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Operations Report Process Rules:
1. This report is meant for the internal self-management of IT and is not intended as a communication vehicle with customers.  The IT Customer Relationship Executive function will provide regular reporting and liaison with IT’ customer constituencies.

2. the PMO authors this report each month, working closely with the Office of the Executive Director of IT, and all IT Service Delivery Units.

3. Only significant customer-focused service disruptions and issues will be reported in the “SLA Disruptions and Issues” section; customer-focused project information is reported via Project Score Cards in the Project Accomplishments section of Operations Report B.

4. Only meaningful customer-focused metrics will be reported in the “SLA Metrics” section.

5. During the Operations Report Reviews each month, the Office of the Executive Director of IT will track and report on any follow-up items that emerge during the review discussion.  The same is true for any improvement initiative raised during the review process.

6. Important staffing issues and changes, especially those affecting other lines of business within IT, will be posted to the “Key Staffing Issues” table.

7. The “Security Control Items and Metrics” section provides visibility for risk management-related efforts and security metrics.
SLA DITRUPTIONS AND ISSUES
	MAJOR SLA DITRUPTIONS & ISSUES
	

	IT Service Delivery Unit Manager: 

IT Service Delivery Unit: 
	
	Manager and/or CRE:


	

	SLA Disruptions/Issues
	Customer(s)
	Comments



	IT Unit A 

	· 
	
	

	
	
	


	IT Unit B 

	· 
	
	

	
	
	


	MAJOR SLA DITRUPTIONS & ISSUES
	

	IT Service Delivery Unit Manager: 

IT Service Delivery Unit: 
	
	Manager and/or CRE:


	Bob Weir, VP, IT

	SLA Disruptions/Issues
	Customer(s)
	Comments




	IT Unit B

	· 
	
	


	IT Unit C

	· 
	
	


	MAJOR SLA DITRUPTIONS & ISSUES
	

	IT Service Delivery Unit Manager: 

IT Service Delivery Unit: 
	
	Manager and/or CRE:


	

	SLA Disruptions/Issues
	Customer(s)
	Comments



	IT Unit E 

	· 
	
	

	
	
	


	IT Unit F 

	· 
	
	

	
	
	


	MAJOR SLA DITRUPTIONS & ISSUES
	

	IT Service Delivery Unit Manager: 

IT Service Delivery Unit: 
	
	Manager and/or CRE:


	Bob Weir, VP, IT

	SLA Disruptions/Issues
	Customer(s)
	Comments




	IT Unit G

	· 
	
	


	IT Unit H

	· 
	
	


ITCS Problem Ticket REPORTS
TICKET AGING/TOTAL OPEN TICKETS IN System BY IT DEPARTMENT

As of xx/xx/xxxx
	
	
	Sub-Group A
	
	

	Ticket Aging
	< 7 Days
	7-30 Days
	30 +
	Pending

	Current Month
	
	
	
	

	Past Month
	
	
	
	

	
	
	
	
	

	
	
	Sub-Group B
	
	

	Ticket Aging
	< 7 Days
	7-30 Days
	30 +
	Pending

	Current Month
	
	
	
	

	Past Month
	
	
	
	

	
	
	
	
	

	
	
	Sub-Group C
	
	

	Ticket Aging
	< 7 Days
	7-30 Days
	30 +
	Pending

	Current Month
	
	
	
	

	Past Month
	
	
	
	

	
	
	
	
	

	
	
	Sub-Group D
	
	

	Ticket Aging
	< 7 Days
	7-30 Days
	30 +
	Pending

	Current Month
	
	
	
	

	Past Month
	
	
	
	


Pending - a status that places the ticket on "hold" while awaiting a call back, a technology upgrade, etc.  This status is used when the ticket cannot be worked on due to circumstances that fall outside of the noted problem.  Tickets with a "pending" status are not reflected in the monthly aging report figures.

Note: The numbers represented by department/group reflect tickets that were last assigned to or were outstanding for a particular department/group.

ITCS Problem Ticket REPORT - continued
AVERAGE TIME TO CLOSE A TICKET ACCORDING TO PRIORITY CODES - SORTED BY IT DEPARTMENT

As of October 31, 2002
KEY:

	Code 0
	VIP Response

	Code 1
	Catastrophic

	Code 2
	Urgent

	Code 3
	Important

	Code 4
	Non-critical

	Code 5
	Other


	Sub-Group A
	Code 0
	Code 1
	Code 2
	Code 3
	Code 4
	Code 5

	Average Time (days) to Close
	
	
	
	
	
	

	Past Month
	
	
	
	
	
	


	Sub-Group B
	Code 0
	Code 1
	Code 2
	Code 3
	Code 4
	Code 5

	Average Time (days) to Close
	
	
	
	
	
	

	Past Month
	
	
	
	
	
	


	Sub-Group C
	Code 0
	Code 1
	Code 2
	Code 3
	Code 4
	Code 5

	Average Time (days) to Close
	
	
	
	
	
	

	Past Month
	
	
	
	
	
	


	Sub-Group D
	Code 0
	Code 1
	Code 2
	Code 3
	Code 4
	Code 5

	Average Time (days) to Close
	
	
	
	
	
	

	Past Month
	
	
	
	
	
	


Note: The Average Time to Close is based on the entire length of the ticket from start to finish.
SLA METRICS 2001 - 2002

Customer Service Score: 1=not satisfactory; 2=somewhat satisfactory; 3=satisfactory; 4=somewhat exceeds expectations; 5=exceeds expectations

	
	OCT
	NOV
	DEC
	JAN
	FEB
	MAR
	APR
	MAY
	JUN
	JUL
	AUG
	SEP
	OCT

	Media Svcs.
	
	
	
	
	
	
	
	
	
	
	
	
	

	A/V Events
	
	
	
	
	
	
	
	
	
	
	
	
	

	Customer Service Score
	
	
	
	
	
	
	
	
	
	
	
	
	

	Network Services
	
	
	
	
	
	
	
	
	
	
	
	
	

	Tickets Closed
	
	
	
	
	
	
	
	
	
	
	
	
	

	Tickets Remaining in System
	
	
	
	
	
	
	
	
	
	
	
	
	

	Internet Availability
	
	
	
	
	
	
	
	
	
	
	
	
	

	Internet Response Time
	
	
	
	
	
	
	
	
	
	
	
	
	

	NUnet Availability
	
	
	
	
	
	
	
	
	
	
	
	
	

	Remote Campus Avail.
	
	
	
	
	
	
	
	
	
	
	
	
	

	Customer Service Score
	
	
	
	
	
	
	
	
	
	
	
	
	

	 Systems Services
	
	
	
	
	
	
	
	
	
	
	
	
	

	Customer Service Score
	
	
	
	
	
	
	
	
	
	
	
	
	

	Telephone Services
	
	
	
	
	
	
	
	
	
	
	
	
	

	Phone Sets Installed
	
	
	
	
	
	
	
	
	
	
	
	
	

	Extensions Installed
	
	
	
	
	
	
	
	
	
	
	
	
	

	Repairs Requested
	
	
	
	
	
	
	
	
	
	
	
	
	

	Repairs Completed
	
	
	
	
	
	
	
	
	
	
	
	
	

	Voice Mail Adds/Changes
	
	
	
	
	
	
	
	
	
	
	
	
	

	Line Feature Adds/Changes
	
	
	
	
	
	
	
	
	
	
	
	
	

	Customer Service Score
	
	
	
	
	
	
	
	
	
	
	
	
	


Key to Metrics reported by Network Services:
	Internet Availability = Sum total of Internet Service availability.  Scheduled outages are not shown.
	Internet Response Time = Average ping response time from a desktop to our Internet Service Provider.

	Network Availability = Weighted average for all  network components and Internet service.
	Remote Campus Availability = Weighted average for all Remote area network connections. 


SLA METRICS 2001 - 2002

Customer Service Score: 1=not satisfactory; 2=somewhat satisfactory; 3=satisfactory; 4=somewhat exceeds expectations; 5=exceeds expectations

	
	OCT
	NOV
	DEC
	JAN
	FEB
	MAR
	APR
	MAY
	JUN
	JUL
	AUG
	SEP
	OCT

	LDAP/eMail Services
	
	
	
	
	
	
	
	
	
	
	
	
	

	accounts created to date:
	
	
	
	
	
	
	
	
	
	
	
	
	

	accounts registered to date:
	
	
	
	
	
	
	
	
	
	
	
	
	

	accounts forwarding out to another messaging system:
	
	
	
	
	
	
	
	
	
	
	
	
	

	accounts forwarding to another  Enterprise messaging system:
	
	
	
	
	
	
	
	
	
	
	
	
	

	Staff accounts created to date:
	
	
	
	
	
	
	
	
	
	
	
	
	

	Staff accounts forwarding out to another messaging system:
	
	
	
	
	
	
	
	
	
	
	
	
	

	Staff accounts forwarding to another the Enterprise messaging system:
	
	
	
	
	
	
	
	
	
	
	
	
	

	Tickets Closed
	
	
	
	
	
	
	
	
	
	
	
	
	

	Tickets Remaining in System
	
	
	
	
	
	
	
	
	
	
	
	
	

	Customer Service Score
	
	
	
	
	
	
	
	
	
	
	
	
	


SLA METRICS 2001 - 2002

Customer Service Score: 1=not satisfactory; 2=somewhat satisfactory; 3=satisfactory; 4=somewhat exceeds expectations; 5=exceeds expectations
	
	OCT
	NOV
	DEC
	JAN
	FEB
	MAR
	APR
	MAY
	JUN
	JUL
	AUG
	SEP
	OCT

	ITCS
	
	
	
	
	
	
	
	
	
	
	
	
	

	Call Center Calls
	
	
	
	
	
	
	
	
	
	
	
	
	

	WAN Calls
	
	
	
	
	
	
	
	
	
	
	
	
	

	Web Calls
	
	
	
	
	
	
	
	
	
	
	
	
	

	Chat Sessions
	
	
	
	
	
	
	
	
	
	
	
	
	

	Media Services
	
	
	
	
	
	
	
	
	
	
	
	
	

	Telephone Services
	
	
	
	
	
	
	
	
	
	
	
	
	

	Total Calls Received
	
	
	
	
	
	
	
	
	
	
	
	
	

	Tickets Created
	
	
	
	
	
	
	
	
	
	
	
	
	

	Tickets Closed
	
	
	
	
	
	
	
	
	
	
	
	
	

	Incidents Escalated
	
	
	
	
	
	
	
	
	
	
	
	
	

	Tickets Remaining in System
	
	
	
	
	
	
	
	
	
	
	
	
	

	Customer Service Score
	
	
	
	
	
	
	
	
	
	
	
	
	

	ITCS - Training
	
	
	
	
	
	
	
	
	
	
	
	
	

	No. of Courses Offered
	
	
	
	
	
	
	
	
	
	
	
	
	

	Seats Available
	
	
	
	
	
	
	
	
	
	
	
	
	

	Seats Filled
	
	
	
	
	
	
	
	
	
	
	
	
	

	Customer Completions
	
	
	
	
	
	
	
	
	
	
	
	
	

	Customer Service Score
	
	
	
	
	
	
	
	
	
	
	
	
	


KEY STAFFING ISSUES – [month, year]
Status Key: J=job description needed; HR=job description pending HR approval; P=job posted internally; P2=job posted externally; I=candidates being interviewed; H=candidate hired but not started.

	IT UNIT NAME
	STAFFING ITSUE
	IMPACT/ACTIONS-MITIGATION
	CURRENT STATUS
	PRIOR MONTH STATUS

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


STAFF SUMMARY – [month, year]
	
	
	
	
	
	

	Sub-Group A
	Month
	Sub-Group B                    
	Month
	Sub-Group C                   
	Month

	On-Board Employees
	
	On-Board Employees
	
	On-Board Employees
	

	No. of Openings
	
	No. of Openings
	
	No. of Openings
	

	Total Employees
	
	Total Employees
	
	Total Employees
	

	Contractor FTE’s
	
	Contractor FTE’s
	
	Contractor FTE’s
	

	GRAND TOTALS
	
	GRAND TOTALS
	
	GRAND TOTALS
	


IT [TOTAL] ORGANIZATION

	
	
	
	
	
	

	Sub-Group D                    
	Month
	Sub-Group E                    
	Month
	
	Month

	On-Board Employees
	
	On-Board Employees
	
	On-Board Employees*
	

	No. of Openings
	
	No. of Openings
	
	No. of Openings
	

	Total Employees
	
	Total Employees
	
	Total Employees*
	

	Contractor FTE’s
	
	Contractor FTE’s
	
	Contractor FTE’s
	

	GRAND TOTALS
	
	GRAND TOTALS
	
	GRAND TOTALS
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