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Approximately 1,700 Saferbadgers calls plus an admissions release both in January drove the overall abandonment rate up, especially during the first week of COVID testing through the Saferbadgers app.
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“Hardware Checkout" actually represents loaner device interactions for the Saferbadgers program—we use POS for asset management. Many cases first come to the HD phones which requires an escalation to walk-in where the customer ultimately picks up the device and completes the interaction. Both Learn@UW and Zoom dipped below our goal but the start of semester frequently features cases that require advanced support like Learn@UW course set-up or questions about the Learn@UW/Zoom integration. 
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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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Usage of instructional technologies may appear low due to only one week of instruction in January.
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