6 %

1

0.9 %

18

16.8 %

107 82.2 %

Medium
523

65.6 %

92

11.5 %

44

5.5 %

29

3.6 %

32

4.0 %

77

9.7 %

797 86.3 %

Not Known
3

60.0 %

1

20.0 %

1

20.0 %

5 100.0 %

Urgent
5

83.3 %

1

16.7 %

6 100.0 %
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