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FCRR: Multiple major rollouts including Zoom and Safer Badgers both decreased first call resolution rate because they frequently required extra consultations with technologists or escalations during the early implementation phases. 

Abandonment rate: Also increased slightly year over year due to the complexity and variety of calls increasing in FY 21 (e.g. Zoom and Safer Badgers implementations). Increasing complexity and variety of cases increases the overall difficulty to accurately manage the call queues. 

HD Resolution rate: While the FCRR fell, HD resolution rate increased through a variety of efforts, none more so than the creation of the Help Desk Support Teams channel. In the support channel, Help Desk agents connect with specialists across DoIT to get fast answers without a need for a full escalation. Although this doesn't necessarily improve FCRR, it does increase the HD resolution rate, lessening the overall support load for the service owners. 
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All three categories below 85% frequently require escalation as a part of normal troubleshooting. Additionally, the soft launch of Zoom meant that the Help Desk did not have the full suite of tools and documentation to fully support the product. Due to the nature of a soft launch last several months, the higher escalation rate for the year does not raise concern. 
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There were only 2 unique responses for Qualtrics this month, 1 response was 100% satisfied and 1 response was 100% dissatisfied. This resulted in missing our target of 85%.
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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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DPPS revenue has seen a steady incline during CY2021 and has hit the new baseline revenue target for several months now.  
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Significant drops in learning tool usage in June are expected due to the conclusion of the spring semester.
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Presentation Notes
Campus staff who desire access to additional Cybersecurity Operational metrics should contact Tim Bohn (timothy.bohn@wisc.edu) for access to a weekly Cybersecurity dashboard.
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