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Abandonment rate trend continues Downward from 7.2% during peak season (September/October). We anticipate the trend to continue in January contingent upon a successful rollout of the Saferbadgers app.



6 of 30

Presenter
Presentation Notes
Students enroll in classes and receive admissions decisions in December, both of which utilize MyUW, while enrollment also use the Course Search and Enroll App. The increased system usage leads to more service disruptions and also more escalated cases. We anticipate increased usage through January but likely a return to lower numbers in February. The Learn@UW escalation rate does not cause alarm at this point because many cases do require specialist attention during periods where professors work on new course content, grading, tests, and other similar activities that occur at the end of semester/finals. No concerning trends with VoIP at this time. Many tickets require escalation as part of normal operating procedure.
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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: 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 steep increases in storage and new assets are due to UW System’s move of Blackboard Collaborate Ultra recordings into Kaltura in December.
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