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Enterprise Content Management (ECMS): The Imaging service experienced chronic, intermittent performance degradation leading to some user sessions terminated and other user logins slowed. The SEO team deployed the Prometheus software for monitoring and data modeling, which was crucial for the Imaging team to identify and remediate the server issues. 

WiscWeb: The WiscWeb Intranet server was unavailable the evening of Saturday, October 10 and service was restored just after 8am on Sunday, October 11. This server only holds ~10 out of 1,500 sites at the moment so the issue was not widespread. 
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From Patrick: Requests for both URL changes and adding users to sites drove WiscWeb case escalations. HD will review internal processes and training to determine methods to increase HD resolution rate and FCRR. 

MyUW case escalation rate increased with the Open Enrollment period. Both volume and complexity of cases tend to increase during Open Enrollment. We anticipate an improvement next month.
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Results fall in-line with seasonal expectations and remain similar to September.
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The decreased FCRR and Help Desk Average Resolution Rates align with the continued soft launch of Zoom, . Due to the nature of the Zoom soft launch, Zoom questions frequently required escalations due to a lack of support documentation. 

Help Desk abandonment rate increased slightly last month due to three main drivers: new staff training (35%), Open Enrollment (14%), and Office 365 outage (8%). 
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Explanations for categories below target:

"Office 365:" Experienced an outage at the start of October (continued from September) that led to higher than average escalations. The outage affected multiple services like Teams and Outlook.

"General:" Zoom support cases continued to frequently required escalations due to the lack of support documentation during the product's soft launch. (While support for Zoom develops, it's categorized as a "general" ticket in WiscIT). 

"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:" October is Open Enrollment month where everyone must us MyUW to signup for their benefits. The increased usage leads to more cases requiring escalation. 
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All PCS services frequently require escalation as part of normal troubleshooting. We will review goals to ensure 85% goals reflect realistic resolution rates.
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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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Honorlock
Total exams = total exams proctored via Honorlock.  If a clas of 30 students takes 1 exam, it's counted as 30 total exams.
Total courses = number of courses using Honolock to proctor exams.
Exams per student = Mean number of exams taken per student among students who use Honolock for their course(s).
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