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Due to multiple Microsoft outages during the month, we had higher abandonment rates and fewer satisfactory answers for customers when they called about outages, both of which drove satisfaction down. 
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All notes below stay in line with February as many of the trends bled over month-to-month.

Office 365: Microsoft apps outages and linked account login issues led to increased escalations. 

Zoom: Personal and Campus account consolidation questions led to an increased number of escalations. 

Learn@UW Madison: Many cases require escalation as part of normal troubleshooting. We will continue monitoring for any preventable trends. 

Hardware Checkout: The low HD resolution rate aligns with expectations because many cases require escalation to the Walk-In Help Desk, where customers ultimately receive the hardware device.

Network Access, VPN: The mixture of data jack activations and advanced VPN issues led to a decreased HD resolution rate. Data jack activations require escalation as part of normal troubleshooting. We will continue to monitor VPN issues. 

MyUW Madison: Resolution rate dipped just below target. W-2 and other tax form requests rose last month with tax season approaching, leading to an increased case load. 
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Departmental Support saw a return to normal in March 2021 after a experiencing significant volume increase in March of 2020 due the heavy lift helping transition the workforce to telecommuting.
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Reduced Help Desk Level 2 staffing contributed to not meeting 1 hour SLA target in March 2021.
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Upham Woods has converted from a UW-System site to a UW-Madison campus site and is no longer being reported
Availability at several locations slightly reduced due to planned Juniper operating system upgrades
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NOTE: Incident counts are pulled directly from WiscIT (Powered by Cherwell) as incidents touched by the OpEng Team. Problems closed by OpEng are not currently represented in this view.
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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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Note: Starting with the September 2020 report, the filters were altered to stop showing cases created prior to FY18. This error was fixed as of this month and the report now shows cases created prior to FY18. 
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