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Cost/case decrease likely driven primarily by decreased student expenses. This year's student budget saw about a $100K+ decrease. We have focused on increased efficiency with staffing and have adopted new operating hours for the summer to further decrease costs.

We will explore improved self-help options (e.g. KB videos) to drive cost-savings while improving the costomer experience. 
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Since April, we have seen a trend in more cases requiring escalation. Examples include cases for: Adobe software, Digital ID, Course Search and Enroll, Box deactivations and data retrieval. Pending further investigation, it appears that the increase in escalations largely stems from complications with the remote environment both for software licensing and processes that historically required in-person support (e.g. digital ID). 
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Adobe software licensing cases (under "Software) tend to lead to higher escalation rates because front-line staff do not have the advanced knowledge needed to resolve the cases (Warren in PM typically helps). 

The other categories below 85% are close to the goal and do not represent immediate concerns. 
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There was no Qualtrics or WiscList Customer Satisfacton survey data for the month of July. 
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New targets established on August 5th for incident priorities 1 & 2 95% and for incident priorities 3 & 4 85%. There were higher than anticipated ticket counts for July. There were 1595 cases compared to the July historical average of 1000-1100 cases. This was compounded by a decrease in availability of student staffing. This is being addressed by the recruitment of additional student staff by the end of August. 
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* Upham Woods' extended commercial power outage impacted availability; placing DC power at site to resolve as part of SysNet2020 project
* UW-River Falls had a scheduled power outage impacting their availability in July
* UW-Marinette planned maintenance to install fiber connectivity on 7/27; should improve availability in future
* Planned software updates reduced availability at several locations
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Note: The Gartner 2020 Servers/FTE metric has changed to include a number of IT functions that we do not consider "servers," thus significantly inflating the benchmark compared to 2019's Gartner benchmark numbers.  Although the benchmark no longer is relevant to us, we have left it in until we can determine a superior benchmark.
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Financial Services is still awaiting the close of FY20 for SFS / CBS closure data to be available.
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