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FCRR remains below our stated goal but did see a small increase last month. We saw an increase, as we typically do during Fall rush, in Canvas/Campus Networking calls, both of which frequently require an escalation for specialist support. 
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Learn@UW, Campus Network Housing, and Campus Network are all services that frequently require escalation as a part of proper troubleshooting. The current resolution rates do not raise concern. 

We saw a higher than average spike in the last week of August due to dorm move-in. FY19 shows higher numbers than this year, but that was mainly driven by frequent campus network outages—such calls do not compare to a standard support call as they merely confirm an outage and do not require troubleshooting. 
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Note: The Gartner 2020 Servers/FTE metric has changed to include a number of IT functions that we do not consider "servers," thus significantly inflating the benchmark compared to 2019's Gartner benchmark numbers.  Although the benchmark no longer is relevant to us, we have left it in until we can determine a superior benchmark.
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Kaltura Mediaspace captures well the fact that August is a preparatory month more than a usage month for some Learn@UW tools.  Comparing July and August, the number of new assets increased (from 6,264 added in July to 8,993 added in August) while the number of plays decreased (from 379,200 to 238,773).  The usage numbers will increase significantly in September as the semester begins.
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