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VoIP/Campus Network: The increase in work-from-home and online courses led to increased usage of these services. There was likely a combination of new challenges with the changing environment and also a wider array of level 1 staffing taking the calls (meaning that some lower trained staff likely helped with advanced cases that they would not have taken in a lower volume situation). The Help Desk will investiage and make changes to training and documentation as needed. There is no immediate indication that there were any issues with the services themselves. 

BadgIRT: Last month saw an increase in the number of exploits trying to take advantage of the pandemic. This led to an increase in the number of compromised accounts. Due to the way these cases are currently routed, they count against the HelpDesk's FCRR because they are created by BadgIRT and the HD touches the case after creation. We are going to work with the DMA team to improve this measure to get a better understanding of the true FCRR. 

Learn@UW: FCRR rate below 85% is not alarming due to the number of services that required escalation, including emails coming from the Provost's office for questions around pedagogy (those were directly escalated to Learn@UW). (This is the same as March)

Course Search & Enroll: April saw Fall enrollment and preparation for special pass/fail grading due to COVID. Both of these events likely contributed to the increased escalations. We anticipate that this number will return to normal by mid-May, allowing for potential challenges through the end of the special grading period in mid May.
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Ivy.ai was fully decommissioned as of 4/30/2020. The Help Desk has switched to Beyondtrust for its live-chat client. There will no longer be a separate page for chat metrics. We can still breakout the types and quantities of cases handled by contact type.
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The SLA was not met due to the increased backlog in tickets from the previous month's high number of telecommuting setups and troubleshooting.
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Note: The Ops report for May, generated in June, will include additional DPPS metrics. [MDA team is unable to fully commit to this timeline and DPPS metrics may not be ready for publication until the June report, published in July]



16 of 25

Presenter
Presentation Notes
Note: The Gartner 2020 Benchmark for Servers/FTE has dramatically changed how the metric is calculated.  Per calls and explanations with Gartner analysts, they are not including many more IT functions in the "Server" count than we do, thus inflating the benchmark.  SEO is not confident that the Gartner benchmark is now useful, and is working to find a suitable replacement.
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Vulnerability remediation is keeping pace with discovery.
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Increases in usage for Learn@UW services in March and April 2020 are attributed to remote instruction needs during the Covid-19 pandemic.
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