
VoIP Help cases in several Qs
 Cases as of 6/1/2010

 Creating Cases Starting 6/2/2008

 Total from Last Week Cases Created, Year Ago to Date Average Per Day Now Year Ago Change

 this week 8.6 5.0 72%
last 3 months 5.0 5.1 -2%
last 12 months 4.8 4.0 20%

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: -7 

9%

9%

83%
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VoIP Help cases in several Qs
Cases as of 6/1/2010

 Problem Types and Queues Starting 6/2/2008

N of Problem Types FY2010-to-date Pareto Chart of Problem Types (0 = field not filled in)

N of Types
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Problems by Queue

% of cases in 

Telecom::Telephone Help

92%

0 100 200 300 400 500 600

Bug, IS&T Application

WiFi Phone Setup on Sylantro

IP Soft Phone

Open Source, OpenSER

IP Phone, Unsupported Device

Quality of Service Issue

Sylantro, Use and Configuration

Network Problem, General IP

Voicemail, Server‐side

Voicemail, Use and Configuration

Sylantro, Server‐side

0

Provisioning, Account Only

Provisioning, Device and Account

Education

Provisioning, Device Only

IP Phone, Supported Device

141

109

168

Telecom::Telephone 
Help, 137

127

108107
121123

205

119
126

109

171
158

113

8177

58

8280
96

72
58

0

50

100

150

200

250

543211211109876543211211109876

201020092008

Network::Troubles

RCC::BriggsField

Mobile Devices

RCC::NorthWest

Telecom::ACD

Help Desk::VIP

TNIS::Projects

Network::Bugs

Network::Requests

Help Desk::Call Center

TNIS::Installs

Network::SIP

Telecom::3help

Telecom::CSR

Help Desk::SIP

TNIS::Trouble Calls

Telecom::Telephone Help

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

6 7 8 9 10 11 12 1 2 3 4 5 6 7 8 9 10 11 12 1 2 3 4 5

2008 2009 2010

IP Phone, Supported Device

Education

Provisioning, Account Only

Provisioning, Device Only

Provisioning, Device and Account

0

Sylantro, Server‐side

Voicemail, Use and Configuration

Quality of Service Issue

Voicemail, Server‐side

Network Problem, General IP

Sylantro, Use and Configuration

Open Source, OpenSER

IP Phone, Unsupported Device

WiFi Phone Setup on Sylantro

IP Soft Phone

Bug, IS&T Application

Prepared by Rob Smyser 6/2/2010 Page 2



Cases as of 6/1/2010

 Client Demographics
DLCs in FY2010 Pareto of DLCs by N of tickets in FY2010

N of tickets per DLC in FY2010

N of unique clients in FY2010
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