IT Service Desk Monthly Review

August 2024

icket Totals Feedback

Student Feedback Ratings: 18 Staff Feedback Ratings: 78
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REQUEST TICKETS TICKETS LOGGED BY 83.9% e
LOGGED STAFF Average rating: 4.89/5.00 Very Satisfied Average rating: 4.85/5.00 Very Satisfied

Contact Totals First Time Fix Rate

No. of phone calls taken: 489 (531 previous month, down 8%) \/N

Academic Year
Current month Previous month
average

No. of live chat sessions: 75 (102 previous month, down 29%) \/N ﬁ Incident 7% 67% 73%

Request 78% 735% 78%

No. of wall.(-up enquirie's: 323 (365 previou.s month, down 12%) Total 759% 71% 6%
No. of equipment bookings: 183 (265 previous month, down 31%)




G Communications - Service Desk - Yearly Summary
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August 2024 - Service Desk:
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G Communications - Room Support - Yearly Summary

% Queue Summary Chart

Total Answered
Total Answered Calls

- August

24

Tot Cll Previous Month - 42

Abandoned -
August

3

Previous Month - 13 01/09/2023 011072023 01/1172023 01/1272023 01/0172024 01/0272024 01/0372024 01/0472024 01/0572024 010672024 01/0772024 01/0872024

August 2024 - Room Support:

Calls Waiting = 5 Min Average Talk Time

Longest Answer Time Longest Wait Time
Total Answer Time Average Wait Time

Average Answer Time :01: Total Hold Time

Longest Talk Time Total Wait Time




norman VanagedServices

Year to Date Overview

Resolved vs Logged

Demand by day
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Multi-factor authentication (MFA) -> Post Setup
Password Reset -> Primary

Multi-factor authentication (MFA) -> Setup
Account -> Information

Account -= New Account

Disabled -> Primary

Account -= Permissions and Access
Administration -> Enrolment
Administration -> Timetable

Computer -> Laptop

Locked -=> Primary

Website -= Portal

Account -= Extend

Administration -> Finance and Fees
Administration -> HR

Email -> Sending and Receiving

Library -= E-Journals/Resources

Software -> Remote Access

Telecoms -= Maobile

Total

58%
40%
75%
33%

67%




&
@ Walk-Up Support

Student Laptops Student Macbooks @ Short-term Loans Staff Laptops

Hive Deep Dive:
e 16% Student
e 55% Public User

Peirson Deep Dive:

o 69% Student tickets which could be proportionally higher due to

high number of visits not requiring a ticket.




Service Desk Category Trends

WHICH ARE OUR TOP INCIDENTS THIS MONTH?

TOP LEVEL CATEGORY: DATA & SECURITY

Account SPAM/Phishing Password Account Query

Activation Email Change/Reset
Request

WHICH ARE OUR TOP REQUESTS THIS MONTH?

TOP LEVEL CATEGORY: DATA AND SECURITY

Account New Staff
Activation Starter
Request

Account Password
Query Change/Reset

IT EQUIPMENT SUPPORT SUPPORT INCIDENT DEEP DIVE:

e Account Query: Student access queries for accounts, myday or sole.

Second Highest Category: Software & Learning Tools - SOLE (24)

e SOLE: Registration assistance, photo upload, module selection &
timetabling.

DATA & SECURITY REQUEST DEEP DIVE:
e Multi-Factor Authentication: §7% Student requests

Second Highest Category: University Systems - IT Booking System
(45)

e Loan equipment

WHICH ARE OUR TOP TICKETS HANDLED OUTSIDE
THE SERVICE DESK THIS MONTH?

Top Incident Category: IT Equipment Support - Laptop (27):
Hardware failures and software installs.

Top Request Category: IT Equipment - Support: Laptop (35):
New Starter requests and leavers.
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Yearly Team Ticket Totals
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Incident
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Yearly Team Ticket Totals

User Experience = 397 (2.25%)

Student Support = 2,412 (13.66%)

Starﬁ.ez =5 {{'.I.GB%}-..

Service Desk = 9,541 (54.05%)—————————————————

ERM = 18 {ﬂ.l%]l

CC5 = 2,501 (14.17%)

—————=_—|Comms = 25 {{].14%}

'.;::;I Development = 448 (2.54%)
Hardware Ordering = 5 (0.03%)

— \[IT Change Manager = 1 (0.01%)
I' IT Purchasing = 104 {[:I.EE-'.I%H

Learning Space Support = 1,298
(7.35%)

\. [none = 51 (0.29%)

1Operations = 797 (4.52%)
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