Helpdesk In-depth

Filtered by: Time Period: 4 Feb, 2016 - 10 Feb, 2016

CREATED TICKETS - 57 ¥39%

Created tickets split by source

Created tickets split by priority

Email  CEE— 51 Medium G 40
Portal  GEEED 6 Low CEEEED 9
High D 8
Created tickets split by status Created tickets split by type
Closed (E— 32 None G 25
Open D 21 Problem I 18
Resolved @D 3 Request NN 13
Today @ 1 Question @ 1
Created tickets split by category No. of agent & customer responses in created tickets
None I 34 o
g 4
2]
Software  CHEIIIIIENND 12 5 3
Q.
0]
o
Hardware D 5 5 2 mm
§ 1 I
Useradmin (D 4 0
1
Repair @B 9 0 10 20 30 40 50

No. of tickets

[ Agentresponses Customer responses



RESOLVED TICKETS - 44 ¥55%

Resolved tickets split by source Resolved tickets split by priority
Email 38 Medium CEEEEED 31
Portal  CEEEEEED 6 Low CEEEEEED 7
High CEED 6
Resolved tickets split by type Resolved tickets split by category
Problem D 22 Nore G 11
Request CEIIIIINNNNND 12 Hardware D 9
None (D 6 Repair D 9
Question (D ! Software I 8
Useradmin  CEEIE— 6
Staff
Developm... - !
No. of agent & customer responses in resolved tickets
5+
g 4
(2]
c
g 3
[}
o
5 2 —
S
z 1 . ___________________________________________________________________________________________|
0 IEEE—
0 5 10 15 20 25 30 35

No. of tickets
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REOPENED TICKETS - 0 ¥100%

Reopened tickets split by source Reopened tickets split by priority
Reopened tickets split by status Reopened tickets split by type
Reopened tickets split by category No. of agent & customer responses in reopened tickets

Reopened tickets



AVERAGE 1ST RESPONSE TIME - 21h 21m ¥20%

Avg 1st response time split by source

Avg 1st response time split by priority

Email CEE— 24h 17m Medium D 28h 48m
Portal  GHEED shém High —~ CHNE 8h 3m
Low @ 1h21m
Avg 1st response time split by type Avg 1st response time split by category
Question  CEIIEEE—— 169h 14m Hardware GEEEEEED 64h 38m
Problem @B 12h 5m Repair  CENII 24h52m
None @ 6h0m Staff
Developm... - 6h37m
Request | 2h37m None @ 4h28m
Softwvare @ 3h27m
Useradmin @ 2h 24m



AVERAGE RESPONSE TIME - 19h Om ¥14%

Avg response time split by source

Avg response time split by priority

Email D 21h9m Medium G 24h 3m
Portal  CEEEEED 3h8m High CED 11h 26m

Low @ 1h21m

Avg response time split by type Avg response time split by category
Question I 169h 14m Hardware U 60h 36m
Problem @ 9h 49m Repair IS 24h 52m
None @ 6h Om Staff

Developm... - 6h37m

Request @ 4h18m None @B 4h 28m

Software @ 2h 59m

Useradmin @ 1h33m



AVERAGE RESOLUTION TIME - 97h 35m 474%

Avg resolution time split by source

Avg resolution time split by priority

Portal CEIIINNNED  162h20m Medium CEEEEEEE® 134h2m
Email D 87h 22m High CEED 21h44m
Low | 1h10m
Avqg resolution time split by type Avg resolution time split by category
Problem I 158h 35m Hardware U 190h 51m
Question I 126h 56m Useradmin I 156h 7m
Request @D 22h10m Software  CEEEEEEEED 153h 59m
None @ Shi12m Repair lIIEED 35h40m
None @ 7h16m
Staff - o 6h 37m

Developm...



AVERAGE 1ST ASSIGN TIME - 47m 26s ¥11%

Avg 1st assign time split by source

Avg 1st assign time split by priority

Email D 49m 9s Low D 1h10m
D ;
Portal 28m12s High CEEEEEED 42m 51s
Medium D 42m 11s
Avg 1st assign time split by type Avg 1st assign time split by category

Request I 1h2m Useradmin I 1h44m
Problem  CEEED 49m 39s Repair  CEED 1h39m
None G 36m 55s None CEEINENNNNNND 47m 14s
Question | Om 53s Software  CEEEEEEEED 25m 12s
Hardware @llD 13m 36s



FIRST CONTACT RESOLUTION - 73% «12%

FCR % by source FCR % by priority
Email G 76% High G 83%
G S
Poral 20% Low S S  71%
Medium  CEED S 71%
FCR % by type FCR % by category
Question  CEEEEEEEEE  100% S o —100%
Developm...
None G 83% Software NN 100%
Problem  CEE S 73% Repair  CEEE D 89%
D . 587
request o8% None NG S 827%
Hardware I W 56%
Useradmin QD S 17%



FIRST RESPONSE SLA - 58% ¥12%

First response SLA % by source

Portal CENIIEEENEED . 60%

Email  CEID . 58%

First response SLA % by priority

Low

100%

Medium D e 52%

High D T 40%
First response SLA % by type First response SLA % by category
Request NN S 83% Useradmin D 83%
Problem D . 53% Sofware G  83%
None CEIINNNNNED e 50% None NN D 75%
Question _ 0% Hardware __ 50%
Repair CEEEDI— . 14%
Staff

Developm...

0%



RESOLUTION SLA - 91% <»0%

Resolution SLA % by source

Resolution SLA % by priority

Email  CE S 92% Low D  100%
T — s High — CH  100%
Medium  CHE S 67%
Resolution SLA % by type Resolution SLA % by category

Request CEIEE  100% Develof;"fff S  100%
None CEEEE——  100% None CEEEEEEEEENS 100%
Froblerm - R e Repair  CEED 1 00%
Question . E————— Software  CHEEEEE S  85%
Useradmin  CE D 83%

Hardware ~ CEEEE S 78%
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