Assessment Report for July 1, 2003-June 30, 2004

Department Assessed:  Computing and Telecommunication Services

Assessment Coordinator:  Nancy Pestian

OUTCOMES ASSESSED

CaTS will provide quality customer service.  Three outcomes were assessed:

1. The abandon rate of calls coming to the HelpDesk and rate of calls that are directly picked up (versus going into the call queue),

2. The return rate on scanning jobs and monthly production runs performed by the Systems Operations group, and

3. Telecom will maintain a better than P-01 grade of service.
Response times to CaTS-related problems will be timely.  Three outcomes were assessed:

1. The time to resolution of problems at the Help Desk, 

2. Security response times, and 

3. Telecom emergency response times.

MEASURES EMPLOYED

CaTS will provide quality customer service.  Three measures were employed:

1. The industry standard average mean rate for the acceptable abandon rate for HelpDesk calls is 4.78.  The industry standard for calls being directly picked up and not going to the queue is 80%.

2. The department standard for return times on scanning jobs is 4 hours.

3. The Telecom department goal is to maintain a better than P-01 grade of service.  

Response times to CaTS-related problems will be timely.  Three measures were employed:

1. The target rate for resolution of problems at the HelpDesk is 85%.  The target rate for HelpDesk time to resolution of a problem is 2 hours and 30 minutes.

2. Security response times depend on the type of incident:

Type of incident
Target
Internet attack on network port
60 minutes
Desktop workstation corruption
1 day

3. Telecom emergency response times meet the standards that are set forth as follows:

Situation
Business Hours
After Business Hours
Major alarm
Immediately
Two (2) hours

Minor Alarm
Immediately
Four (4) hours

Public Safety
Immediately
Two (2) hours

Minor Service Interruption
Immediately
Four (4) hours
Remedial
Eight (8) hours
Next working day

SUMMARY MATRIX
	
	Measure #1
	Measure #2
	Measure #3

	Outcome 1
	X
	X
	X

	Outcome 2
	X
	X
	X


FINDINGS

CaTS will provide quality customer service.  The results to our outcomes that were assessed are:
1. The WSU average mean rate for abandoned calls is 4.2%.  The WSU average for calls being directly picked up and not going to the queue is 81%.

2. The department’s current average for returned times on scanning jobs is 1 ½ hours.

3. The Telecom Services does maintain a better than P-01 grade of service.

Response times to CaTS-related problems will be timely.  The results to our outcomes that were assessed are:
1. The actual rate for resolution of problems at the HelpDesk is 84%.  The actual rate for HelpDesk time to resolution of a problem is 2 hours and 26 minutes.

2. Actual Security response times:

Type of incident
Actual
Internet attack on network port
30 minutes
Desktop workstation corruption
2 hours to 2 days
3. Telecom emergency response times meet the standards as outlined in the Measures Employed section.

IMPROVEMENTS

In CaTS continuous monitoring occurs in most all of our areas.  This is critical to fulfill our commitment to customer service and satisfaction.  
