VolIP Help cases in several Qs

Cases as of 1/1/2010
Creating Cases Starting 1/3/2008
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Closing Cases
Estimated Pending Queue over the last six months
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VolIP Help cases in several Qs

Cases as of 1/1/2010
Problem Types and Queues Starting 1/3/2008
N of Problem Types FY2010-to-date Pareto Chart of Problem Types (0 = field not filled in)
IP Phone, Supported Device
Provisioning, Device Only
1 7 Provisioning, Account Only
Education
Provisioning, Device and Account
0
N of Types Sylantro, Server-side
Voicemail, Use and Configuration
Network Problem, General IP
Voicemail, Server-side
Quality of Service Issue
Sylantro, Use and Configuration
Open Source, OpenSER
IP Phone, Unsupported Device
WiFi Phone Setup on Sylantro
IP Soft Phone
Bug, IS&T Application
T
0 50 100 150 200 250 300
100% 1 IP Phone, Supported Device
90% | | Provisit.)ning, Account Only
M Education
80% 1 Provisioning, Device Only
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10% M Open Source, OpenSER
B IP Phone, Unsupported Device
0% H IP Soft Phone
H Provisioning, Multiple
M Bug, IS&T Application
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Client Demographics
DLCs in FY2010

96

N of unique clients in FY2010

556

Pareto of DLCs by N of tickets in FY2010

SLOAN SCHOOL OF MANAGEMENT

INFORMATION SERVICES & TECHNOLOGY

MECHANICAL ENGINEERING, DEPARTMENT OF
LIBRARIES

Unknown

BIOLOGY, DEPARTMENT OF

HOUSING, DEPARTMENT OF

BRAIN AND COGNITIVE SCIENCES, DEPARTMENT OF
AERONAUTICS AND ASTRONAUTICS, DEPARTMENT OF
CIVIL AND ENVIRONMENTAL ENGINEERING, DEPARTMENT OF
EARTH, ATMOSPHERIC, & PLANETARY SCIENCES, DEPT OF
MATERIALS SCIENCE AND ENGINEERING, DEPARTMENT OF
ELECTRICAL ENGINEERING & COMPUTER SCIENCE, DEPT OF
CENTER FOR SPACE RESEARCH

PUBLIC RELATIONS SERVICES

MCGOVERN INSTITUTE FOR BRAIN RESEARCH

COMP SCI & ARTIFICIAL INTELLIGENCE LAB

BIOLOGICAL ENGINEERING

PHYSICS, DEPARTMENT OF

RESEARCH LABORATORY OF ELECTRONICS

CHEMICAL ENGINEERING, DEPARTMENT OF

DAPER ADMINISTRATION

CHEMISTRY, DEPARTMENT OF

CONTROLLER'S ACCOUNTING OFFICE

PROGRAM IN WRITING AND HUMANISTIC STUDIES
HUMAN RESOURCES DEPARTMENT

LABORATORY FOR NUCLEAR SCIENCE

ECONOMICS, DEPARTMENT OF

MICROSYSTEMS TECHNOLOGY LABORATORIES

FOREIGN LANGUAGES & LITERATURES SECTION

ALUMNI ASSOCIATION

CENTER FOR ENVIRONMENTAL HEALTH SCIENCES
URBAN STUDIES & PLANNING, DEPARTMENT OF
ADMISSIONS OFFICE

CENTER FOR INTERNATIONAL STUDIES

DIVISION OF COMPARATIVE MEDICINE

PICOWER CENTER FOR LEARNING AND MEMORY

OFFICE OF SPONSORED PROGRAMS

REGISTRAR'S OFFICE

OFFICE OF THE PROVOST

NUCLEAR REACTOR LABORATORY

HARVD-MIT DIVISION OF HEALTH SCIENCES & TECHNOLOGY
CENTER FOR REAL ESTATE

DEVELOPMENT RESEARCH AND SYSTEMS, OFFICE OF
POLITICAL SCIENCE, DEPARTMENT OF

ADMINISTRATIVE SERVICES:CHEM E/M S & E

CREDIT UNION

EDUCATIONAL COMPUTING INITIATIVES, CENTER FOR
CENTER FOR TECHNOLOGY, POLICY, & INDUSTRIAL DEVELP
SCHOOL OF ENGINEERING

SEA GRANT COLLEGE PROGRAM

DEAN FOR UNDERGRADUATE EDUCATION

MEDIA LABORATORY

WHITEHEAD INSTITUTE

SINGAPORE/MIT ALLIANCE PROGRAM

CENTER FOR MATERIALS SCIENCE AND ENGINEERING
ENVIRONMENTAL HEALTH AND SAFETY, OFFICE OF
SCHOOL OF SCIENCE

CENTER FOR CANCER RESEARCH

PROGRAM IN SCIENCE, TECHNOLOGY, AND SOCIETY
ARCHITECTURE, DEPARTMENT OF

OFFICE OF THE PRESIDENT

DEPARTMENT OF FACILITIES

MUSIC AND THEATER ARTS SECTION

LABORATORY FOR INFORMATION AND DECISION SYSTEMS
STUDENT FINANCIAL SERVICES

MATERIALS PROCESSING CENTER

SCHOOL OF ARCHITECTURE AND PLANNING

GRADUATE STUDENTS OFFICE

CAREER SERVICES AND PREPROFESSIONAL ADVISING
CORPORATE RELATIONS/INDUSTRIAL LIAISON PROGRAM
LINGUISTICS AND PHILOSOPHY, DEPARTMENT OF

N of tickets per DLC in FY2010
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ENDICOTT HOUSE

DEAN FOR STUDENT LIFE

INSTITUTE FOR SOLDIER NANOTECHNOLOGIES
CLINICAL RESEARCH CENTER

LITERATURE SECTION

SYSTEM DESIGN AND MANAGEMENT PROGRAM
OPERATIONS RESEARCH CENTER

DEAN FOR STUDENT LIFE-ADMINISTRATION
CENTER FOR INFORMATION SYSTEMS RESEARCH
DAPER INTERCOLLEGIATE SPORTS

terrascope

CAMPUS ACTIVITIES COMPLEX

PROPERTY OFFICE

PROGRAM IN MEDIA ARTS AND SCIENCES
AUDIT DIVISION

MUSEUM

MATHEMATICS, DEPARTMENT OF

STUDENT LIFE PROGRAMS

CENTER FOR TRANSPORTATION & LOGISTICS
MEDICAL DEPARTMENT

ENGINEERING SYSTEMS DIVISION
ARCHAEOLOGY, DEPARTMENT OF

FRANCIS BITTER MAGNET LABORATORY
CHAPLAINCY
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