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ASSESSMENT 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, 2) the department standard for return times on scanning jobs, and 3) the Telecom departmental goal to maintain a better than P-01 grade of service.
CaTS will provide timely responses to CaTS-related problems.  Three measures were employed:  1) The target rate for resolution of problems at the HelpDesk, 2) target security response times, and 3) standard Telecom emergency response times.

The CaTS organization continuously monitors and collects information related to these measures.  We have access to monitoring tools that will provide regular reports to ensure that we are meeting or exceeding industry and departmental standards.
ASSESSMENT FINDINGS

CaTS will provide quality customer service. 
· In measuring our abandon rate for HelpDesk calls, we found that the industry acceptable mean rate for abandoned calls is 4.78% and the industry standard for calls being directly picked up and not going to the queue is 80%.  WSU averages a mean rate for abandoned calls of 4.2% and calls being directly picked up and not going to the queue is 81%.
· In measuring the departmental standard for return times on scanning jobs, WSU’s average for returned times on scanning jobs is 1 ½ hours vs. the departmental standard of 4 hours.
· In measuring the Telecom departmental goal of maintaining a better than P-1 level grade of service, we found that this response time is being met.

CaTS will provide timely responses to CaTS-related problems.  
· The target rate for resolution of problems at the HelpDesk is to resolve a problem within 2 hours and 30 minutes.  The actual rate for HelpDesk time to resolution of a problem is 2 hours and 26 min utes. 
· The target response time for security incidences are broken down into two different types of incidences:  Internet attacks on network ports and desktop workstation corruption.  The target response time for an Internet attack on a network port is 60 minutes, the WSU actual response time is 30 minutes.  The target response time for a desktop workstation corruption is 1 day, the WSU actual response time is 2 hours to 2 days. 
· The target response time for Telecom emergencies is met by our Telecom group.  These response times are as follows: 
Situation
Business Hours
After Business Hours
Major alarm
Immediately
Two (2) hours
Minor alarm
Immediately
Two (4) hours

Public Safety
Immediately
Two (2) hours

Minor Service Interruption
Immediately
Four (4) hours

Remedial
Eight (8) hours
Next working day
ASSESSMENT PLAN COMPLIANCE

There were no deviations from the plan set forth in December 2004.
NEW ASSESSMENT DEVELOPMENTS

After the full implementation of the new Administrative System, we will be reassessing our service outcomes and measures.
