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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 InterquartileHighlighting 

Factorsinfluencingdatathismonth;Asidentifiedandprovidedbydataowners. 

Notesdefiningandprovidingcontexttothedata. 

2026Gartnermedian 

Interquartileboundary 

Gartnermedian 
Interquartilerange 
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Service Target 

June 

% 

July 

% 

August 

% 

September 

% 

October 

% 

November 

% 

December 

% 

January 

% 

February 

% 

March 

% 

April 

% 

May 

% 

APIManager 99.00% 

EnterpriseContent 
ManagementServices(ECMS) 

99.00% 

GitlabRepositoryServices 99.00% 

KnowledgeBase(KB) 99.00% 

MyUW Madison 99.00% 

NetID IdP 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% 100.00% ★61.28% ★34.72% 100.00% 99.94% 99.94% 99.51% 100.00% 100.00% 99.78% 99.96% 

100.00% 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% 

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

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

Last12 m onths 

DoIT OPERATIONS:APPLICATIONS INFRASTRUCTURE SERVICES SERVICE AVAILABILITY 

TargetColors 

★ Below Target AboveTarget 
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88.4% 

92.7% 

83.2% 

92.8% 

95.9% 

95.0% 

90.8% 84.8% 95.5% 

M ulti-FactorAuthentication(M FA) 

NetID AccountM anagem ent 446 

985 

501 

1,062 

25.5% 

53.3% 

509 

1,064 

AllIAM Incidents 1,440 1,581 100.0% 1,969 

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% 

July August Septem ber October Novem ber Decem ber January February M arch April M ay June 
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IAM ServicesAnnualHelpDeskContacts 

HelpDeskResolutionRatesforIAM ServicesDuringM ay 

DoITOPERATIONS:APPLICATION INFRASTRUCTURE SERVICES -IAM SERVICES OVERVIEW 

NOTES:*HD % Resolution=incidentsresolvedbytheHelpDeskratherthanbeingescalatedtoaspecificserviceteam 
**FirstContactResolutionhasbeendefinedasaphoneincidentopenedbytheHelpDeskandresolvedbytheHelpDesk,withinonehourofthe 
incidentbeingcreated.Asonlyphoneincidentsarelookedatthism etricm aybeblankifnophoneincidentswerereportedforthatserviceduring 

thepreviousm onth. 
***Surveyrespondentsratesatisfactionona7pointscaleinresponseto:'W evalueyouropinion.How wasyourexperiencewithus? 
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GitlabRepositoryServices 

Know ledgeBase(KB) 

M yUW M adison/System 

W ebHosting 

W iscW eb 7 

1 

52 

1 

8 

19 

3 

56 

5 

14 

4.5% 

3.0% 

2.9% 

4.6% 

0.8% 

87 

58 

56 

89 

16 57.1% 

20.0% 

92.9% 

33.3% 

★36.8% 100.0% 

79.3% 

100.0% 

100.0% 

95.2% 

All 
Incidents 

% of 
Incidents 

Incidents 
CreatedbyHD 

Resolved 
byHD 

*HD % 
Resolution 

**FirstContact 
ResolutionRate 

***Custom er 
Satisfaction 

AIS-W PSTargets: 
HD % ResolutionbyService 

GitlabRepositoryServices-15% 
Know ledgeBase(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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W PS ServicesAnnualHelp DeskContacts 

Help DeskResolutionRatesforW PSServicesDuring M ay 

DoITOPERATIONS:APPLICATION INFRASTRUCTURE SERVICES -W EB PLATFORM SERVICES OVERVIEW 

NOTES:*HD % Resolution=incidentsresolvedbytheHelpDeskratherthanbeingescalatedtoaspecificserviceteam 
**FirstContactResolutionhasbeendefinedasaphoneincidentopenedbytheHelpDeskandresolvedbytheHelpDesk,withinonehourofthe 
incidentbeingcreated.Asonlyphoneincidentsarelookedatthism etricm aybeblankifnophoneincidentswerereportedforthatserviceduring 

thepreviousm onth. 
***Surveyrespondentsratesatisfactionona7pointscaleinresponseto:'W evalueyouropinion.How wasyourexperiencewithus? 
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DoITOPERATIONS:USER SERVICES -HELP DESK OVERVIEW 

FY2022 FY2023 FY2024 FY2025 FY2026 

0% 

10% 

20% 

30% 

40% 

50% 

60% 

70% 

80% 

90% 

100% 

Cu
st

om
 er

Sa
ti
sf

ac
ti
on

 

93.6% 94.5% 95.2% 95.0% 94.7% 

UserServicesTarget(85.0% ) 

Custom erSatisfaction 

FY2022 FY2023 FY2024 FY2025 FY2026 
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4.4% 

2026GartnerM edian(8.0% ) 

4.0% 

12.0% 

Help DeskAbandonm 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% 

*Help DeskAverageFirstContactResolution 

FY2022 FY2023 FY2024 FY2025 FY2026 
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93.2% 93.2% 92.1% 93.1% 92.4% 

UserServicesTarget(85.0% ) 

**Help DeskAverageResolution Rate 

DoITOPERATIONS:USER SERVICES -HELP DESK OVERVIEW 

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

Help DeskSupport,Com puterLending Program 

M icrosoft365 

Referrals 

NetID AccountM anagem ent 

Canvas,Learn@ UW -CanvasM adison 

DoITDepartm entalSupport,GeneralCom puter 

IncidentResponseand Investigations,BadgIRT 

DoITDepartm entalSupport,Softw are 

Help DeskSupport,INFORM ATION 89 
97 
135 
82 
403 
446 
534 
560 
734 
985 

0.7% 
1.0% 
1.0% 
2.5% 
3.3% 
3.7% 
4.2% 
5.0% 
5.7% 
7.7% 

96 
123 
143 
150 
429 
501 
576 
678 
786 

1,062 

92.7% 
★78.9% 

94.4% 
★54.0% 

93.2% 
88.4% 
92.2% 
★82.4% 

93.4% 
92.7% 

90.9% 
83.9% 

71.0% 
★53.2% 

83.2% 
88.8% 
83.5% 
77.8% 
92.8% 

UserServicesTarget:HD % Resolution 

★ Below 85.0% Atorabove85.0% 

2026 GartnerM etrics:First ContactResolution 

★ Below 70% Atorabove70% 
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HelpDeskAnnualContacts 

HELP DESK RESOLUTION RATES FOR TOP SUPPORTED SERVICES IN M AY 

Incidents 
Created byHD 

% ofTotalIncidents 
created 

ResolvedbyHD *HD % Resolution 
**FirstContact 
ResolutionRate 

NOTES:*HD % Resolution=incidentsresolvedbytheHelpDeskratherthanbeingescalatedtoaspecificserviceteam 
**FirstContactResolutionhasbeendefinedasaphoneincidentopenedbytheHelpDeskandresolvedbytheHelpDesk,withinonehour 
oftheincidentbeingcreated.Asonlyphoneincidentsarelookedat,thism etricm aybeblankifnophoneincidentswerereportedforthat 

serviceduringthepreviousm onth. 
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M icrosoft365 

UW -M adisonZoom 
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GoogleW orkspaceforEducation 

CloudFax 

Qualtrics 8 

3 
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0.4% 

5.1% 

8.4% 

5.1% 
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★66.7% 

★60.0% 
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★57.1% 
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97.7% 

All 
Incidents 

% of 
Incidents 

Incidents 
CreatedbyHD 

Resolved 
byHD 

*HD % 
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**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 -PRODUCTIVITY AND COLLABORATIVE SOLUTIONS SERVICES OVERVIEW 
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PCSServicesAnnualHelpDeskContacts 

HelpDeskResolutionRatesforPCSServicesDuringM ay 

NOTES:*HD % Resolution=incidentsresolvedbytheHelpDeskratherthanbeingescalatedtoaspecificserviceteam 
**FirstContactResolutionhasbeendefinedasaphoneincidentopenedbytheHelpDeskandresolvedbytheHelpDesk,withinonehourofthe 
incidentbeingcreated.Asonlyphoneincidentsarelookedatthism etricm aybeblankifnophoneincidentswerereportedforthatserviceduring 

thepreviousm onth. 
***Surveyrespondentsratesatisfactionona7pointscaleinresponseto:'W evalueyouropinion.How wasyourexperiencewithus?' 
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DoITOPERATIONS:USER SERVICES -DEPARTM ENTALSUPPORTOVERVIEW 
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400 

500 

600 

700 

268 

314 

346 340 343 

2026GartnerM edian(408) 

259 

645 

*EndpointsPerTechnician 

FY2022 FY2023 FY2024 FY2025 FY2026 

0% 

10% 

20% 

30% 

40% 

50% 

60% 

70% 

80% 

90% 

100% 97.0% 96.8% 96.1% 95.0% 96.2% 

UserServicesTarget(85.0% ) 

**Custom erSatisfaction 

DoITOPERATIONS:USER SERVICES -DEPARTM ENTALSUPPORTM ETRICS 

NOTES:*DSEndpointspertechniciancalculationupdatedforFY2023toincludeAIM Sendpointsandtechnicians,includingm obiledevices. 
Previousyearsvaluesretainedforhistoricalreferenceanddonotincludem obiledevices.Updatedcalculationredefinestechnicianasaperson 
ratherthanbasedonhoursworked,andincludesnon-checkoutInfolabcom putersasm anagedendpoints.Calculationupdatedannually.Updated 

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

June 

% 

July 

% 

August 

% 

Septem ber 

% 

October 

% 

Novem ber 

% 

Decem ber 

% 

January 

% 

February 

% 

M arch 

% 

April 

% 

M ay 

% 

HRS-Human 
Resource 
System -Legacy 

99.00% 

SFS-Shared 
Financial 

System -Legacy 
99.00% 

SIS-Student 
Information 

System 
99.00% 

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% 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% 

TargetColors 

★ Below Target AboveTarget 

DoITOPERATIONS:ENTERPRISE BUSINESS SYSTEM S SERVICE AVAILABILITY 
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DoITOPERATIONS:NETWORK SERVICES -WAN SERVICE AVAILABILITY 

Service Target 

Mar 

% 

Apr 

% 

May 

% 

UW Madison 99.900% 

UW LaCrosse 99.900% 

UW Health 99.900% 

UW GreenBay 99.900% 

UW EauClaire 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 

Mar 

% 

Apr 

% 

May 

% 

UW 
Whitewater 

99.900% 

UW Superior 99.900% 

UW Stout 99.900% 

UW Stevens 
Point 

99.900% 

UW Oshkosh 99.900% 

UW Co lleges 
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 

Mar 

% 

Apr 

% 

May 

% 

UW 
Milwaukee 

99.900% 

UW Parkside 99.900% 

UW 
Platteville 

99.900% 

UW River 
Falls 

99.900% 

UWCRock 
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 

AboveTarget 

-Availabilityisforwired(notwi-fi)connectivityateachinstitution.Availabilitycalculatedastotaluptime/totaltimepermonth.WideArea 
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 



Mar-26 Apr-26 May-26 

UW–Madison 
campus 

Avg(Gb/sec) 

Max(Gb/sec) 

Min(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offullcapacity(200Gbps) 

UW–Madison 
research 

Avg(Gb/sec) 

Max(Gb/sec) 

Min(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offullcapacity(300Gbps) 

Internet 
Exchange 

(MadIX) 

Avg(Gb/sec) 

Max(Gb/sec) 

Min(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offullcapacity(20Gbps) 

5.55 

23.90 

2.50 

90.10 

11.10 

8.10 

30.30 

3.50 

72.40 

16.20 

8.40 

32.40 

2.90 

102.30 

16.80 

22.17 

117.30 

11.10 

172.40 

66.50 

23.50 

122.60 

33.90 

155.10 

70.50 

31.37 

296.60 

17.80 

418.00 

94.10 

2.36 

0.91 

0.16 

2.10 

0.47 

2.56 

0.97 

0.13 

1.70 

0.51 

3.10 

1.20 

0.10 

10.30 

0.62 

IN 

Mar-26 Apr-26 May-26 

UW–Madison 
campus 

Avg(Gb/sec) 

Max(Gb/sec) 

Min(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offullcapacity(200Gbps) 

UW–Madison 
research 

Avg(Gb/sec) 

Max(Gb/sec) 

Min(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offullcapacity(300Gbps) 

Internet 
Exchange 

(MadIX) 

Avg(Gb/sec) 

Max(Gb/sec) 

Min(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offullcapacity(20Gbps) 

3.55 

13.40 

1.90 

21.50 

7.10 

5.55 

21.50 

3.10 

57.40 

11.10 

6.70 

27.70 

4.20 

44.10 

13.40 

28.23 

173.90 

22.80 

306.00 

84.70 

31.20 

239.60 

31.60 

310.60 

93.60 

19.60 

113.40 

10.90 

198.60 

58.80 

6.50 

2.50 

0.35 

4.40 

1.30 

7.00 

2.60 

0.46 

3.40 

1.40 

7.00 

2.50 

0.44 

3.70 

1.40 

OUT 

NOTES:Average(mean)networkusageincludesnightandweekendreadingsoftypicallymuchlowertraffic.AveragesforUW–MadisonCampusInternetAccessandUW–Madison 
internetExchangewilllikelybelowerinsummermonthsthantheyareduringtheacademicyear. 
95thpercentileusageisamorecommonindustrystandardthanavg/max/minformeasuringutilization. 

Apeeringexchange,suchastheMadisonInternetExchange,enablesnetworkstointerconnectdirectlytoeachotherandexchangeIP(Internet)traffic.Peeringistheexchange 
betweentwoindependentnetworksforthebenefitofbothnetworks. 
ThetargetforWANspeedsisacapacitythresholdinsteadofaspecifiedspeedtomaintain.When95thpercentilespeedsreachabout45-55% ofcapacity,thereisanengineering 
explorationtodeterminethecauseofincreasedusageandwhetherincreasedcapacityiswarranted. 

DoITOPERATIONS:WAN SPEEDS-NETWORKSERVICES 
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Mar-26 Apr-26 May-26 

Femrite 
UW–Madison 

DDN 

Avg(Gb/sec) 

Max(Gb/sec) 

Min(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offu llcapacity(600Gbps) 

FemriteUW 
SysNet 

Avg(Gb/sec) 

Max(Gb/sec) 

Min(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offu llcapacity(200Gbps) 

Oneneck 
UW–Madison 

DDN 

Avg(Gb/sec) 

Max(Gb/sec) 

Min(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offu llcapacity(200Gbps) 

OneneckUW 
SysNet 

Avg(Gb/sec) 

Max(Gb/sec) 

Min(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offu llcapacity(200Gbps) 

6.93 

45.00 

12.00 

139.80 

41.60 

7.57 

81.90 

12.80 

117.40 

45.40 

6.77 

79.70 

11.10 

109.70 

40.60 

0.05 

0.29 

0.02 

2.70 

0.10 

0.08 

0.65 

0.03 

2.80 

0.16 

0.06 

0.11 

0.03 

2.90 

0.11 

16.85 

56.40 

9.20 

79.70 

33.70 

19.50 

64.80 

9.10 

86.60 

39.00 

18.55 

63.10 

8.40 

89.90 

37.10 

0.95 

4.50 

0.35 

14.60 

1.90 

1.05 

4.90 

0.33 

17.00 

2.10 

0.95 

4.30 

0.31 

13.50 

1.90 

IN 

Mar-26 Apr-26 May-26 

Femrite 
UW–Madison 

DDN 

Avg(Gb/sec) 

Max(Gb/sec) 

Min(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offu llcapacity(300Gbps) 

FemriteUW 
SysNet 

Avg(Gb/sec) 

Max(Gb/sec) 

Min(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offu llcapacity(200Gbps) 

Oneneck 
UW–Madison 

DDN 

Avg(Gb/sec) 

Max(Gb/sec) 

Min(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offu llcapacity(100Gbps) 

OneneckUW 
SysNet 

Avg(Gb/sec) 

Max(Gb/sec) 

Min(Gb/sec) 

95thpercentileofusage(Gb/sec) 

% offu llcapacity(200Gbps) 

5.02 

28.60 

8.90 

62.60 

30.10 

5.42 

52.70 

9.50 

72.40 

32.50 

6.42 

61.80 

11.10 

82.70 

38.50 

0.31 

0.99 

0.46 

3.40 

0.62 

0.37 

1.10 

0.55 

2.20 

0.73 

0.39 

1.20 

0.57 

7.10 

0.78 

25.75 

89.90 

19.80 

153.40 

51.50 

30.45 

101.30 

20.70 

165.20 

60.90 

24.40 

88.40 

20.10 

117.90 

48.80 

0.75 

3.30 

0.38 

6.90 

1.50 

0.80 

3.40 

0.43 

6.30 

1.60 

0.75 

3.20 

0.38 

7.10 

1.50 

OUT 

NOTES:Average(mean)networkusageincludesnightandweekendreadingsoftypica llymuchlowertraffi 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 Septem ber October Novem ber Decem ber January February M arch April M ay June 

0 

20 
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60 

In
ci
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nt
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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 

Incident,Problem & TaskSum m ary 

DoITOPERATIONS:NS-FIELD SERVICES SUM M ARY 

Incidents,Problem s& TasksLastFourM onths 

February M arch April M ay 

NetworkAccess 

Other 

GrandTotal 33 

1 

32 

33 

1 

32 

38 

4 

34 

35 

5 

30 

Incidents 

NetworkAccess 

W ireless 

Other 

GrandTotal 22 

1 

10 

11 

47 

9 

28 

10 

39 

12 

18 

9 

18 

1 

3 

14 

Problem s 

Tasks 35 41 52 41 

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 

NOTES:Incident,Problem andTaskcountsarepu lleddirectlyfrom W iscIT(PoweredbyCherwell)asincidents,problem sandtasks 
ownedbyFieldServicesteam s. 
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 

49 
636053 40 

647165 
41 

6660 71 
52 

686977 

41 

77 6761 
35 

656558 5755 
71 
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Service Target 

June 

% 

July 

% 

August 

% 

Septem ber 

% 

October 

% 

Novem ber 

% 

Decem ber 

% 

January 

% 

February 

% 

M arch 

% 

April 

% 

M ay 

% 

BuckyBackup 99.00% 

CCAS-Cam pusCardAccessSystem 99.50% 

CCI-Virtualization 99.50% 

Cam pusVideoSecurity 99.90% 

ElectronicReportDistributionand 
Printing(Cypress) 

98.00% 

Life-SafetyBuildingEnvironm enta l 
ControlandFireAlarm M onitoring 

99.90% 

M icrosoftDatabaseHosting 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% 

99.979% 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% 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% 

TargetColors 

★ Below Target AboveTarget 

DoITOPERATIONS:SYSTEM S ENGINEERING AND OPERATIONS SERVICE AVAILABILITY 
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DoITOPERATIONS:SOLUTIONSENGINEERING SYSTEMSMANAGEMENTSUMMARY 
ForMay,FY2026 

SLAAvailability% Target 

Windows 

Linux 99.95 

99.95 

Availability% ofTotalTime 

99.99 

99.95 

NumberofServersManaged ServiceRequests ServersperFTE 

165.0 

145.0 

97 

63 

576 

290 243[128-421] 

200[115-387] 

2026GartnerMedian 
[Interquartilerange] 

SLAAvailabilityTarget 

AtorAboveAvailabilityTarget 

PSaaS(PeopleSoftasaService) 

Cybersecurity 

IdentityandAccessManagement 

SFS,HRS 

StudentApplications 

SysNet 

WebPlatform Services 

Imaging 

NetworkServices 

EndpointManagement 20 

21 

23 

27 

31 

34 

38 

60 

70 

80 

TopConsumersByServerCount 

OneWindowsservercontinuestoreportinaccurately, 
resultinginanartificallylow metric. 
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Incident&Problem Summary 

DoITOPERATIONS:OPERATIONSENGINEERING INCIDENT& PROBLEM SUMMARY 

Incidents&ProblemsLastFourMonths 

February March April May 

NetworkAccess 

Wireless 

Other 

GrandTotal 102 

3 

3 

96 

100 

5 

95 

114 

9 

7 

98 

91 

5 

7 

79 

Incidents 

NetworkAccess 

ServerCertificates 

Wireless 

Other 

GrandTotal 51 

2 

5 

1 

43 

51 

2 

11 

38 

64 

13 

3 

48 

81 

2 

17 

2 

60 

Problems 

0 

50 

100 

Pr
ob

le
m

s
 

44
 

78
 

73
 

70 77 80
 98

 

81
 

68
 91

 

66 69 72
 90
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83
 

60 66
 

53
 

81
 

44 53

65

77
 

52
 77 79
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56
 81

91
 

59
 

87
 

64
 

10
2

 

91
 

59
 

51
 71

84
 

77
 

51
 71

 90
 

90
 

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

FY2023 

FY2024 

FY2025 

FY2026 
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DoITOPERATIONS:SYSTEM S& NETW ORKCONTROLCENTER 

February March April May 

Boreas 

CampusNetwork 

M UFN 

NorthernTier 

UW SysNET 

OtherDoITTechnicalServices 

GrandTotal 130 

52 

4 

64 

10 

148 

50 

9 

82 

7 

108 

34 

5 

63 

6 

152 

55 

3 

1 

3 

87 

3 

*FourM onthSNCCProblem sW orkedSum m ary 
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SEO OutageSum m ary 

*Ifblank,zeroproblemsrequiredSNCCmanagement. 

ReportingmethodologyupdatedforAprilFY21reporttocountdistinctproblemsthatrequiredSNCCinteraction(viaJournalsattached 
toproblems)inamonth,ratherthanthenumberofnew problemscreated. 
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April2024 August2024 Decem ber2024 April2025 August2025 Decem ber2025 April2026 August2026 Decem ber2026 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 

7.87.87.87.87.87.66.05.96.16.66.86.86.76.77.27.27.17.37.36.86.77.06.96.76.87.68.48.17.4 

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 

134.9133.9132.9131.9130.9 123.6122.0118.5 

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 

437.8434.3430.8427.3423.8 

441.3 434.0432.9 

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 

317.7 310.8 

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 

234.9232.5230.1227.7225.3 
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 POW ER USAGE AND FORECAST 

Actual Forecast Lim it Dayton OneNeck Fem rite M FCB 
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DOITOPERATIONS: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 1,796 

2,516 -RU Lim it 

71.38% 71.38% 

OneNeck 

Currentin Use 

RU 

Forecasted RU 

(12 m onth) 

1,821 1,822 

3,285 -RU Lim it 

55.43% 55.46% 

M FCB 

Currentin Use 

RU 

Forecasted RU 

(12 m onth) 

1,410 1,410 

RU Lim it-2,475 

56.97% 56.97% 

DETDataCenter 

Currentin Use 

RU 

Forecasted RU 

(12 m onth) 

693 694 

1,350 -RU Lim it 

51.33% 51.41% 

Total 

Currentin Use 

RU 

Forecasted RU 

(12 m onth)

5,720 5,722 

9,626 -RU Lim it 

59.42% 59.44% 

RU = RackUnits 
Usageand oneyearforecastattheconclusionof M ay,FY 2026. 
RU Lim itsarecurrentvalues. 

W ARFrem oved Novem berFY25. 
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FY2025 FY2026 

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

$0 

$500,000 

$1,000,000 

$180,530 
($132,885) 

$566,789 $433,904 

$609,558 
$430,793 

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

$369,537 
$633,587 

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

$326,520 

$448,139 

$579,772 
$421,984 

$428,301 

$778,399 

$18,997 $21,893 

$709,109 
$797,037 $800,293 

($18,638) 

$673,776 

$75,522 
($64,367) 

$420,380 
$599,875 

$378,466 

($126,517) 

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

*Revenue,NetIncome,andDeficit/AccrualLast12Months 

Rolling12 

$213,615 

FY2026YTD 

$214,365 

AccruedBalance 

$599,875 
NetIncometotals: 
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Annual-TotalJobs 

AverageOn-TimePercentagebyStream 

March April May 

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 

March 

April 

May 0 

0 

776 

0 

0 

1 

Avg.RealRework 

0 

0 

0 

DOITOPERATIONS:DIGITALPUBLISHING & PRINTING SERVICES 

FY2024 

FY2025 

FY2026 

TotalRevenue 

Deficit/AccruedBalance 

NetIncome 

*ValuesaredisplayedasofthebeginningofMay,FY2026.WorkdayhasintroducedanadditionallaginobtainingNetIncomeand 

Deficit/AccruedBalancedata. 

AtorAbove99.90% ReworkInformation 
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HeliocampusAC 

Canvas 

Kaltura 

OtherLearn@UW Services 

TotalLearn@UW Services 432 

11 

6 

403 

12 

474 

17 

8 

429 

20 

100.0% 

3.5% 

3.9% 

84.1% 

8.5% 

541 

19 

21 

455 

46 ★60.0% 

93.2% 

★75.0% 

★64.7% 

91.9% ★53.4% 

100.0% 

★33.3% 

★53.2% 

★78.6% 

★79.6% 

★71.4% 

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 

★ Below 85.0% 
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ATLearn@UW ServicesAnnualHelpDeskContacts 

HelpDeskResolutionRatesforATLearn@UW ServicesDuringMay 

DoITOPERATIONS:ACADEMICTECHNOLOGY SERVICESOVERVIEW 

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 

24 



July August Septem ber October Novem ber Decem ber January February M arch April M ay 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

26
 

FY
20

23
 

FY
20

24
 

FY
20

25
 

FY
20

26
 

FY
20

23
 

FY
20

24
 

FY
20

25
 0 

500 

1000 

1500 

1,
12

 3

1,
1

 86

84
5 96

9

1,
00

3
 

1,
14

 5

1,
1

 97
 

87
1 1,
02

9
 

1,
16

9

1,
21

0
 

8
 79 1,

03
4

 

1,
11

 7

1,
2

 14
 

88
7 1,
04

2
 

1,
11

 5

1,
2

 20
 

89
4 1,
05

0
 

1,
12

 3

1,
2

 29
 

89
1 1,
05

8
 

1,
14

 1

1,
2

 38
 

90
4 1,

07
 3

1,
14

 4

1,
2

 39
 

91
7 1,
08

 1

1,
15

 5

1,
2

 46
 

92
6 1,
08

 5

1,
16

1

1,
 

24
8

 

93
2 1,

10
7

1,
16

3

1,
25

3
 

95
3 1,
11

 9

1,
 

16
8

 

96
1

ActiveCanvasCom plianceorInstitutionalTrainingCourses 
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Activefor-creditCanvasCourses 

DoITOPERATIONS:ACADEM ICTECHNOLOGY-CANVASM ETRICS 

Eachacadem icterm aCanvascourseshelliscreatedforeveryfor-creditcourseofferedat 

UW –M adison."Active"Canvascoursesarethosem anuallyactivatedbyaninstructor. 

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 lled in CoursesUsing e-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-Textsand DigitalLearning ToolsSavingsoverListPriceforPrintTextbooks 

DoITOPERATIONS:ACADEM IC TECHNOLOGY -ENGAGE E-TEXTS AND DIGITALLEARNING TOOLS M ETRICS 

Sincespring2018,lessthan1% ofstudentshaveoptedoutofusingneitheraneTextnorapublisher 
bundleddigitallearningtoolwhengiventheoption. 

Enrollm entcountsarenotunique.A studentin3coursesusingEngageeTextsisrepresentedas3 
studentenrollm ents. 

Costsavingsarebasedonthedifferencebetweenpublishers’retailpricesforprinttextbooksandthe 
priceofdigitalm aterialsm adeavailablethroughUnizin. 
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IncidentsResolved byCyberSecurityOperationsCenter(Phishing excluded) 

July August Septem ber October Novem ber Decem ber January February M arch April M ay June 
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Phishing IncidentsResolved byCyberSecurityOperationsCenter 

DoITOPERATIONS:CYBERSECURITY -CYBERSECURITY OPERATIONS CENTER 

Incidentsnotedarefrom a llsources.Phishingcasesincludespam ,andareautogeneratedviauserreportingtoabuse@ wisc.edu. 

Thepreviousm ethodologyforreportedphishingem ailshasbeentem porarilystoppedduetonew em ailsecuritytoolsbeing 
im plem entedoncam pus,beginningAprilFY23.Thenew toolshavealteredthewayphishingem ailsarereported. 
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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-Legacy 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 

V V V 
V V V V 
P P P P 

V 
P P 

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

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

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

P P P 
P P P 

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

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

ServiceName Dept.
FY2026 

Q1 Q2 Q3 Q4 
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 
SFS-SharedFinancialSystem-Legacy EBS 
SharedDrive(File) SEO 
SharedGovernanceDistricts AIS 
SIS-StudentInformationSystem EBS 
SOARAdvisingModule(SAM) AT 
SOARReservationSystem AIS 
StudyAbroad2.0 AIS 
System ActiveDirectory AIS 
TerraDotta** EBS 
Transportation-TRON AIS 
TurnItIn** AT 
UHSWebHelpDesk SEO 
UW System ProxyIdP AIS 
UWP1Service EBS 
UWPDRService AIS 
VCFATransportation-PAS AIS 
VCFAUHSSHIPHPAD AIS 
VMS-VideoManagementService SEO 
WebandMobileSolutionsSupport AIS 
WebHosting AIS 
WiscIT US 
WisconsinFederation(WAYF) AIS 
WiSH -WisconsinScholarshipHub** EBS 

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

P P P P 

P P P P 
P P P 

P P P P 
P P 
P P P P 

P P 
P P 
P P 

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

P 
P P P P 
V V V V 

OverallPassFail 

Pass(P) VendorM anaged (V) 

FY2026 

Q1 Q2 Q3 Q4 
***Completionrate 68% 76% 65% 89% 

DoITOPERATIONS:HIGH RISK DATA BACKUP AND RESTORE TESTING 

NOTE:Dataupdated through 6/19/2026 

NOTES:*IndicatesservicesintheEnd ofServiceLife(EoSL)statethatarenotyetfu llydecom m issioned. 
**ServicehasaHighRiskDataflag setto"Yes-Vendor" -thisservicecontainshigh-riskdata,butisoutsideofUW controlduetobeing vendor-m anagedandnotincludedincom pletionrate.StartingQ3 FY24,thesearedenoted 
viatheVendorM anaged (V)label. 
***Com pletion raterepresentsthepercentofservicesoperatedbyDoITthatcontainhighriskdataandhaveauditrecordsattached perquarter.Q1 = July1-Sept30,Q2= Oct1-Dec31,Q3= Jan1 -M ar31,Q4 =Apr1 -June30 
ContentsreflectDoIToperated TechnicalServicesin theCM DB m arked asHighRiskattheend ofM ayFY 2026.Deactivated/decom m issioned servicesarenotincluded.Blanksindicateanauditrecord hasnotbeencom pletedfor 
theservice. 
Pass(P)-Backupsareoccurringatleastevery28 days,and atestrestorecanbedem onstrated every90 days. 
Fail(F)-BackupsareNOTconfirm edtobeoccurring atleastevery28days,and/oratestrestoreCANNOTbedem onstratedtohavebeendoneevery90days. 
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DoITOPERATIONS:INCIDENTAGING REPORT NOTE:Openincidentsanalyzed through 06/07/2026 

LessThan2Days Between2Daysand2W eeks Between2W eeksand1M onth Between1M onthand1Year Greaterthan1Year 

AIS 
AT 
CTO 

Cybersecurity 
DoITCom m unications 
DoITHR 
EBS 
FS 
Non-DoITteam s 
NS 
PPM O 

SEO 
US 
Other 
GrandTotal 1,029 
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AgeofOpenIncidentsbyDepartm ent 
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TotalOpenIncidentsbyAge(days) 

New Aging Incidentprocessinitiated Sept20,2021,includingaone-tim eresolutioneventof~5500 inactiveincidentsaspartof 

im plem entation.M edianageofincidentsresolvedduring im plem entationw as578 days,andm ean valuew as566.5 days.Thisdata 
excludesrepaircasesfrom openincidents. 
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DoITOperationsReportM onthlyUpdates 

Noupdatesthismonth 
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Department 

AIS 

W PS-ClientEngagem ent W iscW ebCM S Review 

W iscW ebCM S Developers W iscW ebCM S W eb AccessibilityTestingTools W eb Accessibility UW Know ledgeBase UW DigitalID UDSIdentityReconciliation UDSIdentityM anagem ent 

StudentApps-Other Shared W eb Hosting Shared Tools Shared Hosting 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-Grouping Em 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 LS LSS Team LinkedInLearning Life-Long Learners LectureCaptureService LearningTechnologyConsultations 

Learn@ UW -M adison Learn@ UW Utility-Technical Learn@ UW Utility Kaltura-UW SA DigitalM ediaCenter DigitalAccessibility CurricularHub CourseSearchand Enro 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-CSOC Review Security-BADGIRT Security-Authorize SecurityIncident Security QualysScan LastPass 

DoITCom m unications DoITw ebpages DoITfeedbk COO-Dept Com m unications-Dept Com m unications CIO-Dept 

DoITHR DoITHR Staff DoITHR Payro lland Benefits DoITHR In Progress DoITHR HRS DoITHR Director DoITHR Assistants 

EBS 
SIS-Registrar SIS-Finances SIS-Cam pusCm m unity SIS-Adm issions SIS Shared FinancialSysBatch Shared FinancialSys Shared FinancialDBA Resource25 InteractiveReporting 

InfoAccess HyperionDeactivation HRSDBA HR Apps-General FASTAR DBA ERP Adm 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 on BusSys 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-Field Services-Voice NS-Field Services NS-Dept NS-Cisco-W ebex NS-Cam pus NS-AppsAANTS NS-App Adm 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-BuckyBackup Support 

SE-Audit SE-AIX SE-AD SE SA-Virtualization SA-SE ReportDistribution PublicCloud PCIHosting M ainfram eJob Scheduling-UW SA M ainfram eJob Scheduling ITSM Team 

HRSTim eClocks Hostm aster EventM gr(M onitoring) DoITDigitalPublishing& Printing DC Team -NoInsta llDecom m DC Team DC Access CSSCBuildingM aintenance CriticalInfrastructure 

ConfigM gr ChangeM gr CCI-Virtualization CAS-UW DigitalID (M FA) CAS-UW DigitalID (Certificates) CAS-UW DigitalID CAS-ReportDistribution Cam pusNetw orkServers CAB ASE-Virtualization 

US 

Zoom W iscM ail/W iscCal W iscM ail W iscList-Adm in W iscITTest W iscITTeam 

W iscITStudentLeads W iscITRequests W iscITReporting W iscITGovernance W iscChat UW -M adisonGoogleApps UW -M adisonBox UW M adison PCI US-ServiceDesk US-RepairSoftw are 

US-RepairPrinter US-RepairPickup (HSLC) US-RepairPickup (Com pSci) US-RepairPickup (333 ECM ) US-RepairParts US-RepairInternal US-RepairHardw are US-RepairBilling US-PM Softw are 

US-PM M ath&StatsPKGS US-PM Hardw are US-PM De ll US-PM Apple US-PM US-M etricsandData US-InfolabsKiosks US-HelpDeskUW CEOELSupport US-HelpDeskUW C/EX Support 

US-HelpDeskTools US-HelpDeskSM PH Support US-HelpDeskServiceChanges US-HelpDeskOperations US-HelpDeskInternal US-HelpDeskHDQA US-HelpDeskEm ailTest US-HelpDeskEm ail 

US-HelpDeskEASTDS US-HelpDeskEAST US-HelpDeskDevelopm ent US-HelpDeskClosure US-HelpDeskALF/PAF US-HelpDesk US-DSSOAR US-DSServiceLeads US-DSSelectAgentLabs 

US-DSSEAM US-DSSAS US-DSPCI US-DSOperations US-DSOffi ce365 OSC US-DSKiosks US-DSGDS Student US-DSEndpointM anagem ent US-DSEM S US-DSDesktopW GNHS 

US-DSDesktopUCOM M -UM ARK US-DSDesktopRSO US-DSDesktopDoIT US-DSDesktopDEM US-DSDesktopContract US-DSDesktopBascom US-DSBigFix US-DSApplicationSupport 

US-DSAndover US-DS US-Dept Tech StoreSysDev Tech StoreL2 Tech Store ServiceDiscovery SA-RaDS RaDSRepairInternal QualtricsSurvey PointofSale PCS-Shared Hosting 

PCS-o365ServiceDelivery PCS-Dept PCRecycling O365 Technical/Functional O365 ServiceDelivery O365 FeatureRequests Logistics KB SiteHelpdesk InfoLabsSupport GoPrint DoodleSupport 

DoITINCIDENTAGING REPORT-TECHNICALNOTES -W ISCITTEAM S PER DEPARTM ENT 

Non-DoITteam s 

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

UW SHR-HR UW SC Z-AG UW SC W RS UW SC Training UW SC Tim eandLabor UW SC TAM UW SC Security UW SC Reporting UW SC Reconciliationand Reporting UW SC Reconciliation 

UW SC Payro ll UW SC HR UW SC Finance UW SC EPM UW SC Com m unications UW SC CAT UW SC BERT UW SC BenefitsRecon UW SC Benefits UW SC AG3 Support UW SC AG3 UW SC AG2 Support 

UW SC AG2 UW SC AG1 Support UW SC AG1 UW SC Adm inistrativeSupport UW SC AbsenceM anagem ent UW -M adisonCom m unications Tableau Studentand FacultyCenter SM PH LAR 

SM PH CITSEO SM PH CITSecurity SM PH CITNetw ork SM PH CITEd Tech SM PH CITDesktop Support SM PH CITCAVS SM PH CITAppsDev SM PH CIT RO-StudentCenterandCS&E PIFinancialTool 

PFP-Parentand Fam ilyProgram HSLC Housing HealthSciLearning EXT-W ordPress EXT-Help Desk EXT-EnterpriseApps EXT-EdTech Eloqua CAVR-Cam pusand VisitorRelations AIM SHelp Desk 

UW ServiceCenter M adisonBenefitsServices-Processing M adisonBenefitsServices-Counseling M adisonBenefitsServices BusSvc-Purchasing BusSvc-M DS 
UW SS UW SS ServiceDeliveryPY UW SS ServiceDeliveryHR UW SS ServiceDeliveryBN 

Other Allrem aining W iscITTeam sow ningagingincidents

31 

https://isc.edu/Alerts


DoIT OPERATIONS:TECHNICALNOTES 

Help Desk 
HD:W alk-in created incidentsareconsidered Help Deskincidentsbeginning in FY20 duetothem ergerbetw een form erTech Store(ServiceDesk)and theHelp Deskthatbegan on July1st, 
2019. 
HD-Overview :Costpercontact FY19 w illbeused duetoasixm onth m inim um to calculatetheGartnerbenchm ark.2018 HDIBenchm arksw illbeused untilthereleaseof2019 num bers. 
HD-Benchm arkDetails:FirstContactResolution forHelp DeskUserServiceshasbeen defined asan incidentopened bytheHelp Deskand resolved bytheHelp Desk,w ithin onehourofthe 
incidentbeing created. 

Departm entalSupport 
DS-Overview :Totalnum berofendpointsthathavebeen verified viaIBM BigFix:w ithin thepast45 daysasof11/5/2019 

SEO 
Active& UrgentVulnerabilities:Num berofactivevulnerabilitiesw ith aseverityof4 or5 

FinancialServices 
Averagenum berofDaystoPay:E-reim bursem ent:Length oftim e,in days,from pointthattherequestsentertheFinancialServicesqueueto reim bursem entpaym enttotheem ployee.Note: 
thisisam etricm easured bycam pus,so w eareusing cam pusaverageasapointofcom parison. 
Daysfrom SFSClosetoCBSCloseistheam ountofdaysfrom Cam pusFinancialclosetoDoIT CBS close. 
Daysfrom CBSClosetoM anagem entReport istheam ountofdaysfrom DoITCBS closetotheDoITM anagerReportfinalization. 

Cybersecurity 
CybersecurityOperationCenter:Includesthefo llow ing categoriesw ith noted exclusions:Com prom ised Credentials;Copyright(excl.Cam pusNetw orkHousing subcategories);CSOC;DNS 

BlockRequest;DuoFraud;e-Discovery;Investigation (excl.M issing Person);Phishing;SuspiciousActivityReport(excl.Shadow server). 

Netw orkServices 
FieldServices:Tasksarem ostcom m onlynetw orkjackactivationsorm odifications,and can bein supportofIncidents,Problem sorChanges. 

DDN -DistributedDatacenterNetw ork:Thenetw orkthatservesto connectthevariousdatacentersacrosstheUW M adison cam pus,plusDDN sitesatFem riteand Oneneck. 
UW SysNet:TheUW System Netw orkistheinternetserviceprovidertoa llofthe13 4yrUniversities,theirbranch locations,and som 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.

32 



DoIT OPERATIONS:TECHNICALNOTES 

DigitalPublishingandPrintingServicesDefinitions 

Rework:Workthatneedstobereprintedduetooperatorerrorormiscommunicationfrom internalstaff. 
AverageRew orkpercentage:Derived percentage oftotaljobsrequiring rew ork. 
Sales:M onthly revenue from sale ofprintand printrelated projects. 
Jobs:Totalnum berprintand printrelated projectsperm onth. 
Averageon-tim epercentagebystream :Percentage ofprojectsperproduction category com pleted by custom ernegotiated deadline. 

CategoryDefinitions 

NetID AccountM anagem ent:Passw ord resetsand NetID change requests 
Offi ce365:Supportfor@ w isc.edu em ailand M icrosoftApps 
UW C/EX Support:Any incidentfrom a Co llegesorExtensionsuser 
Referrals:Unsupported servicesreferred to otherdepartm ents 
GeneralDepartm entalSupport:Incidentsfrom departm enta lly supported users 
BadgIRT:Incidentsregarding security disabled accounts 
PointofSale(TechStore):Any incidentregarding the Tech Store 
Cam pusNetw ork:Connectivity issuesto UW -Netand device registration 
Learn@ UW -CanvasM adison:Supportto UW -M adison students& staff w ith Canvas 
M ulti-FactorAuthentication(M FA):Supportto UW -M adison students,faculty,and staff w ith the M FA 
Learn@ UW :A suite ofcentra lly-supported technologiesforinstructionalusage;used by instructorsand/orstudents.Learn@ UW includesthe servicesreported on the previouspage and other 
learning technologies... 
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