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Response Times Shown In 8 Hour Increments
For All Services

0 - 8

8432

86.8 %

8 - 10

274

2.8 %

> 10

1009
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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

6149
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2 - 4

1212
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4 - 6
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7.0 %

6 - 8
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4.0 %
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Incident Dates Between 10/1/2008 And 12/31/2008

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
88

64.7 %

9

6.6 %

8

5.9 %

4

2.9 %

9

6.6 %

18

13.2 %

136 80.1 %

Business and Admin Svcs
310

62.6 %

69

13.9 %

45

9.1 %

26

5.3 %

18

3.6 %

27

5.5 %

495 90.9 %

Chancellor/CPEVC Units
375

62.8 %

63

10.6 %

32

5.4 %

23

3.9 %

13

2.2 %

91

15.2 %

597 82.6 %

Engineering
498

57.3 %

118

13.6 %

65

7.5 %

52

6.0 %

37

4.3 %

99

11.4 %

869 84.3 %

Humanities
239

57.9 %

48

11.6 %

37

9.0 %

19

4.6 %

24

5.8 %

46

11.1 %

413 83.1 %

Information Technology
Services

506

55.2 %

110

12.0 %

58

6.3 %

33

3.6 %

23

2.5 %

186

20.3 %

916 77.2 %

Library
314

60.4 %

74

14.2 %

61

11.7 %

11

2.1 %

12

2.3 %

48

9.2 %

520 88.5 %

Not Known
391

70.6 %

70

12.6 %

32

5.8 %

21

3.8 %

8

1.4 %

32

5.8 %

554 92.8 %

Physical & Biological
Sciences

499

65.2 %

101

13.2 %

38

5.0 %

30

3.9 %

21

2.7 %

76

9.9 %

765 87.3 %

Social Sciences
244

56.2 %

48

11.1 %

25

5.8 %

23

5.3 %

18

4.1 %

76

17.5 %

434 78.3 %

Student Affairs
721

58.8 %

183

14.9 %

101

8.2 %

47

3.8 %

46

3.8 %

128

10.4 %

1226 85.8 %

Student (Graduate)
233

48.6 %

66

13.8 %

49

10.2 %

25

5.2 %

20

4.2 %

86

18.0 %

479 77.9 %

Student (Undergraduate)
1617

74.9 %

246

11.4 %

124

5.7 %

71

3.3 %

24

1.1 %

78

3.6 %

2160 95.3 %

UCO Lick Observatory
26

89.7 %

1

3.4 %

1

3.4 %

1

3.4 %

29 96.6 %

University Extension
88

72.1 %

7

5.7 %

3

2.5 %

6

4.9 %

1

0.8 %

17

13.9 %

122 85.2 %
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Incident Dates Between 10/1/2008 And 12/31/2008

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
1486

64.8 %

262

11.4 %

150

6.5 %

72

3.1 %

62

2.7 %

260

11.3 %

2292 86.0 %

Low
232

48.3 %

69

14.4 %

74

15.4 %

13

2.7 %

17

3.5 %

75

15.6 %

480 80.8 %

Medium
4256

63.7 %

832

12.4 %

441

6.6 %

300

4.5 %

192

2.9 %

663

9.9 %

6684 87.2 %

Not Known
28

80.0 %

3

8.6 %

2

5.7 %

1

2.9 %

1

2.9 %

35 94.3 %

Urgent
147

65.6 %

46

20.5 %

12

5.4 %

7

3.1 %

2

0.9 %

10

4.5 %

224 94.6 %

Tab: 2 Hour By Priority All Services
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Incident Dates Between 10/1/2008 And 12/31/2008

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
109

80.1 %

9

6.6 %

18

13.2 %

136 80.1 %

Business and Admin Svcs
450

90.9 %

18

3.6 %

27

5.5 %

495 90.9 %

Chancellor/CPEVC Units
493

82.6 %

13

2.2 %

91

15.2 %

597 82.6 %

Engineering
733

84.3 %

37

4.3 %

99

11.4 %

869 84.3 %

Humanities
343

83.1 %

24

5.8 %

46

11.1 %

413 83.1 %

Information Technology
Services

707

77.2 %

23

2.5 %

186

20.3 %

916 77.2 %

Library
460

88.5 %

12

2.3 %

48

9.2 %

520 88.5 %

Not Known
514

92.8 %

8

1.4 %

32

5.8 %

554 92.8 %

Physical & Biological
Sciences

668

87.3 %

21

2.7 %

76

9.9 %

765 87.3 %

Social Sciences
340

78.3 %

18

4.1 %

76

17.5 %

434 78.3 %

Student Affairs
1052

85.8 %

46

3.8 %

128

10.4 %

1226 85.8 %

Student (Graduate)
373

77.9 %

20

4.2 %

86

18.0 %

479 77.9 %

Student (Undergraduate)
2058

95.3 %

24

1.1 %

78

3.6 %

2160 95.3 %

UCO Lick Observatory
28

96.6 %

1

3.4 %

29 96.6 %

University Extension
104

85.2 %

1

0.8 %

17

13.9 %

122 85.2 %
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Incident Dates Between 10/1/2008 And 12/31/2008

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

61.9 %

1

4.8 %

3

14.3 %

2

9.5 %

1

4.8 %

1

4.8 %

21 90.5 %

CruzTime
119

57.8 %

38

18.4 %

24

11.7 %

8

3.9 %

7

3.4 %

10

4.9 %

206 91.7 %

Email
440

61.5 %

116

16.2 %

52

7.3 %

38

5.3 %

25

3.5 %

45

6.3 %

716 90.2 %

My Computer
884

65.2 %

191

14.1 %

101

7.5 %

61

4.5 %

48

3.5 %

70

5.2 %

1355 91.3 %
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Tab: 2 Hour By Service
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Incident Dates Between 10/1/2008 And 12/31/2008

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)

Engineering
1

100.0 %

1 100.0 %

Humanities
2

100.0 %

2 100.0 %

Information Technology
Services

3

100.0 %

3 100.0 %

Not Known
2

100.0 %

2 100.0 %

Physical & Biological
Sciences

1

100.0 %

1 0.0 %

Student Affairs
1

100.0 %

1 100.0 %

Student (Graduate)
1

100.0 %

1 100.0 %

Student (Undergraduate)
4

40.0 %

1

10.0 %

2

20.0 %

2

20.0 %

1

10.0 %

10 90.0 %

1/9/20091
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Incident Dates Between 10/1/2008 And 12/31/2008

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
2

100.0 %

2 100.0 %

Business and Admin Svcs
19

59.4 %

5

15.6 %

5

15.6 %

1

3.1 %

1

3.1 %

1

3.1 %

32 93.8 %

Chancellor/CPEVC Units
12

50.0 %

4

16.7 %

3

12.5 %

3

12.5 %

2

8.3 %

24 79.2 %

Engineering
10

71.4 %

3

21.4 %

1

7.1 %

14 100.0 %

Humanities
3

37.5 %

3

37.5 %

1

12.5 %

1

12.5 %

8 87.5 %

Information Technology
Services

17

65.4 %

6

23.1 %

1

3.8 %

1

3.8 %

1

3.8 %

26 92.3 %

Library
3

100.0 %

3 100.0 %

Physical & Biological
Sciences

6

85.7 %

1

14.3 %

7 100.0 %

Social Sciences
3

42.9 %

3

42.9 %

1

14.3 %

7 100.0 %

Student Affairs
33

50.0 %

13

19.7 %

10

15.2 %

6

9.1 %

1

1.5 %

3

4.5 %

66 93.9 %

UCO Lick Observatory
5

83.3 %

1

16.7 %

6 83.3 %

University Extension
6

54.5 %

1

9.1 %

1

9.1 %

1

9.1 %

1

9.1 %

1

9.1 %

11 81.8 %
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Incident Dates Between 10/1/2008 And 12/31/2008

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
12

66.7 %

1

5.6 %

3

16.7 %

2

11.1 %

18 88.9 %

Business and Admin Svcs
55

60.4 %

14

15.4 %

10

11.0 %

5

5.5 %

2

2.2 %

5

5.5 %

91 92.3 %

Chancellor/CPEVC Units
25

62.5 %

8

20.0 %

1

2.5 %

2

5.0 %

4

10.0 %

40 90.0 %

Engineering
14

60.9 %

2

8.7 %

2

8.7 %

2

8.7 %

3

13.0 %

23 87.0 %

Humanities
44

53.7 %

13

15.9 %

10

12.2 %

3

3.7 %

6

7.3 %

6

7.3 %

82 85.4 %

Information Technology
Services

24

64.9 %

8

21.6 %

3

8.1 %

2

5.4 %

37 94.6 %

Library
13

72.2 %

4

22.2 %

1

5.6 %

18 100.0 %

Not Known
26

74.3 %

4

11.4 %

2

5.7 %

1

2.9 %

2

5.7 %

35 91.4 %

Physical & Biological
Sciences

33

78.6 %

6

14.3 %

3

7.1 %

42 100.0 %

Social Sciences
42

59.2 %

17

23.9 %

2

2.8 %

2

2.8 %

2

2.8 %

6

8.5 %

71 88.7 %

Student Affairs
80

57.6 %

21

15.1 %

11

7.9 %

10

7.2 %

9

6.5 %

8

5.8 %

139 87.8 %

Student (Graduate)
24

60.0 %

5

12.5 %

4

10.0 %

1

2.5 %

3

7.5 %

3

7.5 %

40 85.0 %

Student (Undergraduate)
46

60.5 %

13

17.1 %

5

6.6 %

6

7.9 %

2

2.6 %

4

5.3 %

76 92.1 %

UCO Lick Observatory
1

100.0 %

1 100.0 %

University Extension
1

33.3 %

1

33.3 %

1

33.3 %

3 100.0 %
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Incident Dates Between 10/1/2008 And 12/31/2008

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
11

64.7 %

1

5.9 %

1

5.9 %

1

5.9 %

2

11.8 %

1

5.9 %

17 82.4 %

Business and Admin Svcs
130

61.6 %

33

15.6 %

19

9.0 %

11

5.2 %

8

3.8 %

10

4.7 %

211 91.5 %

Engineering
72

70.6 %

13

12.7 %

6

5.9 %

6

5.9 %

2

2.0 %

3

2.9 %

102 95.1 %

Humanities
62

57.4 %

15

13.9 %

11

10.2 %

6

5.6 %

10

9.3 %

4

3.7 %

108 87.0 %

Information Technology
Services

62

64.6 %

11

11.5 %

8

8.3 %

6

6.3 %

2

2.1 %

7

7.3 %

96 90.6 %

Library
65

66.3 %

14

14.3 %

7

7.1 %

3

3.1 %

3

3.1 %

6

6.1 %

98 90.8 %

Physical & Biological
Sciences

193

72.3 %

30

11.2 %

9

3.4 %

12

4.5 %

5

1.9 %

18

6.7 %

267 91.4 %

Social Sciences
27

73.0 %

5

13.5 %

2

5.4 %

1

2.7 %

2

5.4 %

37 91.9 %

Student Affairs
262

62.7 %

74

17.7 %

35

8.4 %

13

3.1 %

15

3.6 %

19

4.5 %

418 91.9 %

University Extension
1

100.0 %

1 100.0 %
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Incident Dates Between 10/1/2008 And 12/31/2008

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)

High
1

50.0 %

1

50.0 %

2 100.0 %

Low
1

100.0 %

1 100.0 %

Medium
11

61.1 %

1

5.6 %

3

16.7 %

1

5.6 %

1

5.6 %

1

5.6 %

18 88.9 %

CruzTime

High
5

71.4 %

1

14.3 %

1

14.3 %

7 100.0 %

Low
1

25.0 %

1

25.0 %

2

50.0 %

4 25.0 %

Medium
112

57.7 %

37

19.1 %

24

12.4 %

7

3.6 %

6

3.1 %

8

4.1 %

194 92.8 %

Not Known
1

100.0 %

1 100.0 %

Email

High
126

65.3 %

27

14.0 %

18

9.3 %

3

1.6 %

5

2.6 %

14

7.3 %

193 90.2 %

Low
27

45.0 %

18

30.0 %

6

10.0 %

4

6.7 %

2

3.3 %

3

5.0 %

60 91.7 %

Medium
285

62.0 %

71

15.4 %

27

5.9 %

31

6.7 %

18

3.9 %

28

6.1 %

460 90.0 %

Not Known
1

100.0 %

1 100.0 %

Urgent
1

50.0 %

1

50.0 %

2 100.0 %

My Computer

High
361

76.8 %

49

10.4 %

21

4.5 %

16

3.4 %

10

2.1 %

13

2.8 %

470 95.1 %

Low
102

56.7 %

29

16.1 %

20

11.1 %

6

3.3 %

6

3.3 %

17

9.4 %

180 87.2 %

Medium
403

59.1 %

111

16.3 %

58

8.5 %

39

5.7 %

32

4.7 %

39

5.7 %

682 89.6 %

Not Known
6

60.0 %

1

10.0 %

2

20.0 %

1

10.0 %

10 90.0 %

Urgent
12

92.3 %

1

7.7 %

13 100.0 %
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