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Enterprise Content Management (ECM): The ECM (Imaging) service experienced degradation leading to some user sessions terminated and other user logins slowed. The degradation is present in both the thick desktop client and the thin web client. The ECM (Imaging) team is working with SEO to determine the root cause of the degradation.
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Slight dip in customer satisfaction aligns with seasonal expectations due to the back-to-school rush. High call volumes tend to cause higher abandonment rates, which can in turn decrease customer satisfaction. Historically, satisfaction increases slightly in less busy months (December-January, May-June).
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The decreased FCRR and Help Desk Average Resolution Rates align with the soft launch of Zoom, increase Adobe licensing questions, and outages for Kaltura, Course Search and Enroll, and Office 365. Due to the nature of the Zoom soft launch, Zoom questions frequently required escalations due to a lack of support documentation. 
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Explanations for categories below target:

"Office 365:" Experienced an outage toward the end of September that led to higher than average escalations. The outage affected multiple services like Teams and Outlook.

"General:" Zoom support cases 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). 

"Course Search and Enroll:" At the start of semester special guest auditors could not use Course Search & Enroll properly due to an outage, leading to a high volume of escalations. 

"Learn@UW, Campus Network Housing, and Campus Network" all frequently require escalations as a part of proper troubleshooting. The current resolution rates do not raise concern. 
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It would be noteworthy to call out the general overall ticket count that can be explained by some of the following drivers:
 
Fewer general computer tickets (including new computer setups, and decommissions, which were down because proactive replacements were de-prioritized because of SMART restart).  167 in FY19, 36 in FY20 or 29% of difference.
Fewer GoPrint tickets due to decreased printing on campus (e.g. refunds, device supply alerts). 216 in FY19, 44 in FY20 or 38% of the difference.
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In regard to the decreased response times; that can be attributed to an overall increase in Help Desk tickets due to Fall rush and challenges of student staffing within the Help Desk.
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UW-Marinette power outage reduced availability below target SLA in September; planning to install DC power to remedy in near future
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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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