
VoIP Help cases in several Qs
 Cases as of 10/1/2009

 Creating Cases Starting 10/1/2007

 Total from Last Week Cases Created, Year Ago to Date Average Per Day Now Year Ago Change
 this week 4.4 1.9 138%

last 3 months 5.5 3.2 72%
last 12 months 4.3 4.2 4%

Actual Per Day, Last Week vs Qtrly Average

* latest month is month-to-date

The Queue
Calendar Age of Open Cases

Currently Pending Last 12 Months Last 3 months Last Week

Time Since Last Acti it of An Kind in Cases that are c rrentl Open
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Time Since Last Activity of Any Kind, in Cases that are currently Open
Last 12 Months Last 3 months Last Week

Closing Cases
Estimated Pending Queue over the last six months

more than 7 days

   3 to 7 days

 < 3 days

(over the last six weeks)

Net change in Q over six months: -9

14%
10%
77%
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VoIP Help cases in several Qs
Cases as of 10/1/2009

 Problem Types and Queues Starting 10/1/2007

N of Problem Types FY2009 Pareto Chart of Problem Types (0 = field not filled in)

N of Types
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Problems by Queue

% of cases in 
Telephone Help

1%
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Cases as of 10/1/2009

 Client Demographics
DLCs in these cases Pareto of DLCs by N of cases

N of cases per DLC in FY2009

N of unique clients 
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INFORMATION SERVICES & TECHNOLOGY
BIOLOGY, DEPARTMENT OF

COMP SCI & ARTIFICIAL INTELLIGENCE LAB
Unknown

SLOAN SCHOOL OF MANAGEMENT
EARTH, ATMOSPHERIC, & PLANETARY SCIENCES, DEPT OF

LIBRARIES
CIVIL AND ENVIRONMENTAL ENGINEERING, DEPARTMENT OF

MECHANICAL ENGINEERING, DEPARTMENT OF
BIOLOGICAL ENGINEERING

CHEMISTRY, DEPARTMENT OF
ELECTRICAL ENGINEERING & COMPUTER SCIENCE, DEPT OF
MATERIALS SCIENCE AND ENGINEERING, DEPARTMENT OF

CONTROLLER'S ACCOUNTING OFFICE
ECONOMICS, DEPARTMENT OF

ALUMNI ASSOCIATION
BRAIN AND COGNITIVE SCIENCES, DEPARTMENT OF

AERONAUTICS AND ASTRONAUTICS, DEPARTMENT OF
DEVELOPMENT RESEARCH AND SYSTEMS, OFFICE OF

FOREIGN LANGUAGES & LITERATURES SECTION
OFFICE OF SPONSORED PROGRAMS

MIT PRESS
PUBLIC RELATIONS SERVICES

SCHOOL OF HUMANITIES, ARTS AND SOCIAL SCIENCES
DEPARTMENT OF FACILITIES

PROGRAM IN WRITING AND HUMANISTIC STUDIES
STUDENT FINANCIAL SERVICES

CREDIT UNION
DAPER ADMINISTRATION

DIVISION OF COMPARATIVE MEDICINE
PICOWER CENTER FOR LEARNING AND MEMORY

CHEMICAL ENGINEERING, DEPARTMENT OF
HOUSING, DEPARTMENT OF

THE BROAD INSTITUTE
NUCLEAR REACTOR LABORATORY
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