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GARTNER METRICS 

Metric 2025    (Median)[Interquartilerange] 2026    (Median)[Interquartilerange] 

AbandonmentRate 

EndpointsperTechnician 

FirstContactResolutionRate 

LinuxServersperFTE 

WindowsServersperFTE 

408     [276-749] 398     [259-645] 

263     [144-472] 243     [128-421] 

222     [136-388] 200     [115-387] 

70%     [61%-80%] 70%     [60%-80%] 

8.0%     [4.0%-12.0%] 7.7%     [4.0%-12.3%] 

Iconsusedinthisreport InterquartileHighlighting 

Factorsinfluencingdatathismonth;Asidentifiedandprovidedbydataowners. 

Notesdefiningandprovidingcontexttothedata. 

2026Gartnermedian 

Interquartileboundary 

Gartnermedian 
Interquartilerange 
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Service Target 

July 

% 

August 

% 

September 

% 

October 

% 

November 

% 

December 

% 

January 

% 

February 

% 

March 

% 

April 

% 

May 

% 

June 

% 

APIManager 99.00% 

Enterprise Content 
ManagementServices(ECMS) 

99.00%

Gitlab Repository Services 99.00% 

KnowledgeBase (KB) 99.00% 

MyUW Madison 99.00% 

NetID IdP 99.90% 

Web Hosting 99.00% 

WiscWeb 99.00% 

100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 

100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 

100.00% ★61.28% ★34.72% 100.00% 99.94% 99.94% 99.51% 100.00% 100.00% 99.78% 99.96% ★98.39%

100.00% 100.00% 100.00% ★97.59% 100.00% 100.00% 99.98% 99.72% 100.00% 99.95% 100.00% 100.00% 

99.16% 100.00% 100.00% 100.00% ★98.06% 100.00% 100.00% 100.00% 100.00% 100.00% 99.41% 99.89% 

100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 

100.00% 99.37% 99.82% 99.86% 100.00% 100.00% 99.71% 100.00% 99.54% 99.98% ★98.52% 99.49% 

100.00% 99.86% 99.78% 99.93% 99.96% 100.00% ★98.96% 99.91% 99.66% 99.97% 99.83% 100.00% 

Last12 m onths 

DoIT OPERATIONS:APPLICATIONS INFRASTRUCTURE SERVICES SERVICE AVAILABILITY 

TargetColors 

★ Below Target AboveTarget 
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85.9% 

92.6% 

87.0% 

92.8% 

96.3% 

98.2% 

90.3% 86.1% 97.7% 

M ulti-FactorAuthentication (M FA) 

N etID AccountM anagem ent 553 

1,401 

640 

1,510 

25.4% 

59.3% 

649 

1,514 

AllIAM Incidents 1,963 2,167 100.0% 2,535 

All 
Incidents 

% of 
Incidents 

Incidents 
Created by HD 

Resolved 
by HD 

*HD % 
Resolution 

**FirstContact 
Resolution Rate 

***Custom er 
Satisfaction IAM Target: 

HD % Resolution 

Atorabove 85.0% 

2026 GartnerM etrics: 
First ContactResolution 

Atorabove 70% 

IAM Target: 
Custom erSatisfaction 

Atorabove 85.0% 

July August Septem ber October Novem ber Decem ber January February M arch April M ay June 
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IAM ServicesAnnualHelp Desk Contacts 

Help Desk Resolution RatesforIAM ServicesDuring June 

DoIT OPERATION S:APPLICATION IN FRASTRUCTURE SERVICES -IAM SERVICES OVERVIEW 

NOTES:*HD % Resolution = incidentsresolved by the Help Desk ratherthan being escalated to a specificservice team 
**FirstContactResolution hasbeen defined asa phone incidentopened by the Help Desk and resolved by the Help Desk,w ithin one hourofthe 
incidentbeing created.Asonly phone incidentsare looked atthism etricm ay be blank ifno phone incidentsw ere reported forthatservice during 

the previousm onth. 
***Survey respondentsrate satisfaction on a 7 pointscale in response to:'W e value youropinion.How w asyourexperience w ith us? 
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Gitlab Repository Services 

Know ledgeBase (KB) 

M yUW M adison/System 

W eb H osting 

W iscW eb 28 

2 

57 

1 

2 

47 

7 

88 

5 

5 

11.1% 

4.7% 

6.0% 

4.9% 

0.5% 

170 

72 

91 

75 

7 40.0% 

20.0% 

★64.8%

28.6% 

59.6% 100.0% 

100.0% 

82.9% 

95.2% 

100.0%

All 
Incidents 

% of 
Incidents 

Incidents 
Created by H D 

Resolved 
by H D 

*HD % 
Resolution 

**FirstContact 
Resolution Rate 

***Custom er 
Satisfaction 

AIS-W PS Targets: 
HD % Resolution byService 

G itlab Repository Services -15% 
Know ledgeBase (KB)-10% 
M yU W M adison/System -85% 
W eb H osting -5% 
W iscW eb -45% 

2026 GartnerM etrics: 
FirstContactResolution 

Atorabove 70%

W PS Services Target: 
Custom erSatisfaction 

Atorabove 85.0% 
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W PS Services AnnualHelp Desk Contacts 

Help Desk Resolution Rates forW PS Services During June 

DoIT OPERATION S:APPLICATION IN FRASTRUCTURE SERVICES -W EB PLATFORM SERVICES OVERVIEW 

N OTES:*HD % Resolution = incidentsresolved by the Help Desk ratherthan being escalated to a specificservice team 
**FirstContactResolution hasbeen defined asa phone incidentopened by the Help Desk and resolved by the Help Desk,w ithin one hourofthe 
incidentbeing created.Asonly phone incidentsare looked atthism etricm ay be blank ifno phone incidentsw ere reported forthatservice during 

the previousm onth. 
***Survey respondentsrate satisfaction on a 7 pointscale in response to:'W e value youropinion.How w asyourexperience w ith us? 
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DoIT O PERATIO N S:USER SERVICES -H ELP DESK O VERVIEW 

FY 2022 FY 2023 FY 2024 FY 2025 FY 2026 
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93.6% 94.5% 95.2% 95.0% 94.7% 

UserServicesTarget(85.0% ) 

Custom erSatisfaction 

FY 2022 FY 2023 FY 2024 FY 2025 FY 2026 

0.0% 

2.0% 

4.0% 

6.0% 

8.0% 

10.0% 

12.0% 

%
 A
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ed

 

4.0% 
4.6% 4.6% 4.7% 

4.4% 

2026 GartnerM edian (8.0% ) 

4.0% 

12.0% 

H elp Desk Abandonm entRate 

NOTES:Survey respondentsrate satisfaction on a 7 pointscale in response to:"W e value youropinion.How w asyourexperience w ith us?" 
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FY 2022 FY 2023 FY 2024 FY 2025 FY 2026 
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82.8% 
84.1% 82.9% 83.7% 85.0% 

2026 GartnerM edian (70.0% ) 

61.0% 

80.0% 

*H elp D esk Average FirstContactResolution 

FY 2022 FY 2023 FY 2024 FY 2025 FY 2026 
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93.2% 93.2% 92.1% 93.1% 92.4% 

UserServicesTarget(85.0% ) 

**H elp D esk Average Resolution Rate 

D oIT O PERATIO N S:U SER SERVICES -H ELP D ESK O VERVIEW 

NOTES:*FirstContactResolution forHelp Desk UserServiceshasbeen defined asa phone incidentopened by the Help Desk and resolved by the 
Help Desk,w ithin one hourofthe incidentbeing created. 
**Help Desk Average Resolution:defined asa phone incidentopened anyw here and resolved by the Help Desk. 
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M ulti-FactorAuthentication (M FA) 

N etID AccountM anagem ent 

M icrosoft365 

Referrals 

H elp D esk Support,Com puterLending Program 

D oIT D epartm entalSupport,Softw are 

D oIT D epartm entalSupport,G eneralCom puter 

Canvas,Learn@ U W -Canvas M adison 

D oIT D epartm entalSupport,Service Inquiry 

H elp D esk Support,IN FO RM ATIO N 97 
67 
100 
82 
138 
223 
500 
483 
553 
1,401 

0.7% 
2.1% 
1.1% 
2.4% 
1.5% 
2.0% 
4.2% 
4.6% 
4.7% 
11.0% 

99 
109 
135 
168 
189 
276 
569 
610 
640 
1,510 

97.0%
★60.6%
★74.1%
★48.8%
★73.0%
★80.8%
87.3%
★78.2%
85.9% 
92.6% 

94.4% 
85.7% 
81.1% 
87.5% 
77.6% 
80.0% 
88.0% 
81.4% 
87.0% 
92.8% 

U serServices Target:H D % Resolution 

★ Below 85.0% Atorabove 85.0% 

2026 G artnerM etrics:First ContactResolution 

Atorabove 70% 
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H elp D esk AnnualContacts 

H ELP D ESK RESO LU TIO N RATES FO R TO P SU PPO RTED SERVICES IN JU N E 

Incidents 
Created by H D 

% ofTotalIncidents 
created 

Resolved by HD *HD % Resolution 
**FirstContact 
Resolution Rate 

NOTES:*HD % Resolution = incidentsresolved by the Help Desk ratherthan being escalated to a specificservice team 
**FirstContactResolution hasbeen defined asa phone incidentopened by the Help Desk and resolved by the Help Desk,w ithin one hour 
ofthe incidentbeing created.Asonly phone incidentsare looked at,thism etricm ay be blank ifno phone incidentsw ere reported forthat 

service during the previousm onth. 

8 



M icrosoft365 

U W -M adison Zoom 

Box 

G oogle W orkspace forEducation 

Cloud Fax 

Q ualtrics 14 

2 

31 

36 
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4.0% 

0.8% 

6.4% 

9.1% 

8.2% 

71.5% 

35 
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87.5%

★50.0%

★67.4%

85.0%

★69.6%

★78.2%

75.0% 

100.0% 

71.4% 

86.7% 

89.5% 

81.4% 

★57.1%

★50.0%

100.0% 

88.1% 

94.4% 

All 
Incidents 

% of 
Incidents 

Incidents 
Created by H D 

Resolved 
by H D 

*H D % 
Resolution 

**FirstContact 
Resolution Rate 

***Custom er 
Satisfaction 

UserServices Target: 
H D % Resolution 

★ Below 85.0%
Atorabove 85.0% 

2026 GartnerM etrics: 
First ContactResolution 

Atorabove 70%

UserServices Target: 
Custom erSatisfaction 

★ Below 85.0%
Atorabove 85.0% 

DoIT O PERATIO N S:USER SERVICES -PRO DUCTIVITY AN D CO LLABO RATIVE SO LUTIO N S SERVICES O VERVIEW 
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PCS Services AnnualH elp Desk Contacts 

H elp Desk Resolution Rates forPCS Services During June 

NOTES:*HD % Resolution = incidentsresolved by the Help Desk ratherthan being escalated to a specificservice team 
**FirstContactResolution hasbeen defined asa phone incidentopened by the Help Desk and resolved by the Help Desk,w ithin one hourofthe 
incidentbeing created.Asonly phone incidentsare looked atthism etricm ay be blank ifno phone incidentsw ere reported forthatservice during 

the previousm onth. 
***Survey respondentsrate satisfaction on a 7 pointscale in response to:'W e value youropinion.How w asyourexperience w ith us?' 
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DoIT O PERATIO N S:USER SERVICES -DEPARTM EN TAL SUPPO RT O VERVIEW 
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Departm entalSupport-Resolutions perM onth 
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FY 2022 FY 2023 FY 2024 FY 2025 FY 2026 
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*Endpoints PerTechnician 
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UserServicesTarget(85.0% ) 

**Custom erSatisfaction 

D oIT O PERATIO N S:U SER SERVICES -D EPARTM EN TAL SU PPO RT M ETRICS 

NOTES:*DS Endpointspertechnician calculation updated forFY2023 to include AIM S endpointsand technicians,including m obile devices. 
Previousyearsvaluesretained forhistoricalreference and do notinclude m obile devices.Updated calculation redefinestechnician asa person 
ratherthan based on hoursw orked,and includesnon-checkoutInfolab com putersasm anaged endpoints.Calculation updated annually.Updated 

January 2026. 
**Survey respondentsrate satisfaction on a 7 pointscale in response to:'W e value youropinion.How w asyourexperience w ith us?' 

11 



Service Target 

July 

% 

August 

% 

Septem ber 

% 

O ctober 

% 

N ovem ber 

% 

Decem ber 

% 

January 

% 

February 

% 

M arch 

% 

April 

% 

M ay 

% 

June 

% 

HRS-Human 
Resource 
System -Legacy 

99.00% 

SFS-Shared 
Financial 

System -Legacy 
99.00% 

SIS-Student 
Information 

System 
99.00% 

100.000% ★97.861% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 

100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 

100.000% 99.227% 99.775% 100.000% 100.000% 100.000% 100.000% 99.410% 100.000% ★56.817% ★98.911% 100.000% 

TargetColors 

★ Below Target Above Target 

DoIT O PERATIO N S:EN TERPRISE BUSIN ESS SYSTEM S SERVICE AVAILABILITY 
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DoIT O PERATIO N S:N ETW O RK SERVICES -W AN SERVICE AVAILABILITY 

Service Target 

Apr 

% 

M ay 

% 

Jun 

% 

UW M adison 99.900% 

UW La Crosse 99.900% 

UW Health 99.900% 

UW Green Bay 99.900% 

UW Eau Claire 99.900% 

100.000 100.000 100.000 

100.000 100.000 100.000 

100.000 100.000 100.000 

100.000 100.000 100.000 

100.000 100.000 100.000 

Service Target 

Apr 

% 

M ay 

% 

Jun 

% 

UW 
W hitewater 

99.900% 

UW Superior 99.900% 

UW Stout 99.900% 

UW Stevens 
Point 

99.900% 

UW Oshkosh 99.900% 

UW Colleges 
Extension 

99.900% 

100.000 100.000 100.000 

100.000 100.000 100.000 

100.000 100.000 100.000 

100.000 100.000 100.000 

100.000 100.000 100.000 

100.000 100.000 100.000 

Service Target 

Apr 

% 

M ay 

% 

Jun 

% 

UW 
M ilwaukee 

99.900% 

UW Parkside 99.900%

UW 
Platteville 

99.900% 

UW River 
Falls 

99.900% 

UW C Rock 
Co. 

99.900% 

100.000 100.000 100.000 

100.000 100.000 100.000 

100.000 100.000 100.000 

100.000 100.000 100.000 

100.000 100.000 100.000 

TargetColors 

Above Target 

-Availability isforw ired (notw i-fi)connectivity ateach institution.Availability calculated astotaluptim e /totaltim e perm onth.W ide Area 
N etw ork isconsidered dow n w hen com pletely disconnected from the system (i.e.both routersdow n at4-yearschools,the single routerdow n at 
2-yearschools).Any planned outagesare included in the calculations,som etim esm aking availability appearbelow com m ercialstandardsof99.9% 

or99.99% uptim e. 
-The 99.9% SLA rate w ith UW System isforunplanned outages;the figuresin thistable include alloutages–planned orunplanned.SLA faultshere 
(highlighted in RED)m ay notactually be an SLA agreem entfault. 
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Apr-26 M ay-26 Jun-26 

UW –M adison 
cam pus 

Avg (Gb/sec) 

M ax (Gb/sec) 

M in (Gb/sec) 

95th percentile ofusage (Gb/sec)

% offullcapacity (200Gbps) 

UW –M adison 
research 

Avg (Gb/sec) 

M ax (Gb/sec) 

M in (Gb/sec) 

95th percentile ofusage (Gb/sec)

% offullcapacity (300Gbps) 

Internet 
Exchange 

(M adIX) 

Avg (Gb/sec) 

M ax (Gb/sec) 

M in (Gb/sec) 

95th percentile ofusage (Gb/sec)

% offullcapacity (20Gbps) 

4.55 

19.00 

2.60 

48.50 

9.10 

5.55 

23.90 

2.50 

90.10 

11.10 

8.10 

30.30 

3.50 

72.40 

16.20 

28.57 

170.20 

12.40 

226.40 

85.70 

22.17 

117.30 

11.10 

172.40 

66.50 

23.50 

122.60 

33.90 

155.10 

70.50 

2.20 

0.96 

0.10 

1.40 

0.44 

2.36 

0.91 

0.16 

2.10 

0.47 

2.56 

0.97 

0.13 

1.70 

0.51 

IN 

Apr-26 M ay-26 Jun-26 

UW –M adison 
cam pus 

Avg (Gb/sec) 

M ax (Gb/sec) 

M in (Gb/sec) 

95th percentile ofusage (Gb/sec)

% offullcapacity (200Gbps) 

UW –M adison 
research 

Avg (Gb/sec) 

M ax (Gb/sec) 

M in (Gb/sec) 

95th percentile ofusage (Gb/sec)

% offullcapacity (300Gbps) 

Internet 
Exchange 

(M adIX) 

Avg (Gb/sec) 

M ax (Gb/sec) 

M in (Gb/sec) 

95th percentile ofusage (Gb/sec)

% offullcapacity (20Gbps) 

3.70 

13.70 

2.00 

38.20 

7.40 

3.55 

13.40 

1.90 

21.50 

7.10 

5.55 

21.50 

3.10 

57.40 

11.10 

49.43 

328.90 

10.40 

429.80 

148.30 

28.23 

173.90 

22.80 

306.00 

84.70 

31.20 

239.60 

31.60 

310.60 

93.60 

6.50 

2.60 

0.34 

4.40 

1.30 

6.50 

2.50 

0.35 

4.40 

1.30 

7.00 

2.60 

0.46 

3.40 

1.40 

OUT 

N OTES:Average (m ean)netw ork usage includes nightand w eekend readings oftypically m uch low ertraffi c. Averages forUW –M adison Cam pus InternetAccess and UW –M adison 
internetExchange w illlikely be low erin sum m erm onths than they are during the academ icyear. 
95th percentile usage isa m ore com m on industry standard than avg/m ax/m in form easuring utilization. 

A peering exchange,such as the M adison InternetExchange,enables netw orks to interconnectdirectly to each otherand exchange IP (Internet)traffi c. Peering is the exchange 
betw een tw o independentnetw orks forthe benefitofboth netw orks. 
The targetforW AN speeds is a capacity threshold instead ofa specified speed to m aintain.W hen 95th percentile speeds reach about45-55% ofcapacity,there is an engineering 
exploration to determ ine the cause ofincreased usage and w hetherincreased capacity is w arranted. 

DoIT O PERATIO N S:W AN SPEEDS -N ETW O RK SERVICES 
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Apr-26 M ay-26 Jun-26 

Fem rite 
UW –M adison 

DDN 

Avg (Gb/sec) 

M ax (Gb/sec) 

M in (Gb/sec) 

95th percentile ofusage (Gb/sec)

% offullcapacity (600Gbps) 

Fem rite UW 
SysN et 

Avg (Gb/sec) 

M ax (Gb/sec) 

M in (Gb/sec) 

95th percentile ofusage (Gb/sec)

% offullcapacity (200Gbps) 

O neneck 
UW –M adison 

DDN 

Avg (Gb/sec) 

M ax (Gb/sec) 

M in (Gb/sec) 

95th percentile ofusage (Gb/sec)

% offullcapacity (200Gbps) 

O neneck UW 
SysN et 

Avg (Gb/sec) 

M ax (Gb/sec) 

M in (Gb/sec) 

95th percentile ofusage (Gb/sec)

% offullcapacity (200Gbps) 

7.85 

98.50 

12.50 

150.20 

47.10 

6.93 

45.00 

12.00 

139.80 

41.60 

7.57 

81.90 

12.80 

117.40 

45.40 

0.06 

0.39 

0.02 

2.20 

0.12 

0.05 

0.29 

0.02 

2.70 

0.10 

0.08 

0.65 

0.03 

2.80 

0.16 

22.05 

73.80 

8.10 

102.30 

44.10 

16.85 

56.40 

9.20 

79.70 

33.70 

19.50 

64.80 

9.10 

86.60 

39.00 

1.15 

5.20 

0.32 

20.40 

2.30 

0.95 

4.50 

0.35 

14.60 

1.90 

1.05 

4.90 

0.33 

17.00 

2.10 

IN 

Apr-26 M ay-26 Jun-26 

Fem rite 
UW –M adison 

DDN 

Avg (Gb/sec) 

M ax (Gb/sec) 

M in (Gb/sec) 

95th percentile ofusage (Gb/sec)

% offullcapacity (300Gbps) 

Fem rite UW 
SysN et 

Avg (Gb/sec) 

M ax (Gb/sec) 

M in (Gb/sec) 

95th percentile ofusage (Gb/sec)

% offullcapacity (200Gbps) 

O neneck 
UW –M adison 

DDN 

Avg (Gb/sec) 

M ax (Gb/sec) 

M in (Gb/sec) 

95th percentile ofusage (Gb/sec)

% offullcapacity (100Gbps) 

O neneck UW 
SysN et 

Avg (Gb/sec) 

M ax (Gb/sec) 

M in (Gb/sec) 

95th percentile ofusage (Gb/sec)

% offullcapacity (200Gbps) 

6.27 

60.50 

13.10 

80.30 

37.60 

5.02 

28.60 

8.90 

62.60 

30.10 

5.42 

52.70 

9.50 

72.40 

32.50 

0.30 

0.94 

0.30 

1.70 

0.60 

0.31 

0.99 

0.46 

3.40 

0.62 

0.37 

1.10 

0.55 

2.20 

0.73 

29.65 

110.90 

15.00 

174.10 

59.30 

25.75 

89.90 

19.80 

153.40 

51.50 

30.45 

101.30 

20.70 

165.20 

60.90 

0.85 

3.90 

0.39 

7.20 

1.70 

0.75 

3.30 

0.38 

6.90 

1.50 

0.80 

3.40 

0.43 

6.30 

1.60 

OUT 

N O TES:Average (m ean)netw ork usage includes nightand w eekend readings oftypically m uch low ertraffi c. 
95th percentile usage isa m ore com m on industry standard than avg/m ax/m in form easuring utilization. 
The targetforW AN speeds is a capacity threshold instead ofa specified speed to m aintain.W hen 95th percentile speeds reach about45-55% ofcapacity,there is an engineering 

exploration to determ ine the cause ofincreased usage and w hetherincreased capacity is w arranted. 

DoIT O PERATIO N S:N ETW O RK SPEEDS -FEM RITE & O N EN ECK -N ETW O RK SERVICES 
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July August Septem ber October Novem ber Decem ber January February M arch April M ay June 

0 

20 

40 

60

In
ci
de
nt
s 45 

29 
34 30

54 58

36 33 36
43 
49 

30 

42 43
30 

50 
42 
32 
37

22 
27 29 25

50 50 
43 

31 
40 
33 
38 35 35 38

63 
56 

38 
47 

26 

41 
33 
39 43 47

33 
39 34 36

44 

Incident,Problem & Task Sum m ary 

DoIT O PERATIO N S:N S-FIELD SERVICES SUM M ARY 

Incidents,Problem s & Tasks LastFourM onths 

M arch April M ay June 

N etw ork Access 

O ther 

Grand Total 44 

2 

42 

33 

1 

32 

33 

1 

32 

38 

4 

34 

Incidents 

N etw ork Access 

W ireless 

O ther 

Grand Total 14 

1 

13 

22 

1 

10 

11 

47 

9 

28 

10 

39 

12 

18 

9 

Problem s 

Tasks 63 35 41 52 

20 

40 

60

Pr
ob
le
m

 s
 

33 
19 
35 

12 

49 
65 57

14 

36 37

13 

34 
20 

42 

13 

30 
37 36 29

14 
26 
16 14 11

45 

22 27 
15 

33 
22 16 18 

37 
27 
12 

39 33
16 
32 
47 

21 
35 35 

22 
35 
46 

21 14

NOTES:Incident,Problem and Task countsare pulled directly from W iscIT (Pow ered byCherw ell)asincidents,problem sand tasks 
ow ned by Field Servicesteam s. 
Row stitled "W ireless" include both the UW Netand eduroam netw orks. 

FY 2023 

FY 2024 

FY 2025 

FY 2026 

50 

100 

150 

Ta
sk
s

70 
51 

7277 6559 
84 

122 

46536164 5554 
7377 

4145 57 
72 

49636053 40 
647165 

41 
6660 71 

52686977 

41 

776761 
35 

656558 635755 
71 
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Service Target 

July 

% 

August 

% 

Septem ber 

% 

October 

% 

N ovem ber 

% 

Decem ber 

% 

January 

% 

February 

% 

M arch 

% 

April 

% 

M ay 

% 

June 

% 

Bucky Backup 99.00% 

CCAS -Cam pus Card Access System 99.50% 

CCI-Virtualization 99.50% 

Cam pus Video Security 99.90% 

Electronic ReportDistribution and 
Printing (Cypress) 

98.00% 

Life-Safety Building Environm ental 
Controland Fire Alarm M onitoring 

99.90%

M icrosoftDatabase Hosting 99.00% 

PCI-Infrastructure 99.50% 

SA-Infrastructure 99.90% 

Storage 99.90% 

W iscIT 99.50% 

100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 

100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 

99.586% 99.785% 100.000% 100.000% 100.000% 100.000% 99.807% ★97.135% 100.000% 100.000% 100.000% 100.000% 

100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 

99.933% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 

100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 

100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 

100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 

100.000% 100.000% 100.000% 99.953% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 

100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 100.000% 

100.000% 100.000% 100.000% 100.000% ★99.227% ★0.000% ★0.000% ★0.000% ★95.343% 99.889% 100.000% ★99.007%

TargetColors 

★ Below Target Above Target 

DoIT O PERATIO N S:SYSTEM S EN GIN EERIN G AN D O PERATIO N S SERVICE AVAILABILITY 
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DoITOPERATIONS:SOLUTIONSENGINEERING SYSTEMSMANAGEMENTSUMMARY 
ForJune,FY2026 

SLAAvailability% Target 

Windows 

Linux 99.95 

99.95 

Availability% ofTotalTime 

99.94 

100.00 

NumberofServersManaged ServiceRequests ServersperFTE 

166.0 

137.0 

93 

52 

582 

273 243[128-421] 

200[115-387] 

2026GartnerMedian 
[Interquartilerange] 

SLAAvailabilityTarget 

AtorAboveAvailabilityTarget 

Below AvailabilityTarget 

PSaaS(PeopleSoftasaService) 

Cybersecurity 

IdentityandAccessManagement 

StudentApplications 

SysNet 

SFS,HRS 

WebPlatform Services 

Imaging 

NetworkServices 

EndpointManagement      20 

     21 

     23 

     27 

     29 

     31 

     34 

     62 

     70 

     80 

TopConsumersByServerCount 
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July August September October November December January February March April May June 

0 

100 

200 

In
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de
nt
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11
0

 

93
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6 13
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5
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7

 

10
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4 14
4

 

14
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8

 

12
0

 

11
0

 

79
 11
5

 

11
1

 

76 79
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 13
3

 

10
8

 

10
5

 

96

11
8

 

12
5

 

12
0

 

91 10
0

 

11
2
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4

 

95

11
5

 

10
0

 

77 90 10
4 13
8

 

10
4

 

94 10
1

 

10
0 12
2

 

97
 

Incident&Problem Summary 

DoITOPERATIONS:OPERATIONSENGINEERING INCIDENT& PROBLEM SUMMARY 

Incidents&ProblemsLastFourMonths 

March April May June 

NetworkAccess 

Wireless 

Other 

GrandTotal 122 

3 

3 

116 

104 

3 

3 

98 

100 

5 

95 

114 

9 

7 

98 

Incidents 

NetworkAccess 

ServerCertificates 

Wireless 

Other 

GrandTotal 59 

16 

43 

51 

2 

5 

1 

43 

51 

2 

11 

38 

64 

13 

3 

48 

Problems 

0 

50 

100 

Pr
ob
le
m
s

 

44
 

78
 

73
 

70 77 80
 98

 

81
 

68
 91

 

66 69 72
 90

 

78
 

71

83
 

60 66
 

53
 

81
 

44 53

65

77
 

52
 77 79

 

72
 

46

56
 81

91
 

59
 

87
 

64
 

10
2

 

91
 

59
 

51
 71

84
 

77
 

51
 71

 90
 

90
 

59
 

NOTES:Incidentcountsarepulleddirectlyfrom WiscIT(PoweredbyCherwell)asincidentstouchedbytheOpEngTeam 
Rowstitled"Wireless"containdataforbothUWNetandeduroam networks. 

FY2023 

FY2024 

FY2025 

FY2026 
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DoITOPERATIONS:SYSTEMS&NETWORKCONTROLCENTER 

March April May June 

Boreas 

CampusNetwork 

UW SysNET 

OtherDoITTechnicalServices 

GrandTotal 139 

42 

5 

89 

3 

130 

52 

4 

64 

10 

148 

50 

9 

82 

7 

108 

34 

5 

63 

6 

*FourMonthSNCCProblemsWorkedSummary 

July August September October November December January February March April May June 

FY
20
23

 

FY
20
24

 

FY
20
25

 

FY
20
26

 

FY
20
23

 

FY
20
24

 

FY
20
25

 

FY
20
26

 

FY
20
23

 

FY
20
24

 

FY
20
25

 

FY
20
26

 

FY
20
23

 

FY
20
24

 

FY
20
25

 

FY
20
26

 

FY
20
23

 

FY
20
24

 

FY
20
25

 

FY
20
26

 

FY
20
23

 

FY
20
24

 

FY
20
25

 

FY
20
26

 

FY
20
23

 

FY
20
24

 

FY
20
25

 

FY
20
26

 

FY
20
23

 

FY
20
24

 

FY
20
25

 

FY
20
26

 

FY
20
23

 

FY
20
24

 

FY
20
25

 

FY
20
26

 

FY
20
23

 

FY
20
24

 

FY
20
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20
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FY
20
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12
5
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3 11
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1
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2

 13
8
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8
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4

 

93
 

11
4
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3

 

89
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6 12
6

 

11
3

 

11
1

 

11
1

 

10
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11
7

 

14
2

 

12
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12
3

 

14
7

 

11
5

 

15
3

 

12
0

 13
4

 

10
6

 

14
1

 

14
5

 

14
1

 

10
0

 

16
0

 

SEO OutageSummary 

*Ifblank,zeroproblemsrequiredSNCCmanagement. 

ReportingmethodologyupdatedforAprilFY21reporttocountdistinctproblemsthatrequiredSNCCinteraction(viaJournalsattached 
toproblems)inamonth,ratherthanthenumberofnew problemscreated. 
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April2024 August2024 December2024 April2025 August2025 December2025 April2026 August2026 December2026 April2027 August2027 

0 

50 

100 

150 

200 

250 

300 

350 

400 

450 

500 

Po
w
er
D
em
an
d
(K
W
)

 

113.1 

114.2 

111.4 

112.3 
105.2103.0 

80.080.080.080.080.080.080.080.080.080.080.080.080.080.080.080.080.080.080.080.080.080.080.080.080.0 

7.87.87.87.87.87.87.66.05.96.16.66.86.86.76.77.27.27.17.37.36.86.77.06.96.76.87.68.48.17.4 

200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0 

135.5134.5133.5132.5131.5130.9 123.6122.0118.5

79.079.077.776.5 81.481.681.281.580.679.077.073.673.272.473.5 

500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0 

443.6440.1436.6433.1429.6 423.8 

441.3434.0432.9
416.1411.0413.7

399.4 
386.1379.8 

389.0389.0
378.0 

391.4 
377.0369.8 

353.2
361.5358.6362.5 

342.2343.9 
332.6 

317.7310.8 

450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0 

242.2239.8237.4235.0232.6225.3 
237.7237.2236.9236.9 

263.2262.6262.7261.5258.4 

234.6234.6238.3238.1235.9234.4 
240.9241.0240.4238.9 244.3 239.6241.3 235.4233.2 

DOITOPERATIONS:DATA CENTER POWER USAGE AND FORECAST 

Actual Forecast Limit Dayton OneNeck Femrite MFCB 

21 



DOIT OPERATIONS:DATA CENTER SPACE USAGE AND FORECAST 
Dayton 

Currentin Use 

RU 

Forecasted RU 

(12 m onth) 

0K 

1K 

2K 

3K 

4K 

5K 

6K 

7K 

8K 

9K 

Sp
ac
e

 in
 RU

 

1,796 

2,448 
2,516 -RU Lim it 

71.38% 97.30% 

OneNeck 

Currentin Use 

RU 

Forecasted RU 

(12 m onth) 

1,822 1,830 

3,285 -RU Lim it 

55.46% 55.71% 

M FCB 

Currentin Use 

RU 

Forecasted RU 

(12 m onth) 

1,410 1,409 

RU Lim it-2,475 

56.97% 56.93% 

DET Data Center 

Currentin Use 

RU 

Forecasted RU 

(12 m onth) 

694 702 

1,350 -RU Lim it 

51.41% 52.00% 

Total 

Currentin Use 

RU 

Forecasted RU 

(12 m onth) 

5,722 

6,389 

9,626 -RU Lim it 

59.44% 66.37% 

RU = Rack Units 
Usage and one yearforecastatthe conclusion of June,FY 2026. 
RU Lim itsare currentvalues. 

W ARF rem oved Novem berFY25. 
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FY2025 FY2026 

Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May 

$0 

$500,000 

$1,000,000 

($132,885)
$433,904 

$430,793 

$264,049 $345,743 ($276,811) 
($73,901) 

$48,395 

$369,537 
$633,587 

$1,054,852 $1,073,849 

$326,520 

$448,139 

$579,772 
$421,984 

$428,301 $436,785$18,997 $21,893 

$709,109 $778,399$797,037 $800,293 
$673,776 

($18,638)$75,522 

$648,270

($64,367) 

$599,875 
$420,380 $378,466 

($126,517) 

$354,315$353,962$306,870 

*Revenue,NetIncome,andDeficit/AccrualLast12Months 

Rolling12 

$81,480 

FY2026YTD 

$214,365 

AccruedBalance 

$648,270 
NetIncometotals: 
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Annual-TotalJobs 

AverageOn-TimePercentagebyStream 

April May June 

B -WSB DPC 
E-ExtensionDPC 
F-OffsetPrint 
J-DigitalColor 
K-Contract 
M -SchoolofHumanEcologyDPC 
S-LargeFormat 
X-DigitalBlack 100.00% 

100.00% 
100.00% 
100.00% 
100.00% 
100.00% 
100.00% 
100.00% 

100.00% 
100.00% 
100.00% 
100.00% 
100.00% 
100.00% 
100.00% 
100.00% 

100.00% 
100.00% 
100.00% 
100.00% 
100.00% 
100.00% 
100.00% 
100.00% 

TotalJobReruns TotalCostReruns 

April 

May 

June 0 

0 

0 

0 

0 

0 

Avg.RealRework 

0 

0 

0 

DOITOPERATIONS:DIGITALPUBLISHING & PRINTING SERVICES 

FY2024 

FY2025 

FY2026 

TotalRevenue 

Deficit/AccruedBalance 

NetIncome 

*Valuesaredisplayedasofthebeginningof  June,FY2026.WorkdayhasintroducedanadditionallaginobtainingNetIncomeand 

Deficit/AccruedBalancedata. 

AtorAbove99.90% ReworkInformation 
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HeliocampusAC 

Canvas 

Kaltura 

OtherLearn@UW Services 

TotalLearn@UW Services 122 

9 

8 

100 

5 

176 

17 

16 

135 

8 

100.0% 

9.6% 

10.1% 

65.8% 

14.5% 

228 

22 

23 

150 

33 ★62.5%

★74.1%

★50.0%

★52.9%

★69.6% 79.1%

★60.0%

100.0% 

81.1% 

97.6% 

100.0% 

96.8% 

100.0% 

All 
Incidents 

% of 
Incidents 

Incidents 
CreatedbyHD 

Resolved 
byHD 

*HD % 
Resolution 

**FirstContact 
ResolutionRate 

***Customer 
Satisfaction 

ATTargets: 
HD % ResolutionbyService 

HeliocampusAC-70% 
Canvas-85% 
Kaltura-85% 
OtherLearn@UW Services-75% 
TotalLearn@UW Services-85% 

2026GartnerMetrics: 
FirstContactResolution 

★ Below 70%
Atorabove70% 

UserServicesTarget: 
CustomerSatisfaction 

Atorabove85.0% 
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ATLearn@UW ServicesAnnualHelp DeskContacts 

Help DeskResolutionRatesforATLearn@UW ServicesDuring June 

DoITOPERATIONS:ACADEMIC TECHNOLOGY SERVICES OVERVIEW 

NOTES:*HD % Resolution=incidentsresolvedbytheHelpDeskratherthanbeingescalatedtoaspecificserviceteam .The   HD % Resolutiontargetsfor 
ATServiceswerederivedbytakingtheaverageHD % Resolutionsfrom thepasttwoyearsforATLearn@UW Services. 
**FirstContactResolutionhasbeendefinedasaphoneincidentopenedbytheHelpDeskandresolvedbytheHelpDesk,withinonehouroftheincident 

beingcreated.Asonlyphoneincidentsarelookedatthismetricmaybeblankifnophoneincidentswerereportedforthatserviceduringtheprevious 
month. 
***Surveyrespondentsratesatisfactionona7pointscaleinresponseto:'Wevalueyouropinion.How wasyourexperiencewithus? 

OtherLearn@UW Servicesinclude   AtomicAssessments,AtomicAssessmentsQuizzingTool,Engage,Honorlock,Piazza,ACAR (Pressbooks,Storyline, 
LearningLocker,Grassblade,GeneralContentAuthoring),TopHat,Turnitin,UDOIT 
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Active Canvas Com pliance orInstitutionalTraining Courses 
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Active for-creditCanvas Courses 

DoIT OPERATIONS:ACADEM IC TECHNOLOGY -CANVAS M ETRICS 

Each academ icterm a Canvascourse shelliscreated forevery for-creditcourse offered at 

UW –M adison."Active" Canvascoursesare those m anually activated by an instructor. 

FY 2023 

FY 2024 

FY 2025 

FY 2026 
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Fall2019 Spring 2020 Fall2020 Spring 2021 Fall2021 Spring 2022 Fall2022 Spring 2023 Fall2023 Spring 2024 Fall2024 Spring 2025 Fall2025 Spring 2026

0K 

10K 

20K 

30K 

40K 

11,761 11,809 

18,780 
16,735 

20,770 
17,980 

26,906 
24,500 

26,919 26,438 

32,939 

28,871 

37,424 

33,480 

Students Enrolled in Courses U sing e-Texts 

Fall2019 Spring 2020 Fall2020 Spring 2021 Fall2021 Spring 2022 Fall2022 Spring 2023 Fall2023 Spring 2024 Fall2024 Spring 2025 Fall2025 Spring 2026 

0M 

1M 

2M 

$1,046,453 

$825,176 

$1,113,289 $1,040,334 $1,051,108 

$1,457,137 

$1,665,019 $1,683,392 $1,677,064 
$1,797,635 

$2,267,061 $2,215,595 

$2,484,649 
$2,297,738 

Engage e-Texts and D igitalLearning Tools Savings overListPrice forPrintTextbooks 

D oIT O PERATIO N S:ACAD EM IC TECH N O LO G Y -EN G AG E E-TEXTS AN D D IG ITAL LEARN IN G TO O LS M ETRICS 

Since spring 2018,lessthan 1% ofstudents have opted outofusing neitheran eTextnora publisher 
bundled digitallearning toolw hen given the option. 

Enrollm entcountsare notunique. A studentin 3 coursesusing Engage eTexts is represented as3 
studentenrollm ents. 

Costsavingsare based on the diff erence betw een publishers’retailpricesforprinttextbooksand the 
price ofdigitalm aterialsm ade available through Unizin. 
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Incidents Resolved by CyberSecurity O perations Center(Phishing excluded) 

July August Septem ber October Novem ber Decem ber January February M arch April M ay June 
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Phishing Incidents Resolved by CyberSecurity O perations Center 

D oIT O PERATIO N S:CYBERSECU RITY -CYBERSECU RITY O PERATIO N S CEN TER 

Incidentsnoted are from allsources.Phishing casesinclude spam ,and are autogenerated via userreporting to abuse@ w isc.edu. 

The previousm ethodology forreported phishing em ailshasbeen tem porarily stopped due to new em ailsecurity toolsbeing 
im plem ented on cam pus,beginning AprilFY23.The new toolshave altered the w ay phishing em ailsare reported. 
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ServiceName Dept. 

FY2026 

Q1 Q2 Q3 Q4 
1Password** CS 
12twenty** AT 
AANTS NS 
AdvisingGateway AT 
Aloha US 
BAS-BuildingAutomationSystemsandControls SEO 
Blue** AT 
BSN@Home AIS 
CACS-CampusAccessControlSystem SEO 
CampusActiveDirectory AIS 
Canvas** AT 
ChildCareTuitionAssistanceProgram (CCTAP) AIS 
CiscoContactCenter NS 
CiscoVoiceMail NS 
CommitteeTracker AIS 
CriticalInfrastructureActiveDirectory AIS 
DHCP NS 
DNS NS 
ElectronicReportDistributionandPrinting(Cypress)SEO 
EnterpriseContentManagementService(ECMS) AIS 
EnterpriseCRM (Salesforce)** EBS 
FASTAR -MILER EBS 
FLAS AIS 
FPM SimpleK SEO 
GitlabRepositoryServices AIS 
HelioCampusAC** AT 
HonorLock** AT 
HousingAdministrationApplications EBS 
HRS-HumanResourceSystem-Lite EBS 
IAM ReverseProxy AIS 
KidsKare AIS 
LearningLocker** AT 
LegalFiles SEO 
Low CodeSolutions-BettyBlocks** EBS 
Low CodeSolutions-Kuali** EBS 
MadisonReverseProxy AIS 
Manifest AIS 
McBurney-AIM DataSync AIS 
MPH ApplyProgram AIS 
NetID AccountManagement AIS 
NetID IdP AIS 
NetID Multi-FactorAuthentication(MFA)** AIS 
NetID Radius AIS 
ObservEd** AT 
OHR -CriminalBackgroundCheck(CBC) AIS 
PCI-Infrastructure SEO

VVV
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V
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V
PP
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VVVV
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ServiceName Dept. 

FY2026 

Q1 Q2 Q3 Q4 
PeopleSoftasaService(PSaaS) EBS 
Pressbooks** AT 
PSaaS-UWCOL EBS 
PSaaS-UWEAU EBS 
PSaaS-UWGBY EBS 
PSaaS-UWLAC EBS 
PSaaS-UWMIL EBS 
PSaaS-UWOSH EBS 
PSaaS-UWPLT EBS 
PSaaS-UWPRK EBS 
PSaaS-UWRVF EBS 
PSaaS-UWSTO EBS 
PSaaS-UWSTP EBS 
PSaaS-UWSUP EBS 
PSaaS-UWWTW EBS 
RestrictedResearchDrive SEO 
SelectAgent-Infrastructure SEO 
SFS-SharedFinancialSystem-Lite EBS 
SharedDrive(File) SEO 
SharedGovernanceDistricts AIS 
SIS-StudentInformationSystem EBS 
SOAR AdvisingModule(SAM) AT 
SOAR ReservationSystem AIS 
StudyAbroad2.0 AIS 
System ActiveDirectory AIS 
TerraDotta** EBS 
Transportation-TRON AIS 
TurnItIn** AT 
UHSWebHelpDesk SEO 
UW System ProxyIdP AIS 
UWP1Service EBS 
UWPDR Service AIS 
VCFA Transportation-PAS AIS 
VCFA UHSSHIPHPAD AIS 
VMS-VideoManagementService SEO 
WebandMobileSolutionsSupport AIS 
WebHosting AIS 
WiscIT US 
WisconsinFederation(WAYF) AIS 
WiSH -WisconsinScholarshipHub** EBS

P P P P 
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P P P P 
P P P 
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P 
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Overa llPassFail 

Pass (P) VendorM anaged (V) 

FY2026 

Q1 Q2 Q3 Q4 
***Completionrate 69%76%65%89%

D oIT O PERATIO N S:H IG H RISK D ATA BACKU P AN D RESTO RE TESTIN G 

N OTE:Data updated through 7/2/2026 

NOTES: *Indicatesservicesin the End ofService Life (EoSL)state thatare notyetfully decom m issioned. 
**Service hasa High Risk Data flag setto "Yes-Vendor" - thisservice containshigh-risk data,butisoutside ofUW controldue to being vendor-m anaged and notincluded in com pletion rate.Starting Q3 FY24,these are denoted 
via the VendorM anaged (V)label. 
***Com pletion rate representsthe percentofservicesoperated by DoIT thatcontain high risk data and have auditrecordsattached perquarter.Q1 = July 1 -Sept30,Q2 = Oct1 -Dec31,Q3 = Jan 1 -M ar31,Q4 = Apr1 -June 30 
ContentsreflectDoIT operated TechnicalServicesin the CM DB m arked asHigh Risk atthe end ofJune FY 2026.Deactivated/decom m issioned servicesare notincluded.Blanksindicate an auditrecord hasnotbeen com pleted for 
the service. 
Pass(P)-Backupsare occurring atleastevery 28 days,and a testrestore can be dem onstrated every 90 days. 
Fail(F)-Backupsare NOT confirm ed to be occurring atleastevery 28 days,and/ora testrestore CANNOT be dem onstrated to have been done every 90 days. 

28 



D oIT O PERATIO N S:IN CID EN T AG IN G REPO RT N O TE:O pen incidents analyzed through 07/05/2026

LessThan 2 Days Between 2 Days and 2 W eeks Between 2 W eeksand 1 M onth Between 1 M onth and 1 Year Greaterthan 1 Year 

AIS 
AT 
CTO 

Cybersecurity 
DoIT Com m unications 
DoIT HR 
EBS 
FS 
Non-DoIT team s 
NS 
PPM O 

SEO 
US 
Other 
Grand Total 1,039 
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Age ofO pen Incidents by Departm ent 
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TotalO pen Incidents by Age (days) 

N ew Aging Incidentprocess initiated Sept20,2021,including a one-tim e resolution eventof~5500 inactive incidents as partof 

im plem entation. M edian age ofincidents resolved during im plem entation w as 578 days,and m ean value w as 566.5 days.This data 
excludes repaircases from open incidents. 
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D oIT O perations ReportM onthly U pdates 

N o updates this m onth 
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Department 

AIS 

W PS-ClientEngagem ent W iscW eb CM S Review 

W iscW eb CM S D evelopers W iscW eb CM S W eb Accessibility Testing Tools W eb Accessibility U W Know ledgeBase U W D igitalID U D S Identity Reconciliation U D S Identity M anagem ent 

StudentApps-O ther Shared W eb H osting Shared Tools Shared H osting ServerCertifi cate Service N etID -Login-Radius N etID -Login (Radius) N etID -Login N etID -AcctAdm in M yU W -Infrastructure 

M yU W -Feedback M yU W -AdvisorView M yU W -Adm in M yU W M ulti-FactorAuthentication M iddlew are Tem p M iddleW are M anifest-G rouping Em ail M anifest-G rouping M anifestG rouping Em ail 

IAM EIS-D ept ECS-Equipm entCheckouts ECRT ECM S AIS-D ept AD I-W eb and M obile Solutions AD I-InternalApps AD I-IA StudentD ata Integration AD I-Apps forRegistrar Active D irectory 

AT 

Stream ing M edia PTE Support O U A -Academ ic System s M oodle LU W M AD -M ediaD elivery LU W M AD -M edia LU W M AD -LM S 

LU W M AD -LAA LU W M AD -ContentAuth LU W M AD -Collaboration LTG H elpD esk LTD E LS LSS Team LinkedIn Learning Life-Long Learners Lecture Capture Service Learning Technology Consultations 

Learn@ U W -M adison Learn@ U W U tility-Technical Learn@ U W U tility Kaltura-U W SA D igitalM edia Center D igitalAccessibility CurricularH ub Course Search and Enroll-StudentServices 

Course Resources Course Proposal Course G uide Blackboard Collaborate AT-TRAD AT-LS-M U M AA AT-D ept Advising G atew ay Academ icSystem s-LIRA Academ icSystem s Academ ic System s-Linux 

CTO Electronic Lab N otebooks 

Cybersecurity Security-Tools Security-PAM Security-O CIS 

Security-IT Access Security-H RS Attestation Security-G RC Security-D ept Security-CSO C Review Security-BAD G IRT Security-Authorize Security Incident Security Q ualys Scan LastPass 

D oIT Com m unications D oITw ebpages D oITfeedbk CO O -D ept Com m unications-D ept Com m unications CIO -D ept 

D oIT H R D oIT H R Staff D oIT H R Payrolland Benefi ts D oIT H R In Progress D oIT H R H RS D oIT H R D irector D oIT H R Assistants 

EBS 
SIS-Registrar SIS-Finances SIS-Cam pusCm m unity SIS-Adm issions SIS Shared FinancialSys Batch Shared FinancialSys Shared FinancialD BA Resource 25 Interactive Reporting 

InfoAccess H yperion D eactivation H RS D BA H R Apps-G eneral FASTAR D BA ERP Adm in EPCS D RM T-Tools D RM T-InfoAccess D RM T-Enterprise Tools D RM T-D BA D RM T-D atabase 

D RM T-D ata Tools D RM T-All AD I-StudentApps AD I-M ainfram e AD I-H RIS-Infrastructure AD I-FinancialServices AD I-Em ployee Apps AD I-D ept AD I-Collaborative AD I-Budget AD IEA Budget 

FS FS-STAR FS-D ept FS-Accounting Financial-Purchasing e-Reim bursem ent D oIT Property Control Com m on Bus Sys CBS/STAR O nboarding 

NS SA-N S N S-W AN N S-Voice-Legacy N S-Voice-EU C N S-Voice-Cisco N S-Voice-Cellular N S-Voice N S-Video N S-PCI 

N S-O pEng-M onitoring N S-O pEng N S-Layer4 N S-Firew all N S-Field Services-Voice N S-Field Services N S-D ept N S-Cisco-W ebex N S-Cam pus N S-Apps AAN TS N S-App Adm ins N etw ork Svcs-Invtry 

PM O AD I-PM O 

SEO 

SN CC-System s M anagem ent SN CC-Sysops SN CC-SysN et SN CC-N TN -N D SN CC-N etw ork SharedD rive 

SEO -M ainfram e SEO -Firew all SEO -D ept SE-W indow s SE-Virtualization SE-Storage Team SE-Solaris SE-O SX SE-Linux SE-D SA SE-D atabase SE-CriticalInfrastructure SE-BuckyBackup Support 

SE-Audit SE-AIX SE-AD SE SA-Virtualization SA-SE ReportD istribution Public Cloud PCIH osting M ainfram e Job Scheduling-U W SA M ainfram e Job Scheduling ITSM Team 

H RS Tim e Clocks H ostm aster EventM gr(M onitoring) D oIT D igitalPublishing & Printing D C Team -N oInstallD ecom m D C Team D C Access CSSC Building M aintenance CriticalInfrastructure 

Confi g M gr Change M gr CCI-Virtualization CAS-U W D igitalID (M FA) CAS-U W D igitalID (Certifi cates) CAS-U W D igitalID CAS-ReportD istribution Cam pusN etw orkServers CAB ASE-Virtualization 

US 

Zoom W iscM ail/W iscCal W iscM ail W iscList-Adm in W iscIT Test W iscIT Team 

W iscIT StudentLeads W iscIT Requests W iscIT Reporting W iscIT G overnance W iscChat U W -M adison G oogle Apps U W -M adison Box U W M adison PCI U S-Service D esk U S-RepairSoftw are 

U S-RepairPrinter U S-RepairPickup (H SLC) U S-RepairPickup (Com p Sci) U S-RepairPickup (333 ECM ) U S-RepairParts U S-RepairInternal U S-RepairH ardw are U S-RepairBilling U S-PM Softw are 

U S-PM M ath&StatsPKG S U S-PM H ardw are U S-PM D ell U S-PM Apple U S-PM U S-M etrics and D ata U S-Infolabs Kiosks U S-H elp D esk U W CEO EL Support U S-H elp D esk U W C/EX Support 

U S-H elp D esk Tools U S-H elp D esk SM PH Support U S-H elp D esk Service Changes U S-H elp D esk O perations U S-H elp D esk Internal U S-H elp D esk H D Q A U S-H elp D esk Em ailTest U S-H elp D esk Em ail 

U S-H elp D esk EAST D S U S-H elp D esk EAST U S-H elp D esk D evelopm ent U S-H elp D esk Closure U S-H elp D esk ALF/PAF U S-H elp D esk U S-D S SO AR U S-D S Service Leads U S-D S SelectAgentLabs 

U S-D S SEAM U S-D S SAS U S-D S PCI U S-D S O perations U S-D S O ffi ce 365 O SC U S-D S Kiosks U S-D S G D S Student U S-D S EndpointM anagem ent U S-D S EM S U S-D S D esktop W G N H S 

U S-D S D esktop U CO M M -U M ARK U S-D S D esktop RSO U S-D S D esktop D oIT U S-D S D esktop D EM U S-D S D esktop Contract U S-D S D esktop Bascom U S-D S Big Fix U S-D S Application Support 

U S-D S Andover U S-D S U S-D ept Tech Store Sys D ev Tech Store L2 Tech Store Service D iscovery SA-RaD S RaD S RepairInternal Q ualtrics Survey PointofSale PCS-Shared H osting 

PCS-o365 Service D elivery PCS-D ept PC Recycling O 365 Technical/Functional O 365 Service D elivery O 365 Feature Requests Logistics KB Site H elpdesk InfoLabs Support G oPrint D oodle Support 

DoIT IN CIDEN T AGIN G REPO RT -TECH N ICAL N O TES -W ISCIT TEAM S PER DEPARTM EN T 

N on-D oIT team s 

W iscAlerts (Tech) W isc.edu/Alerts.w isc.edu 

U W SH R-H R U W SC Z-AG U W SC W RS U W SC Training U W SC Tim e and Labor U W SC TAM U W SC Security U W SC Reporting U W SC Reconciliation and Reporting U W SC Reconciliation 

U W SC Payroll U W SC H R U W SC Finance U W SC EPM U W SC Com m unications U W SC CAT U W SC BERT U W SC Benefi ts Recon U W SC Benefi ts U W SC AG 3 Support U W SC AG 3 U W SC AG 2 Support 

U W SC AG 2 U W SC AG 1 Support U W SC AG 1 U W SC Adm inistrative Support U W SC Absence M anagem ent U W -M adison Com m unications Tableau Studentand Faculty Center SM PH LAR 

SM PH CIT SEO SM PH CIT Security SM PH CIT N etw ork SM PH CIT Ed Tech SM PH CIT D esktop Support SM PH CIT CAVS SM PH CIT Apps D ev SM PH CIT RO -StudentCenterand CS&E PIFinancialTool 

PFP-Parentand Fam ily Program H SLC H ousing H ealth SciLearning EXT-W ordPress EXT-H elp D esk EXT-Enterprise Apps EXT-Ed Tech Eloqua CAVR-Cam pus and VisitorRelations AIM S H elp D esk 

U W Service Center M adison Benefi ts Services -Processing M adison Benefi ts Services -Counseling M adison Benefi ts Services Bus Svc-Purchasing Bus Svc-M D S 
U W SS U W SS Service D elivery PY U W SS Service D elivery H R U W SS Service D elivery BN 

O ther Allrem aining W iscIT Team s ow ning aging incidents
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DoIT O PERATIO N S:TECH N ICAL N O TES 

Help Desk 
HD:W alk-in created incidents are considered H elp D esk incidents beginning in FY20 due to the m ergerbetw een form erTech Store (Service D esk)and the H elp D esk that began on July 1st, 
2019. 
HD-Overview :Costpercontact FY19 w illbe used due to a six m onth m inim um to calculate the G artnerbenchm ark.2018 H D IBenchm arks w illbe used untilthe release of2019 num bers. 
HD-Benchm ark Details:FirstContactResolution forH elp D esk U serServices has been defi ned as an incidentopened by the H elp D esk and resolved by the H elp D esk,w ithin one hourofthe 
incidentbeing created. 

Departm entalSupport 
DS-Overview : Totalnum berofendpoints thathave been verifi ed via IBM BigFix:w ithin the past45 days as of11/5/2019 

SEO 
Active & UrgentVulnerabilities:N um berofactive vulnerabilities w ith a severity of4 or5 

FinancialServices 
Average num berofDays to Pay:E-reim bursem ent:Length oftim e,in days,from pointthatthe requests enterthe FinancialServices queue to reim bursem entpaym entto the em ployee.N ote: 
this is a m etric m easured by cam pus,so w e are using cam pus average as a pointofcom parison. 
Days from SFS Close to CBS Close is the am ountofdays from Cam pus Financialclose to D oIT CBS close. 
Days from CBS Close to M anagem entReport is the am ountofdays from D oIT CBS close to the D oIT M anagerReport fi nalization. 

Cybersecurity 
Cybersecurity Operation Center:Includes the follow ing categories w ith noted exclusions: Com prom ised Credentials;Copyright(excl.Cam pus N etw ork H ousing subcategories);CSO C; D N S 

Block Request;D uo Fraud;e-D iscovery;Investigation (excl.M issing Person);Phishing;Suspicious Activity Report (excl.Shadow server). 

N etw ork Services 
Field Services:Tasks are m ost com m only netw ork jack activations orm odifi cations,and can be in support ofIncidents,Problem s orChanges. 

DDN -Distributed DatacenterNetw ork:The netw ork that serves to connect the various data centers across the U W M adison cam pus,plus D D N sites atFem rite and O neneck. 
UW SysNet:The U W System N etw ork is the internetservice providerto allofthe 13 4yrU niversities,theirbranch locations,and som e W PR locations. 
Canvas active course: A canvas shell is created for every course offered at UW–Madison. “Active” courses have been manually activated by an instructor.
Canvas for-credit courses: Dependent upon local instructional and administrative needs, some Canvas courses serve multiple course sections while other academic courses have individual
Canvas courses for each course section.
Canvas – UW–Madison’s single, centrally-supported Learning Management System.
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D oIT O PERA TIO N S:TECH N ICAL N O TES 

D igitalPublishing and Printing Services D efi nitions 

Rew ork:W ork that needs to be reprinted due to operatorerrororm iscom m unication from internalstaff . 
Average Rew ork percentage: D erived percentage oftotaljobs requiring rew ork. 
Sales:M onthly revenue from sale ofprintand printrelated projects. 
Jobs: Totalnum berprintand print related projects perm onth. 
Average on-tim e percentage by stream : Percentage ofprojects perproduction category com pleted by custom ernegotiated deadline. 

Category D efi nitions 

N etID AccountM anagem ent: Passw ord resets and N etID change requests 
O ffi ce 365:Supportfor@ w isc.edu em ailand M icrosoft A pps 
UW C/EX Support:A ny incidentfrom a Colleges orExtensions user 
Referrals:U nsupported services referred to otherdepartm ents 
GeneralDepartm entalSupport:Incidents from departm entally supported users 
BadgIRT:Incidents regarding security disabled accounts 
PointofSale (Tech Store):A ny incidentregarding the Tech Store 
Cam pus N etw ork:Connectivity issues to U W -N etand device registration 
Learn@ UW -Canvas M adison:Support to U W -M adison students & staff w ith Canvas 
M ulti-FactorAuthentication (M FA):Supportto U W -M adison students,faculty,and staff w ith the M FA 
Learn@ UW :A suite ofcentrally-supported technologies forinstructionalusage;used by instructors and/orstudents. Learn@ U W includes the services reported on the previous page and other 
learning technologies... 
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