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GARTNERMETRICS 

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 

Factorsinfluencingdatathismonth;Asidentifiedandprovidedbydataowners. 

Notesdefiningandprovidingcontexttothedata. 

InterquartileHighlighting 

2026Gartnermedian 

Interquartileboundary 

Gartnermedian 
Interquartil erange
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DoIT OPERATIONS:APPLICATIONS INFRASTRUCTURE SERVICES SERVICE AVAILABILITY 

Last12 m onths 

Service Target 

April 

% 

May 

% 

June 

% 

July 

% 

August 

% 

September 

% 

October 

% 

November 

% 

December 

% 

January 

% 

February 

% 

March 

% 

APIManager 99.00% 

EnterpriseContent 
ManagementServices(ECMS) 

99.00% 

GitlabRepositoryServices 99.00% 

KnowledgeBase(KB) 99.00% 

MyUW Madison 99.00% 

NetIDIdP 99.90% 

WebHosting 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% 99.79% 100.00% 100.00% ★61.28% ★34.72% 100.00% 99.94% 99.94% 99.51% 100.00% 100.00% 

★97.65% 100.00% 100.00% 100.00% 100.00% 100.00% ★97.59% 100.00% 100.00% 99.98% 99.72% 100.00% 

99.39% 100.00% 100.00% 99.16% 100.00% 100.00% 100.00% ★98.06% 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% 

99.78% 100.00% 100.00% 100.00% 99.37% 99.82% 99.86% 100.00% 100.00% 99.71% 100.00% 99.54% 

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

TargetColors 

★ Below Target AboveTarget 
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93.4% 

96.9% 

87.4% 

92.1% 

96.3% 

97.3% 

95.0% 80.4% 97.1% 

M ulti-FactorAuthentication(M FA) 

NetID AccountM anagem ent 543 

923 

578 

948 

30.1% 

49.2% 

583 

954 

AllIAM Incidents 1,487 1,555 100.0% 1,896 

All 
Incidents 

% of 
Incidents 

Incidents 
CreatedbyHD 

Resolved 
byHD 

*HD % 
Resolution 

**FirstContact 
ResolutionRate 

***Custom er 
Satisfaction IAM Target: 

HD % Resolution 

Atorabove85.0% 

2026GartnerM etrics: 
First ContactResolution 

Atorabove70% 

IAM Target: 
Custom erSatisfaction 

Atorabove85.0% 
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IAM ServicesAnnualHelpDeskContacts 

HelpDeskResolutionRatesforIAM ServicesDuringM arch 

DoITOPERATIONS:APPLICATION INFRASTRUCTURE SERVICES-IAM SERVICESOVERVIEW 

NOTES:*HD% Resolution=incidentsresolvedbytheHelpDeskratherthanbeingescalatedtoaspecificserviceteam 
**FirstContactResolutionhasbeendefinedasaphoneincidentopenedbytheHelpDeskandresolvedbytheHelpDesk,withinonehourofthe 
incidentbeingcreated.Asonlyphoneincidentsarelookedatthismetricmaybeblankifnophoneincidentswerereportedforthatserviceduring 

thepreviousmonth. 
***Surveyrespondentsratesatisfactionona7pointscaleinresponseto:'W evalueyouropinion.How wasyourexperiencewithus? 
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GitlabRepositoryServices 

KnowledgeBase(KB) 

M yUW M adison/System 

W ebHosting 

W iscW eb 7 

2 

41 

1 

1 

20 

3 

44 

2 

6 

7.1% 

4.0% 

3.2% 

4.4% 

0.5% 

104 

59 

47 

65 

7 16.7% 

50.0% 

93.2% 

66.7% 

★35.0% 100.0% 

100.0% 

81.8% 

100.0% 

100.0% 

100.0% 

100.0% 

All 
Incidents 

% of 
Incidents 

Incidents 
CreatedbyHD 

Resolved 
byHD 

*HD % 
Resolution 

**FirstContact 
ResolutionRate 

***Custom er 
Satisfaction 

AIS-W PSTargets: 
HD % ResolutionbyService 

GitlabRepositoryServices-15% 
KnowledgeBase(KB)-10% 
M yUW M adison/System -85% 
W ebHosting-5% 
W iscW eb-45% 

2026GartnerM etrics: 
FirstContactResolution 

Atorabove70%

W PSServicesTarget: 
Custom erSatisfaction 

Atorabove85.0% 
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90 

167 
127 
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119 

188 

277 

430 

106 
134 

273 
295 

100 95 

304 
259 

88 94 

210 
263 

53 
85 

131 

202 

100 
142 

252 

373 

89 91 

186 

251 

75 
119 

316 

244 

118 

205 

271 

103 

202 183 

100 

181 
151 

W PSServicesAnnualHelpDeskContacts 

HelpDeskResolutionRatesforW PSServicesDuringM arch 

DoITOPERATIONS:APPLICATION INFRASTRUCTURE SERVICES-W EB PLATFORM SERVICESOVERVIEW 

NOTES:*HD% Resolution=incidentsresolvedbytheHelpDeskratherthanbeingescalatedtoaspecificserviceteam 
**FirstContactResolutionhasbeendefinedasaphoneincidentopenedbytheHelpDeskandresolvedbytheHelpDesk,withinonehourofthe 
incidentbeingcreated.Asonlyphoneincidentsarelookedatthismetricmaybeblankifnophoneincidentswerereportedforthatserviceduring 

thepreviousmonth. 
***Surveyrespondentsratesatisfactionona7pointscaleinresponseto:'W evalueyouropinion.How wasyourexperiencewithus? 
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DoITOPERATIONS:USER SERVICES-HELPDESKOVERVIEW 

FY2022 FY2023 FY2024 FY2025 FY2026 
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93.6% 94.5% 95.2% 95.0% 94.7% 

UserServicesTarget(85.0%) 

Custom erSatisfaction 

FY2022 FY2023 FY2024 FY2025 FY2026 

0.0% 
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4.0% 
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8.0% 
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4.0% 
4.6% 4.6% 4.7% 4.6% 

2026GartnerMedian(8.0%) 

4.0% 

12.0% 

HelpDeskAbandonm entRate 

NOTES:Surveyrespondentsratesatisfactionona7pointscaleinresponseto:"W evalueyouropinion.How wasyourexperiencewithus?" 
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FY2022 FY2023 FY2024 FY2025 FY2026 
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82.8% 
84.1% 82.9% 83.7% 84.9% 

2026GartnerM edian(70.0%) 

61.0% 

80.0% 

*HelpDeskAverageFirstContactResolution 

FY2022 FY2023 FY2024 FY2025 FY2026 

0.0% 

10.0% 

20.0% 

30.0% 

40.0% 

50.0% 
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93.2% 93.2% 92.1% 93.1% 92.6% 

UserServicesTarget(85.0%) 

**HelpDeskAverageResolutionRate 

DoITOPERATIONS:USER SERVICES-HELPDESKOVERVIEW 

NOTES:*FirstContactResolutionforHelpDeskUserServiceshasbeendefinedasaphoneincidentopenedbytheHelpDeskandresolvedbythe 
HelpDesk,withinonehouroftheincidentbeingcreated. 
**HelpDeskAverageResolution:definedasaphoneincidentopenedanywhereandresolvedbytheHelpDesk. 
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M ulti-FactorAuthentication(M FA) 

Referrals 

M icrosoft365 

NetID AccountM anagem ent 

DoITDepartm entalSupport,GeneralCom puter 

DoITDepartm entalSupport,Software 

HelpDeskSupport,Com puterLendingProgram 

HelpDeskSupport,INFORM ATION 

Canvas,Learn@ UW -CanvasM adison 

HelpDeskSupport,PERSONALSOFTW ARESUPPORT 85 
96 
132 
147 
154 
136 
543 
498 
664 
923 

0.7% 
1.4% 
1.2% 
1.2% 
1.6% 
3.2% 
4.9% 
5.0% 
5.9% 
8.0% 

86 
121 
142 
147 
179 
191 
578 
579 
707 
948 

98.8% 
★78.5% 

93.0% 
99.3% 
85.5% 
★71.2% 

93.4% 
85.3% 
93.8% 
96.9% 

92.9% 
94.1% 
93.8% 
94.4% 
75.8% 
80.2% 
87.4% 
82.5% 
91.4% 
92.1% 

UserServicesTarget:HD % Resolution 

★ Below 85.0% Atorabove85.0% 

2026GartnerM etrics:First ContactResolution 

Atorabove70% 
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HelpDeskAnnualContacts 

HELP DESKRESOLUTION RATESFOR TOP SUPPORTED SERVICESIN M ARCH 

Incidents 
CreatedbyHD 

% ofTotalIncidents 
created 

ResolvedbyHD *HD % Resolution 
**FirstContact 
ResolutionRate 

NOTES:*HD% Resolution=incidentsresolvedbytheHelpDeskratherthanbeingescalatedtoaspecificserviceteam 
**FirstContactResolutionhasbeendefinedasaphoneincidentopenedbytheHelpDeskandresolvedbytheHelpDesk,withinonehour 
oftheincidentbeingcreated.Asonlyphoneincidentsarelookedat,thismetricmaybeblankifnophoneincidentswerereportedforthat 

serviceduringthepreviousmonth. 
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M icrosoft365 

UW -M adisonZoom 

Box 

GoogleW orkspaceforEducation 

CloudFax 

Qualtrics 16 

2 

39 

34 

36 

498 

18 

4 

47 

48 

40 

579 

4.1% 

1.1% 

7.6% 

10.1% 

5.1% 

72.0% 

34 

9 

64 

85 

43 
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88.9% 

★50.0% 

★83.0% 

★70.8% 

90.0% 

85.3% 

100.0% 

85.7% 

★62.5% 

★50.0% 

82.5% 

100.0% 

95.2% 

★57.1% 

93.7% 

All 
Incidents 

% of 
Incidents 

Incidents 
CreatedbyHD 

Resolved 
byHD 

*HD % 
Resolution 

**FirstContact 
ResolutionRate 

***Custom er 
Satisfaction 

UserServicesTarget: 
HD% Resolution 

★ Below 85.0% 

Atorabove85.0% 

2026GartnerM etrics: 
First ContactResolution 

★ Below 70% 

Atorabove70% 

UserServicesTarget: 
Custom erSatisfaction 

★ Below 85.0% 

Atorabove85.0% 

DoITOPERATIONS:USER SERVICES-PRODUCTIVITYAND COLLABORATIVESOLUTIONSSERVICESOVERVIEW 
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PCSServicesAnnualHelpDeskContacts 

HelpDeskResolutionRatesforPCSServicesDuringM arch 

NOTES:*HD% Resolution=incidentsresolvedbytheHelpDeskratherthanbeingescalatedtoaspecificserviceteam 
**FirstContactResolutionhasbeendefinedasaphoneincidentopenedbytheHelpDeskandresolvedbytheHelpDesk,withinonehourofthe 
incidentbeingcreated.Asonlyphoneincidentsarelookedatthismetricmaybeblankifnophoneincidentswerereportedforthatserviceduring 

thepreviousmonth. 
***Surveyrespondentsratesatisfactionona7pointscaleinresponseto:'W evalueyouropinion.How wasyourexperiencewithus?' 
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DoITOPERATIONS:USER SERVICES -DEPARTM ENTALSUPPORTOVERVIEW 
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Departm entalSupport-ResolutionsperM onth 
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FY2022 FY2023 FY2024 FY2025 FY2026 
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UserServicesTarget(85.0%) 

**Custom erSatisfaction 

DoITOPERATIONS:USER SERVICES-DEPARTM ENTALSUPPORTM ETRICS 

NOTES:*DSEndpointspertechniciancalculationupdatedforFY2023toincludeAIMSendpointsandtechnicians,includingmobiledevices. 
Previousyearsvaluesretainedforhistoricalreferenceanddonotincludemobiledevices.Updatedcalculationredefinestechnicianasaperson 
ratherthanbasedonhoursworked,andincludesnon-checkoutInfolabcomputersasmanagedendpoints.Calculationupdatedannually.Updated 

January2026. 
**Surveyrespondentsratesatisfactionona7pointscaleinresponseto:'W evalueyouropinion.How wasyourexperiencewithus?' 
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Service Target 

April 

% 

M ay 

% 

June 

% 

July 

% 

August 

% 

Septem ber 

% 

October 

% 

Novem ber 

% 

Decem ber 

% 

January 

% 

February 

% 

M arch 

% 

HRS-Human 
Resource 
System -Legacy 

99.00% 

SFS-Shared 
Financial 
System -Legacy 

99.00% 

SIS-Student 
Information 

System 
99.00% 

UWBI(Business 
Intelligence) 

98.00% 

100.000% ★96.944% 100.000% 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% 

99.762% 99.756% 100.000% 100.000% 99.227% 99.775% 100.000% 100.000% 100.000% 100.000% 99.410% 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 

★ Below Target AboveTarget 

DoITOPERATIONS:ENTERPRISE BUSINESS SYSTEM S SERVICE AVAILABILITY 
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DoITOPERATIONS:NETW ORK SERVICES -W AN SERVICE AVAILABILITY 

Service Target 

Jan 

% 

Feb 

% 

Mar 

% 

UW Co lleges 
Extension 

99.900% 

UW EauClaire 99.900% 

UW GreenBay 99.900% 

UW Health 99.900% 

UW LaCrosse 99.900% 

UW M adison 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 

Jan 

% 

Feb 

% 

M ar 

% 

UW 
W hitewater 

99.900% 

UW Superior 99.900% 

UW Stout 99.900% 

UW Stevens 
Point 

99.900% 

UW Oshkosh 99.900% 

UW 
M ilwaukee 

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 

Jan 

% 

Feb 

% 

M ar 

% 

UW Parkside 99.900% 

UW 
Platteville 

99.900% 

UW River 
Falls 

99.900% 

UW CRock 
Co. 

99.900% 

UW C 
W aukesha 

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 

AboveTarget 

-Availabilityisforwired(notwi-fi)connectivityateachinstitution.Availabilitycalculatedastotaluptime/totaltimepermonth.W ideArea 
Networkisconsidereddownwhencompletelydisconnectedfrom thesystem (i.e.bothroutersdownat4-yearschools,thesinglerouterdownat 
2-yearschools).Anyplannedoutagesareincludedinthecalculations,sometimesmakingavailabilityappearbelow commercialstandardsof99.9% 

or99.99% uptime. 
-The99.9% SLAratewithUW System isforunplannedoutages;thefiguresinthistableincludealloutages–plannedorunplanned.SLAfaultshere 
(highlightedinRED)maynotactuallybeanSLAagreementfault. 

13 



Jan-26 Feb-26 M ar-26 

UW –M adison
cam pus 

Avg(Gb/sec) 

M ax(Gb/sec) 

M in(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offullcapacity(200Gbps) 

UW –M adison
research 

Avg(Gb/sec) 

M ax(Gb/sec) 

M in(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offullcapacity(300Gbps) 

Internet 
Exchange 

(M adIX) 

Avg(Gb/sec) 

M ax(Gb/sec) 

M in(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offullcapacity(20Gbps) 

8.40 

32.40 

2.90 

102.30 

16.80 

9.40 

33.40 

3.10 

43.90 

18.80 

6.80 

32.00 

2.10 

84.10 

13.60 

31.37 

296.60 

17.80 

418.00 

94.10 

32.40 

294.10 

26.60 

317.80 

97.20 

22.00 

285.70 

13.00 

337.40 

66.00 

3.10 

1.20 

0.10 

10.30 

0.62 

3.17 

1.40 

0.11 

3.50 

0.63 

3.55 

1.60 

0.16 

6.60 

0.71 

IN 

Jan-26 Feb-26 M ar-26 

UW –M adison 
cam pus 

Avg(Gb/sec) 

M ax(Gb/sec) 

M in(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offullcapacity(200Gbps) 

UW –M adison 
research 

Avg(Gb/sec) 

M ax(Gb/sec) 

M in(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offullcapacity(300Gbps) 

Internet 
Exchange 

(M adIX) 

Avg(Gb/sec) 

M ax(Gb/sec) 

M in(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offullcapacity(20Gbps) 

6.70 

27.70 

4.20 

44.10 

13.40 

9.70 

41.80 

3.40 

158.30 

19.40 

10.30 

44.10 

2.40 

74.80 

20.60 

19.60 

113.40 

10.90 

198.60 

58.80 

16.90 

90.10 

19.30 

178.10 

50.70 

17.27 

87.40 

14.80 

165.40 

51.80 

7.00 

2.50 

0.44 

3.70 

1.40 

7.00 

2.60 

0.43 

4.60 

1.40 

7.50 

3.50 

0.38 

6.30 

1.50 

OUT 

NOTES:Average(mean)networkusageincludesnightandweekendreadingsoftypicallymuchlowertraffi c.AveragesforUW –M adisonCampusInternetAccessandUW –M adison 
internetExchangewilllikelybelowerinsummermonthsthantheyareduringtheacademicyear. 
95thpercentileusageisamorecommonindustrystandardthanavg/max/minformeasuringutilization. 

Apeeringexchange,suchastheM adisonInternetExchange,enablesnetworkstointerconnectdirectlytoeachotherandexchangeIP(Internet)traffi c.Peeringistheexchange 
betweentwoindependentnetworksforthebenefitofbothnetworks. 
ThetargetforW AN speedsisacapacitythresholdinsteadofaspecifiedspeedtomaintain.W hen95thpercentilespeedsreachabout45-55% ofcapacity,thereisanengineering 
explorationtodeterminethecauseofincreasedusageandwhetherincreasedcapacityiswarranted. 

DoITOPERATIONS:W AN SPEEDS-NETW ORKSERVICES 
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Jan-26 Feb-26 M ar-26 

Fem rite 
UW –M adison 

DDN 

Avg(Gb/sec) 

M ax(Gb/sec) 

M in(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offullcapacity(600Gbps) 

Fem riteUW 
SysNet 

Avg(Gb/sec) 

M ax(Gb/sec) 

M in(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offullcapacity(200Gbps) 

Oneneck 
UW –M adison 

DDN 

Avg(Gb/sec) 

M ax(Gb/sec) 

M in(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offullcapacity(200Gbps) 

OneneckUW 
SysNet 

Avg(Gb/sec) 

M ax(Gb/sec) 

M in(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offullcapacity(200Gbps) 

6.77 

79.70 

11.10 

109.70 

40.60 

6.37 

73.60 

12.70 

108.40 

38.20 

6.07 

78.60 

9.10 

114.10 

36.40 

0.06 

0.11 

0.03 

2.90 

0.11 

0.04 

0.13 

0.03 

3.00 

0.09 

0.07 

0.61 

0.03 

2.70 

0.13 

18.55 

63.10 

8.40 

89.90 

37.10 

13.15 

45.60 

7.40 

65.90 

26.30 

12.05 

45.40 

7.50 

61.40 

24.10 

0.95 

4.30 

0.31 

13.50 

1.90 

0.85 

4.00 

0.32 

8.50 

1.70 

0.85 

4.20 

0.31 

9.90 

1.70 

IN 

Jan-26 Feb-26 M ar-26 

Fem rite 
UW –M adison 

DDN 

Avg(Gb/sec) 

M ax(Gb/sec) 

M in(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offullcapacity(300Gbps) 

Fem riteUW 
SysNet 

Avg(Gb/sec) 

M ax(Gb/sec) 

M in(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offullcapacity(200Gbps) 

Oneneck 
UW –M adison 

DDN 

Avg(Gb/sec) 

M ax(Gb/sec) 

M in(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offullcapacity(100Gbps) 

OneneckUW 
SysNet 

Avg(Gb/sec) 

M ax(Gb/sec) 

M in(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offullcapacity(200Gbps) 

6.42 

61.80 

11.10 

82.70 

38.50 

4.78 

46.60 

9.50 

60.10 

28.70 

4.27 

43.00 

6.30 

59.10 

25.60 

0.39 

1.20 

0.57 

7.10 

0.78 

0.36 

0.95 

0.19 

1.80 

0.72 

0.36 

1.10 

0.19 

2.60 

0.73 

24.40 

88.40 

20.10 

117.90 

48.80 

21.80 

75.90 

17.70 

129.70 

43.60 

21.00 

80.20 

17.10 

120.30 

42.00 

0.75 

3.20 

0.38 

7.10 

1.50 

0.60 

2.70 

0.38 

3.60 

1.20 

0.60 

2.90 

0.32 

6.40 

1.20 

OUT 

NOTES:Average(mean)networkusageincludesnightandweekendreadingsoftypicallymuchlowertraffi c. 
95thpercentileusageisamorecommonindustrystandardthanavg/max/minformeasuringutilization. 
ThetargetforW AN speedsisacapacitythresholdinsteadofaspecifiedspeedtomaintain.W hen95thpercentilespeedsreachabout45-55% ofcapacity,thereisanengineering 

explorationtodeterminethecauseofincreasedusageandwhetherincreasedcapacityiswarranted. 

DoITOPERATIONS:NETW ORKSPEEDS-FEM RITE& ONENECK-NETW ORKSERVICES 
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July August September October November December January February March 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 

51 
42 

32 
37 

22 
27 29 25 

51 50 
43 

31 

43 
33 

39 35 
43 38 

63 
56 

38 
47 

26 

41 39 43 47 
39 34 36 

Incident,Problem & TaskSum m ary 

DoITOPERATIONS:NS-FIELD SERVICESSUM M ARY 

Incidents,Problem s& TasksLastFourM onths 

December January February M arch 

NetworkAccess 

Other 

GrandTotal 38 

4 

34 

43 

5 

38 

43 

3 

40 

51 

4 

47 

Incidents 

NetworkAccess 

W ireless 

Other 

GrandTotal 39 

12 

18 

9 

18 

1 

3 

14 

15 

7 

8 

11 

1 

3 

7 

Problem s 

Tasks 52 41 40 50 

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 

21 
35 35 35 

46 

21 

NOTES:Incident,Problem andTaskcountsarepulleddirectlyfrom W iscIT(PoweredbyCherwell)asincidents,problemsandtasks 
ownedbyFieldServicesteams. 
Rowstitled"W ireless"includeboththeUW Netandeduroam networks. 

FY2023 

FY2024 

FY2025 

FY2026 

50 

100 

150 

Ta
sk

s
 

70 
51 

7277 6559 
84 

122 

46536164 5554 
7377 

4145 57 
72 

50 
636053 40 

647165 
41 

6660 71 
52 

686977 77 6761 656558 5755 
71 
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Service Target 

April 

% 

May 

% 

June 

% 

July 

% 

August 

% 

September 

% 

October 

% 

November 

% 

December 

% 

January 

% 

February 

% 

March 

% 

BuckyBackup 99.00% 

CCAS-CampusCardAccessSystem 99.50% 

CCI-Virtualization 99.50% 

CampusVideoSecurity 99.90% 

ElectronicReportDistributionand 
Printing(Cypress) 

98.00% 

Life-SafetyBuildingEnvironmenta l 
ControlandFireAlarm Monitoring 

99.90% 

MicrosoftDatabaseHosting 99.00% 

PCI-Infrastructure 99.50% 

SA-Infrastructure 99.90% 

Storage 99.90% 

WiscIT 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% 

99.995% 100.000% 99.979% 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% 99.803% 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% 99.830% 100.000% 100.000% 100.000% 100.000% 100.000% ★99.227% ★0.000% ★0.000% ★0.000% ★95.343% 

TargetColors 

★ Below Target AboveTarget 

DoITOPERATIONS:SYSTEMS ENGINEERING AND OPERATIONS SERVICE AVAILABILITY 

AWiscIToutagewaspostedinFebruarythatwasretroactivelybackdatedtoDecember1st2025 

andclosedMarch2nd2026.  Theoutagewastoinform usersthatthechangecalendarwould 
generateanerrorwhenaccessedviathewebclient.  Thechangecalendarwasstillaccessible 

withoutissueviathedesktopclientandeveryotheraspectoftheservicewasavailableduring 
thistime. 
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DoITOPERATIONS:SOLUTIONSENGINEERING SYSTEMSMANAGEMENTSUMMARY 
ForMarch,FY2026 

SLAAvailability% Target 

Windows 

Linux 99.95 

99.95 

Availability% ofTotalTime 

99.50 

100.00 

NumberofServersManaged ServiceRequests ServersperFTE 

192.0 

151.0 

62 

90 

576 

302 243[128-421] 

200[115-387] 

2026GartnerMedian 
[Interquartilerange] 

SLAAvailabilityTarget 

AtorAboveAvailabilityTarget 

Below AvailabilityTarget 

PSaaS(PeopleSoftasaService) 

Cybersecurity 

IdentityandAccessManagement 

SFS,HRS 

StudentApplications 

SysNet 

WebPlatform Services 

Imaging 

NetworkServices 

VCRGE      21 

     23 

     23 

     27 

     31 

     34 

     42 

     61 

     70 

     83 

TopConsumersByServerCount 

FirewallissuescontinuetopreventtwoWindowsservers 
from properlycheckinginwithNagioswhileremaining 
otherwiseoperational,leadingtothoseservers 
underreportingtheiruptime. 

18 



July August September October November December January February M arch April M ay June 
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77 90 10
4 13

8
 

94 10
1

 

10
0

 

97
 

Incident& Problem Sum m ary 

DoITOPERATIONS:OPERATIONSENGINEERING INCIDENT& PROBLEM SUM M ARY 

Incidents& Problem sLastFourM onths 

December January February M arch 

NetworkAccess 

Wireless 

Other 

GrandTotal 113 

9 

7 

97 

91 

5 

7 

79 

105 

7 

4 

94 

98 

11 

4 

83 

Incidents 

NetworkAccess 

ServerCertificates 

Wireless 

Other 

GrandTotal 64 

13 

3 

48 

81 

2 

17 

2 

60 

79 

2 

11 

3 

63 

65 

2 

7 

56 

Problem s 

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

71

84
 

77
 

71
 90

 

90
 

NOTES:Incidentcountsarepulleddirectlyfrom W iscIT(PoweredbyCherwell)asincidentstouchedbytheOpEngTeam 
Rowstitled"Wireless"containdataforbothUW Netandeduroam networks. 

FY2023 

FY2024 

FY2025 

FY2026 
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DoITOPERATIONS:SYSTEMS&NETWORKCONTROLCENTER 

December January February March 

Boreas 

CampusNetwork 

MUFN 

NorthernTier 

UW SysNET 

OtherDoITTechnicalServices 

GrandTotal 108 

34 

5 

63 

6 

152 

55 

3 

1 

3 

87 

3 

140 

37 

5 

2 

93 

3 

121 

31 

3 

2 

79 

6 

*FourMonthSNCCProblemsWorkedSummary 

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

FY
20
23

 

FY
20
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FY
20
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FY
20
26

 

FY
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FY
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FY
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FY
20
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FY
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23
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24

 

FY
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FY
20
26

 

FY
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23
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24
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25

 

FY
20
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FY
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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
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FY
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8
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93
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3

 

89
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3
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11
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 14
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11
5

 

12
0 13
4

 

10
6

 

14
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14
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0

 

SEO OutageSummary 

*Ifblank,zeroproblemsrequiredSNCCmanagement. 

ReportingmethodologyupdatedforAprilFY21reporttocountdistinctproblemsthatrequiredSNCCinteraction(viaJournalsattached 
toproblems)inamonth,ratherthanthenumberofnew problemscreated. 
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March2024 July2024 November2024 March2025 July2025 November2025 March2026 July2026 November2026 March2027 July2027 

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 

80.080.080.080.080.080.080.080.080.080.080.080.080.080.080.080.080.080.080.080.080.080.080.080.0 

6.06.06.06.06.05.96.16.66.86.86.76.77.27.27.17.37.36.86.77.06.96.76.87.68.48.17.47.7 

200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0200.0 

126.0125.0124.0123.0122.0118.5

79.079.077.776.5 81.481.681.281.580.679.077.073.673.272.473.573.4 

500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0500.0 

448.0444.5441.0437.5434.0432.9
416.1 411.0413.7

399.4 
386.1 379.8 

389.0389.0
378.0 

391.4 
377.0 369.8 

353.2 
361.5358.6362.5 

342.2343.9 
332.6 

317.7 310.8310.5

450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0450.0 

246.8244.4242.0239.6237.2236.9236.9 

263.2262.6262.7261.5258.4

234.6234.6238.3238.1235.9234.4240.9241.0240.4238.9 244.3 239.6241.3 235.4233.2230.4 

DOITOPERATIONS:DATA CENTER POW ER USAGEAND FORECAST 

Actual Forecast Limit Dayton OneNeck Femrite MFCB 
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DOITOPERATIONS:DATA CENTER SPACEUSAGE AND FORECAST 
Dayton 

CurrentinUse 

RU 

ForecastedRU 

(12month) 

0K 

1K 

2K 

3K 

4K 

5K 

6K 

7K 

8K 

Sp
ac
e
in
RU

 

808 

578 

2,472-RU Limit 

32.69% 23.38% 

OneNeck 

CurrentinUse 

RU 

ForecastedRU 

(12month) 

1,044 

580 

3,285-RU Limit 

31.78% 17.66% 

MFCB 

CurrentinUse 

RU 

ForecastedRU 

(12month) 

165 138 

RU
 Li
m
it
-4
50

 

36.67% 30.67%

DETDataCenter 

CurrentinUse 

RU 

ForecastedRU 

(12month) 

520 

284 

1,350-RU Limit 

38.52% 21.04%

Total 

CurrentinUse 

RU 

ForecastedRU 

(12month) 

2,537 

1,580 

7,557-RU Limit 

33.57% 20.91% 

Duetoabackendchange,thismonth'sforecastedRU 
valuesarenotaccurate.  Weanticipatethiswillbe 
correctedfornextmonth'sreport. 

RU =RackUnits 
Usageandoneyearforecastattheconclusionof  March,FY2026. 
RU Limitsarecurrentvalues. 

WARFremovedNovemberFY25. 
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FY2025 FY2026 

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

$0 

$500,000 

$1,000,000 

($19,442) ($574) $180,530 
($132,885) 

$386,259 

$566,789 $433,904$367,175 $385,593 

$609,558 
$430,793 

$386,833 

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

$369,537 
$633,587 

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

$326,520 

$448,139 

$579,772 
$421,984 

$778,399$797,037 $800,293 

$21,893$18,997$75,522 

$709,109 

($18,638)($64,367) 

$420,380 $378,466 $353,962$306,870 

*Revenue,NetIncome,andDeficit/AccrualLast12Months 

Rolling12 

$394,017 

FY2026YTD 

$239,871 

AccruedBalance 

$800,293 
NetIncometotals: 
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Annual-TotalJobs 

AverageOn-TimePercentagebyStream 

January February March 

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 

January 

February 

March 776 

0 

0 

1 

0 

0 

Avg.RealRework 

0 

0 

0 

DOITOPERATIONS:DIGITALPUBLISHING & PRINTING SERVICES 

FY2024 

FY2025 

FY2026 

TotalRevenue 

Deficit/AccruedBalance 

NetIncome 

*Valuesaredisplayedasofthebeginningof  March,FY2026.WorkdayhasintroducedanadditionallaginobtainingNetIncomeand 

Deficit/AccruedBalancedata. 

AtorAbove99.90% ReworkInformation 
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Heliocam pusAC 

Canvas 

Kaltura 

OtherLearn@ UW Services 

TotalLearn@ UW Services 123 

11 

12 

96 

4 

163 

20 

16 

121 

6 

100.0% 

9.2% 

9.2% 

73.8% 

7.9% 

229 

21 

21 

169 

18 ★66.7% 

★78.5% 

★75.0% 

★55.0% 

★75.2% 85.7% 

★33.3% 

★66.7% 

94.1% 

★50.0% 

92.9% 

100.0% 

89.8% 

All 
Incidents 

% of 
Incidents 

Incidents 
CreatedbyHD 

Resolved 
byHD 

*HD % 
Resolution 

**FirstContact 
ResolutionRate 

***Custom er 
Satisfaction 

ATTargets: 
HD % ResolutionbyService 

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

2026GartnerM etrics: 
FirstContactResolution 

★ Below 70% 

Atorabove70% 

UserServicesTarget: 
Custom erSatisfaction 

Atorabove85.0% 
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1,000 

107 125140144 186 

509 

225 
281 

457 
578 

454 
563 

231 201261 294
164 

885 

159 183 166 183
281 290 308 

359 330
399 

193 202215253 
146 131181 180 166 205 186 188 211251 

129 
213 218

ATLearn@ UW ServicesAnnualHelpDeskContacts 

HelpDeskResolutionRatesforATLearn@ UW ServicesDuringM arch 

DoITOPERATIONS:ACADEM ICTECHNOLOGY SERVICESOVERVIEW 

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

beingcreated.Asonlyphoneincidentsarelookedatthismetricmaybeblankifnophoneincidentswerereportedforthatserviceduringtheprevious 
month. 
***Surveyrespondentsratesatisfactionona7pointscaleinresponseto:'W evalueyouropinion.How wasyourexperiencewithus? 

OtherLearn@ UW Servicesinclude AtomicAssessments,AtomicAssessmentsQuizzingTool,Engage,Honorlock,Piazza,ACAR(Pressbooks,Storyline, 
LearningLocker,Grassblade,GeneralContentAuthoring),TopHat,Turnitin,UDOIT 

24 



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

25
 

FY
20

23
 

FY
20

24
 

FY
20

25
 

FY
20

23
 

FY
20

24
 

FY
20

25
 0 

500 

1000 

1500 

1,
12

3
 

1,
18

6
 

84
5 96

9

1,
00

3
 

1,
14

5
 

1,
19

7
 

87
1 1,
02

9
 

1,
16

9
 

1,
21

0
 

87
9 1,
03

4
 

1,
11

7
 

1,
21

4
 

88
7 1,
04

2
 

1,
11

5
 

1,
22

0
 

89
4 1,
05

0
 

1,
12

3
 

1,
22

9
 

89
1 1,

05
8

 

1,
14

1
 

1,
23

8
 

90
4 1,
07

3
 

1,
14

4
 

1,
23

9
 

91
7 1,
08

1
 

1,
15

5
 

1,
24

6
 

92
6 1,
08

5
 

1,
16

1
 

93
2 1,

10
7

 

1,
16

3
 

95
3 1,

11
9

 

1,
16

8
 

96
1

ActiveCanvasCom plianceorInstitutionalTrainingCourses 
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Activefor-creditCanvasCourses 

DoITOPERATIONS:ACADEM ICTECHNOLOGY-CANVASM ETRICS 

Eachacademicterm aCanvascourseshelliscreatedforeveryfor-creditcourseofferedat 

UW–Madison."Active"Canvascoursesarethosemanuallyactivatedbyaninstructor. 

FY2023 

FY2024 

FY2025 

FY2026 
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Fall2019 Spring2020 Fall2020 Spring2021 Fall2021 Spring2022 Fall2022 Spring2023 Fall2023 Spring2024 Fall2024 Spring2025 Fall2025 Spring2026 

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 

StudentsEnro lledinCoursesUsinge-Texts 

Fall2019 Spring2020 Fall2020 Spring2021 Fall2021 Spring2022 Fall2022 Spring2023 Fall2023 Spring2024 Fall2024 Spring2025 Fall2025 Spring2026 

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 

Engagee-TextsandDigitalLearningToolsSavingsoverListPriceforPrintTextbooks 

DoITOPERATIONS:ACADEM ICTECHNOLOGY-ENGAGEE-TEXTSAND DIGITALLEARNING TOOLSM ETRICS 

Sincespring2018,lessthan1% ofstudentshaveoptedoutofusingneitheraneTextnorapublisher 
bundleddigitallearningtoolwhengiventheoption. 

Enrollmentcountsarenotunique.Astudentin3coursesusingEngageeTextsisrepresentedas3 
studentenrollments. 

Costsavingsarebasedonthedifferencebetweenpublishers’retailpricesforprinttextbooksandthe 
priceofdigitalmaterialsmadeavailablethroughUnizin. 
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IncidentsResolvedbyCyberSecurityOperationsCenter(Phishingexcluded) 
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PhishingIncidentsResolvedbyCyberSecurityOperationsCenter 

DoITOPERATIONS:CYBERSECURITY-CYBERSECURITYOPERATIONSCENTER 

Incidentsnotedarefrom allsources.Phishingcasesincludespam,andareautogeneratedviauserreportingtoabuse@ wisc.edu. 

Thepreviousmethodologyforreportedphishingemailshasbeentemporarilystoppedduetonew emailsecuritytoolsbeing 
implementedoncampus,beginningAprilFY23.Thenew toolshavealteredthewayphishingemailsarereported. 
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ServiceName Dept.
FY2025 

Q4 

FY2026 

Q1 Q2 Q3 
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 
FASTAR-MILER EBS 
FLAS AIS 
FPM SimpleK SEO 
GitlabRepositoryServices AIS 
HelioCampusAC** AT 
HonorLock** AT 
HousingAdministrationApplications EBS 
HRS-HumanResourceSystem-Legacy EBS 
HSG Procare SEO 
IAM ReverseProxy AIS 
KidsKare AIS 
LearningLocker** AT 
LegalFiles US 
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 

V V 
V V V 

P P P P 
V V 

P P 
P P P P 

P 
P P P P 
P P P P 
V V V V 
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P P P P 
P P P P 
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V V V V 
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P 
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V V V V 
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V 
P 

ServiceName Dept.
FY2025 

Q4 

FY2026 

Q1 Q2 Q3 
OneBadger** EBS 
PCI-Infrastructure SEO 
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 
SA-Infrastructure SEO 
Salesforce** EBS 
SFS-SharedFinancialSystem-Legacy EBS 
SharedDrive SEO 
SharedGovernanceDistricts AIS 
SIS-StudentInformationSystem EBS 
SOARAdvisingModule(SAM) AT 
SOARReservationSystem AIS 
Storyline** AT 
StudyAbroad2.0 AIS 
System ActiveDirectory AIS 
TerraDotta** EBS 
Transportation-TRON AIS 
TurnItIn** AT 
UHSWebHelpDesk SEO 
UW System ProxyIdP AIS 
UWBI(BusinessIntelligence)-Legacy* EBS 
UWP1Service EBS 
UWPDRService AIS 
VCFATransportation-PAS AIS 
VCFAUHSSHIPHPAD AIS 
VMS-VideoManagementService SEO 
WebandMobileSolutionsSupport AIS 
WebHosting AIS 
WiscIT US 
WisconsinFederation(WAYF) AIS 
WiSH -WisconsinScholarshipHub** EBS 
YouthActivityRegistrationSystem (YARS)** AIS 
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OverallPassFail 

Pass(P) Fail(F) VendorM anaged(V) 

FY2025 

Q4 

FY2026 

Q1 Q2 Q3 
***Completionrate 79% 76% 65% 89% 

DoITOPERATIONS:HIGH RISKDATA BACKUPAND RESTORETESTING 

NOTE:Dataupdatedthrough 4/16/2026 

NOTES:*IndicatesservicesintheEndofServiceLife(EoSL)statethatarenotyetfu llydecom m issioned. 
**ServicehasaHighRiskDataflagsetto"Yes-Vendor"-thisservicecontainshigh-riskdata,butisoutsideofUW controlduetobeingvendor-m anagedandnotincludedincom pletionrate.StartingQ3FY24,thesearedenoted 
viatheVendorM anaged(V)label. 
***Com pletionraterepresentsthepercentofservicesoperatedbyDoITthatcontainhighriskdataandhaveauditrecordsattachedperquarter.Q1= July1-Sept30,Q2=Oct1-Dec31,Q3=Jan1-M ar31,Q4=Apr1-June30 
ContentsreflectDoIToperatedTechnicalServicesintheCM DB m arkedasHighRiskattheendofM archFY2026.Deactivated/decom m issionedservicesarenotincluded.Blanksindicateanauditrecordhasnotbeencom pleted 
fortheservice. 
Pass(P)-Backupsareoccurringatleastevery28days,andatestrestorecanbedem onstratedevery90days. 
Fail(F)-BackupsareNOTconfirm edtobeoccurringatleastevery28days,and/oratestrestoreCANNOTbedem onstratedtohavebeendoneevery90days. 
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DoITOPERATIONS:INCIDENTAGING REPORT NOTE:Openincidentsanalyzedthrough 04/11/2026 

LessThan2Days Between2Daysand2W eeks Between2W eeksand1Month Between1Monthand1Year Greaterthan1Year 

AIS 
AT 
CTO 

Cybersecurity 
DoITCommunications 
DoITHR 
EBS 
FS 
Non-DoITteams 
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TotalOpenIncidentsbyAge(days) 

New AgingIncidentprocessinitiatedSept20,2021,includingaone-timeresolutioneventof~5500inactiveincidentsaspartof 

implementation.M edianageofincidentsresolvedduringimplementationwas578days,andmeanvaluewas566.5days.Thisdata 
excludesrepaircasesfrom openincidents. 
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DoITOperationsReportM onthlyUpdates 

Noupdatesthismonth 
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Department 

AIS 

W PS-ClientEngagem ent W iscW ebCM SReview 

W iscW ebCM SDevelopers W iscW ebCM S W ebAccessibilityTestingTools W ebAccessibility UW Know ledgeBase UW DigitalID UDSIdentityReconciliation UDSIdentityM anagem ent 

StudentApps-Other SharedW ebHosting SharedTools SharedHosting ServerCertificateService NetID-Login-Radius NetID-Login(Radius) NetID-Login NetID-AcctAdm in M yUW -Infrastructure 

M yUW -Feedback M yUW -AdvisorView M yUW -Adm in M yUW M ulti-FactorAuthentication M iddlew areTem p M iddleW are M anifest-GroupingEm ail M anifest-Grouping M anifestGroupingEm ail 

IAM EIS-Dept ECS-Equipm entCheckouts ECRT ECM S AIS-Dept ADI-W ebandM obileSolutions ADI-InternalApps ADI-IA StudentDataIntegration ADI-AppsforRegistrar ActiveDirectory 

AT 

Stream ingM edia PTE Support OUA -Academ icSystem s M oodle LUW M AD-M ediaDelivery LUW M AD-M edia LUW M AD-LM S 

LUW M AD-LAA LUW M AD-ContentAuth LUW M AD-Co llaboration LTG HelpDesk LTDE LSLSSTeam LinkedInLearning Life-LongLearners LectureCaptureService LearningTechnologyConsultations 

Learn@ UW -M adison Learn@ UW Utility-Technical Learn@ UW Utility Kaltura-UW SA DigitalM ediaCenter DigitalAccessibility CurricularHub CourseSearchandEnro ll-StudentServices 

CourseResources CourseProposal CourseGuide BlackboardCo llaborate AT-TRAD AT-LS-M UM AA AT-Dept AdvisingGatew ay Academ icSystem s-LIRA Academ icSystem s Academ icSystem s-Linux 

CTO ElectronicLabNotebooks 

Cybersecurity Security-Tools Security-PAM Security-OCIS 

Security-ITAccess Security-HRSAttestation Security-GRC Security-Dept Security-CSOCReview Security-BADGIRT Security-Authorize SecurityIncident Security QualysScan LastPass 

DoITCom m unications DoITwebpages DoITfeedbk COO-Dept Com m unications-Dept Com m unications CIO-Dept 

DoITHR DoITHR Staff DoITHR Payro llandBenefits DoITHR InProgress DoITHR HRS DoITHR Director DoITHR Assistants 

EBS 
SIS-Registrar SIS-Finances SIS-Cam pusCm m unity SIS-Adm issions SIS SharedFinancialSysBatch SharedFinancialSys SharedFinancialDBA Resource25 InteractiveReporting 

InfoAccess HyperionDeactivation HRSDBA HR Apps-General FASTAR DBA ERPAdm in EPCS DRM T-Tools DRM T-InfoAccess DRM T-EnterpriseTools DRM T-DBA DRM T-Database 

DRM T-DataTools DRM T-All ADI-StudentApps ADI-M ainfram e ADI-HRIS-Infrastructure ADI-FinancialServices ADI-Em ployeeApps ADI-Dept ADI-Co llaborative ADI-Budget ADIEA Budget 

FS FS-STAR FS-Dept FS-Accounting Financial-Purchasing e-Reim bursem ent DoITPropertyControl Com m onBusSys CBS/STAR Onboarding 

NS SA-NS NS-W AN NS-Voice-Legacy NS-Voice-EUC NS-Voice-Cisco NS-Voice-Ce llular NS-Voice NS-Video NS-PCI 

NS-OpEng-M onitoring NS-OpEng NS-Layer4 NS-Firew all NS-FieldServices-Voice NS-FieldServices NS-Dept NS-Cisco-W ebex NS-Cam pus NS-AppsAANTS NS-AppAdm ins Netw orkSvcs-Invtry 

PM O ADI-PM O 

SEO 

SNCC-System sM anagem ent SNCC-Sysops SNCC-SysNet SNCC-NTN-ND SNCC-Netw ork SharedDrive 

SEO-M ainfram e SEO-Firew a ll SEO-Dept SE-W indow s SE-Virtualization SE-StorageTeam SE-Solaris SE-OSX SE-Linux SE-DSA SE-Database SE-CriticalInfrastructure SE-BuckyBackupSupport 

SE-Audit SE-AIX SE-AD SE SA-Virtualization SA-SE ReportDistribution PublicCloud PCIHosting M ainfram eJobScheduling-UW SA M ainfram eJobScheduling ITSM Team 
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DoITOPERATIONS:TECHNICALNOTES 

HelpDesk 
HD:W alk-increatedincidentsareconsideredHelpDeskincidentsbeginninginFY20duetothem ergerbetweenform erTechStore(ServiceDesk)andtheHelpDeskthatbeganonJuly1st, 
2019. 
HD-Overview:Costpercontact FY19willbeusedduetoasixm onthm inim um tocalculatetheGartnerbenchm ark.2018HDIBenchm arkswillbeuseduntilthereleaseof2019num bers. 
HD-Benchm arkDetails:FirstContactResolutionforHelpDeskUserServiceshasbeendefinedasanincidentopenedbytheHelpDeskandresolvedbytheHelpDesk,withinonehourofthe 
incidentbeingcreated. 

Departm entalSupport 
DS-Overview:Totalnum berofendpointsthathavebeenverifiedviaIBM BigFix:withinthepast45daysasof11/5/2019 

SEO 
Active& UrgentVulnerabilities:Num berofactivevulnerabilitieswithaseverityof4or5 

FinancialServices 
Averagenum berofDaystoPay:E-reim bursem ent:Lengthoftim e,indays,from pointthattherequestsentertheFinancialServicesqueuetoreim bursem entpaym enttotheem ployee.Note: 
thisisam etricm easuredbycam pus,soweareusingcam pusaverageasapointofcom parison. 
Daysfrom SFSClosetoCBSCloseistheam ountofdaysfrom Cam pusFinancialclosetoDoITCBSclose. 
Daysfrom CBSClosetoM anagem entReportistheam ountofdaysfrom DoITCBSclosetotheDoITM anagerReportfinalization. 

Cybersecurity 
CybersecurityOperationCenter:Includesthefollowingcategorieswithnotedexclusions:Com prom isedCredentials;Copyright(excl.Cam pusNetworkHousingsubcategories);CSOC;DNS 

BlockRequest;DuoFraud;e-Discovery;Investigation(excl.M issingPerson);Phishing;SuspiciousActivityReport(excl.Shadowserver). 

Netw orkServices 
FieldServices:Tasksarem ostcom m onlynetworkjackactivationsorm odifications,andcanbeinsupportofIncidents,Problem sorChanges. 

DDN -DistributedDatacenterNetwork:ThenetworkthatservestoconnectthevariousdatacentersacrosstheUW M adisoncam pus,plusDDN sitesatFem riteandOneneck. 
UW SysNet:TheUW System Networkistheinternetserviceprovidertoallofthe134yrUniversities,theirbranchlocations,andsom eW 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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DoITOPERATIONS:TECHNICALNOTES 

DigitalPublishingandPrintingServicesDefinitions 

Rework:Workthatneedstobereprintedduetooperatorerrorormiscommunicationfrom internalstaff. 
AverageReworkpercentage:Derivedpercentageoftotaljobsrequiringrework. 
Sales:M onthlyrevenuefrom saleofprintandprintrelatedprojects. 
Jobs:Totalnum berprintandprintrelatedprojectsperm onth. 
Averageon-tim epercentagebystream :Percentageofprojectsperproductioncategorycom pletedbycustom ernegotiateddeadline. 

CategoryDefinitions 

NetID AccountM anagem ent:PasswordresetsandNetID changerequests 
Offi ce365:Supportfor@ wisc.eduem ailandM icrosoftApps 
UW C/EXSupport:Anyincidentfrom aCollegesorExtensionsuser 
Referrals:Unsupportedservicesreferredtootherdepartm ents 
GeneralDepartm entalSupport:Incidentsfrom departm entallysupportedusers 
BadgIRT:Incidentsregardingsecuritydisabledaccounts 
PointofSale(TechStore):AnyincidentregardingtheTechStore 
Cam pusNetwork:ConnectivityissuestoUW -Netanddeviceregistration 
Learn@ UW -CanvasM adison:SupporttoUW -M adisonstudents& staff withCanvas 
M ulti-FactorAuthentication(M FA):SupporttoUW -M adisonstudents,faculty,andstaff withtheM FA 
Learn@ UW :A suiteofcentrally-supportedtechnologiesforinstructionalusage;usedbyinstructorsand/orstudents.Learn@ UW includestheservicesreportedonthepreviouspageandother 
learningtechnologies... 
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