Help Desk Ticket Analysis Report

Applied Scopes: Time Period: within last 30 days

Created Tickets - 609

Created Tickets Timeline
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Created Tickets by Work Type Created Tickets by Status
Comple':e _

Software Application Support _ 53
Telephone Services _ 34
Network Connectivity _ 27
AV Equipment _ 25
Login\account Issues |G 24
email [ 21
Canvas _ 19
Laptop [N 16
Display Monitor - 10
sars [ 8
New Technology Request - 8

.Student - E-mail . 6

Void 97

New Request 77

Closed

N
©

Work In Progress 12

Canceled by Requester i 10

Parts On Order |1

On Hold |1




Created Tickets by Priority Created Tickets by Source

Requester Portal, 312

Medium, 607
e High, 2

d \ Help Desk, 135

Email, 162

Created Tickets by Location

CHC

185

Unassigned 171

SBVC 160

SBCCD District Office

(2]
~

SBVC-Labs

©

SBCCD Police

KVCR

CHC-Labs B 1



Completed Tickets - 590

Completed Tickets Timeline =
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Completed Tickets by Work Type Completed Tickets by Status

Software Application Support _ 48
Telephone Services _ 27
Network Connectivity _ 26 Void
AV Equipment _ 24
Login\Account Issues _ 23
Canvas _ 22
Email _ 21 Closed 33
Laptop - 13
Display Monitor - 9
New Technology Request - 8

sars [ &

.Student - Login issues . 6

Complete 449

Canceled by Requester |8 10



Completed Tickets by Priority Completed Tickets by Source

Requester Portal, 283

Medium, 585
High, 2
Low, 3
Email, 162 \— Help Desk, 145
Completed Tickets by Location
CHC
Unassigned 170

SBVC 150

SBCCD District Office 62

SBVC-Labs

10

SBCCD Police

KVCR

w -
) I

SBCCD Annex § 1

CHC-Labs {1



Open Tickets - 105

Open Tickets by Work Type Open Tickets by Status

L New Request

Work In Progress 14
Telephone Services _ 8
Complete 4
Loptop [N
I3

Network Connectivity _ 5
AV Equipment - 3 BriTicid
Login\Account Issues - 3
Canvas - 2

Parts On Order § 1
Chromebook - 2

New Technology Request - 2

SARS 2
- Reopened f§ 1

.Student - Login issues . 1

Open Tickets by Priority Open Tickets by Source

Requester Portal, 76

Medium, 104

S Email, 13

Help Desk, 16



SBVC

CHC

SBCCD District Office

Unassigned

KVCR

SBCCD Police

SBVC-Labs

Open Tickets by Location

21

H I
B
w
=
F~Y
=
[--]

42



Average First Response Time - 88h 31m 49s

Average First Response Time Timeline =
361h 6m 40s
180h 33m 20s J\
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Average First Response Time by Work Type Average First Response Time by Priority

New Technology Request _ 424h 26m 3s
Mobile Device [ 245h 11m 49s
webAdvisor [ 137h 48m 4s

Desktop/Workstation [ 136h 25m 58s

email [N 134h 42m 495
Network Connectivity - 113h 25m 4s
Software Application Support - 86h 1m 32s Medium 88h 31m 49s
web sites [ 85h 12m 23s

Laptop [ 80h 47m 365

Telephone Services - 79h 31m 34s

Chromebook - 71h 15m 28s
Login\Account Issues - 63h 12m 54s
Canvas - 57h 2m 22s

Oracle - 52h 10m 35s



Help Desk

Email

Requester Portal

Average First Response Time by Source

91h 13m 40s

79h 49m 10s

Average First Response Time by Location

SBCCD District Office

SBCCD Police 111h 35m 59s

SBVC 99h 9m 18s

SBVC-Labs 73h 36m 54s

CHC 68h 7m 15s

null 61h 50m 2s

KVCR 33h 10m 20s

CHC-Labs | 29m 39s




361h 6m 40s

180h 33m 20s

0s

Average Resolution Time - 91h 33m 11s

Average Resolution Time Timeline =
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Average Resolution Time by Work Type Average Resolution Time by Priority

Mobile Device [ 245h 11m 49s

Desktop/Workstation [ 146h 34m 38s

Network Connectivity - 113h 25m 11s

Software Application Support - 89h 2m 22s Medium

Telephone Services - 79h 45m 58s

webadvisor [ 137h 48m 4s
email [N 134h 42m 495

91h 33m 11s
web sites [l 86h 4m 21s

Laptop [ 80h 47m 365

Chromebook - 75h 1m 38s

Login\Account Issues - 70h 36m 48s

sars [l 61h 57m 255

Oracle - 52h 21m 19s



Help Desk

Email

Requester Portal

Average Resolution Time by Source

89h 13m 11s

83h 51m 6s

Average Resolution Time by Location

SBCCD District Office

SBCCD Police 111h 35m 59s

SBVC 103h 15m 18s

SBVC-Labs 84h 38m 58s

CHC 67h 56m 51s

null 63h 31m 6s

KVCR 33h 10m 20s

CHC-Labs | 29m 39s




