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Presenter
Presentation Notes
*The end of October saw increases in overall workload for the combination of the Walk-In Help Desk and phone support due to the Duo cutover. 
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Presenter
Presentation Notes
*Device repair resolution rate is not a concern because the most common correct answer at the phone level is to refer the customer to walk-in. Quality assurance for repairs primarily comes through case review at the Walk-In Help Desk; agent coaches are created when errors occur.

*HD will investigate Campus Network and VoIP resolution rates.
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Presenter
Presentation Notes
*Ivy.ai is currently under review. The bot has failed to meet our expectations and Patrick is currently working with the vendor to determine how we can best meet customer needs. This may mean a termination of the contract or a new automation strategy.

*We will be running extensive testing in the production environment to determine if the bot’s natural language recognition and ability to provide accurate answers is acceptable. This will result in increased contacts and ivy chat duration in November.
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Presenter
Presentation Notes
Deeper analysis of Help Desk Contact Resolution Rates for PCS’ services is in progress, particularly with respect to First Contact Resolutions.  Also underway are several joint PCS and HD initiatives designed to improve the service support resources available to HD agents.  However, at this point we believe resolution rates are impacted by the high complexity, variety, and utilization of UW’s centrally managed assets in the productivity and collaboration assets.  For example, the Office 365 suite alone offers over twenty discrete applications, while the Google suite contains over ten.  This results in greater service volatility and desired feature and support requests. Indeed, not all O365 and Google applications are intended to be fully supported by DoIT/PCS.  Also, when not related to user eligibility, a greater percentage of Box, Qualtrics, and WiscList cases require escalation to either the UW administrator or the software vendor for resolution. There remains a high volume of compromised account activity and deactivations for these services.  The technology and functionality of the WiscList service is being modified to improve performance and stability.
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Presenter
Presentation Notes
Overall staffing within the Departmental Support group is down 7 FTE’s.  There has also been a shift in duties from ticket work to ordering and inventory for one technician, as a result of the Tech Store closure. 
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Presenter
Presentation Notes
A significant decrease in Device Registrations on the network as our students completed move in and had all their devices registered on the network.  We still continue to see a high number of incidents that center around the use of the wireless network as this becomes more of the focus of the network.  DNS and IP allocations continue to increase as departments expand and need more connectivity.   
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