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Presentation Notes
First contact resolution likely fell in part due to student remote workers. Students take much longer to complete the onboarding process when training remotely. We anticipate an improvement starting this fall when students will train in-person again. 

Abandonment rate remains elevated on the year due to large efforts like Zoom and Safer Badgers that led to large spikes in volume. May saw an overall abandonment rate of 4.3%. 
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Both Learn@UW and Course Search and Enrollment fell below the threshold of 85%, but both services frequently require escalation as part of normal troubleshooting. No concerning trends at this time.
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UW-Superior availability reduced below service levels due to planned network upgrades as part of System-wide SysNet2020 project
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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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Presenter
Presentation Notes
April data is republished here due to issues with May data. We are looking into the cause and solutions of this issue. 
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