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While FCRR is higher than average, we are undertaking a major initiative with PCS to test out new processes to further improve. If successful, we will expand those processes to other interested service partners.
Help Desk is evaluating the delta between Gartner abandonment rate of 5.1% and ours of 6.5%. Two reasons for this year's rate are A) the mass NetID deactivation from Fall 2019 B) the unannounced admissions release in December. Neither of these events were predictable, and staffing was therefore not as responsive as it could have been otherwise.
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Once we have completed (or made significant progress) with PCS and its services (hopefully by March), we will utilize the processes develop in that FCRR improvement process to look at improving HD resolution rates in the services below 75%. Some of these services may have a goal rate that is below 85% when considering the types of incidents that are being submitted. 
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Currently we do not know what the "other" incidents are. Two reasons: 1) Chats that are handled by the bot are not created in WiscIT and therefore don't have our categorization 2) Ivy provides information based on user-identified categories, meaning we don't have access to drill-downs for cases that the bot handled. However, we are 1) currently working on a manual review of chat logs to start understanding what types of questions are sifting into the "other" category 2) We will also look into better methods of categorizing and recording bot interactions.
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We reran the report for our incidents on page 20 and verified the numbers were correct.  We have to speculate on the reasons that might include, students gone for 2/3rds of month,  the LAN team recently sent out a report to the campus partners reminding them of alerts and alarms on the portion of the network they manage and due to this report they are actively fixing issues and the help desk is better trained to resolve (Per Jeanne’s email on 2.10.20)
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