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Presentation Notes
.*Several one-time event announcements in April drove high call volume leading to higher abandonment rates (e.g. the end of Black Board Collaborate). We anticipate lower abandonment rates Mid-May through end of the fiscal year.
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Notes remain mostly in-line with March as many of the trends bled over month-to-month. Office 365: Microsoft apps outages and linked account login issues led to increased escalations. Zoom: Personal and Campus account consolidation questions led to an increased number of escalations. Learn@UW Madison: Many cases require escalation as part of normal troubleshooting. We will continue monitoring for any preventable trends. MyUW Madison: Resolution rate dipped just below target. W-2 and other tax form requests rose last month with tax season approaching, leading to an increased case load. 
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Upham Woods has converted from a UW-System site to a UW-Madison campus site and is no longer being reported
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NOTE: Incident counts are pulled directly from WiscIT (Powered by Cherwell) as incidents touched by the OpEng Team. Problems closed by OpEng are not currently represented in this view.
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Note: SE has again reached out to Gartner to try to understand the change in methodology for the Windows/Linux Servers/FTE benchmarks.
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Notes:- This power forecast representation is evolving and will change again in future reports.  This month we added the Femrite data center but are depicting only the capacity we have provisioned for UW-Madison at the current state.  The lines are separated to represent actuals (leftmost lines) and known forecasts (rightmost lines).  The Tableau team is investigating whether we can better depict capacities and utilization as a “fuel gauge” or other visualization, and the forecasting now makes more sense to include in the data center migration project status reporting rather than the Monthly Operations Report.  
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Presenter
Presentation Notes
Note: Starting with the September 2020 report, the filters were altered to stop showing cases created prior to FY18. This error was fixed as of this month and the report now shows cases created prior to FY18. 
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