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API Manager: The morning of November 25, the vendor – WSO2 – experienced an outage leading to intermittent failures when accessing the API Store and API Publisher.  The vendor resolved the issue early the following day.
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Cost per contact increase aligns with decreased case volume in November. We expect cost/contact to decrease in December due to the anticipated spike in calls from course enrollment and student applicant admission decisions. 
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Abandonment rate remains above our goal of 5.1% but decreased in November. We anticipate a potential increase in December due to large batches of admissions decisions, but then a continual decrease throughout the remainder of the fiscal year. To mitigate the potential spikes in December we have engaged the Department of Admissions to provide applicants with early messaging on accessing the student center. 
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Explanations for categories below target:

"Office 365:" PCS communications went out regarding Basic auth and TLS EOL which likely case escalations higher because Level One cannot resolve those questions. 

"Learn@UW and DoIT Departmental Support, Software" frequently require escalations as a part of proper troubleshooting. The current resolution rates do not raise concern. 

"MyUW Madison:" A large number of student applicants accessed MyUW last month due to application deadlines. The increased usage leads to more cases requiring escalation. 

"BadgIRT:" NetID deactivations due to security concerns require the Help Desk to contact the customer, which starts the case, but often times customers do not respond within the 1-hour timeframe required to consider a ticket first contact resolved. Additionally, current workflow for copyright issues require a case escalation as part of the closure process. These trends do not raise concerns at this time.
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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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