VolIP Help cases in several Qs

Cases as of 7/1/2010

Creating Cases Starting 8/11/2006
Total from Last Week Cases Created, Year Ago to Date Average Per Day Now Year Ago Change
this week 5.2 7.2 -28%

last 3 months 5.2 4.6 11%

last 12 months 5.0 4.2 18%
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Closing Cases
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Problem Types and Queues

N of Problem Types

VoIP Help cases in several Qs

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

7/1/2010
8/11/2006

Cases as of
Starting

17

N of Types

Problems by Queue

IP Phone, Supported Device
Provisioning, Device Only
Education

Provisioning, Device and Account
Provisioning, Account Only

0

Sylantro, Server-side

Voicemail, Use and Configuration
Voicemail, Server-side

Network Problem, General IP
Sylantro, Use and Configuration
Quality of Service Issue

IP Phone, Unsupported Device
Open Source, OpenSER

IP Soft Phone

WiFi Phone Setup on Sylantro
Bug, IS&T Application
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= IP Phone, Supported Device

™ Education

M Provisioning, Account Only

1 Provisioning, Device Only

M Provisioning, Device and Account
mo

1 Voicemail, Use and Configuration
m Sylantro, Server-side

m Quality of Service Issue

® Voicemail, Server-side

M Sylantro, Use and Configuration
H Network Problem, General IP

M Open Source, OpenSER

B WiFi Phone Setup on Sylantro

Network::Troubles
1 RCC::BriggsField
Telecom::ACD
" RCC::NorthWest
1 Mobile Devices
= Help Desk::VIP

250

200

150 = Network::Requests
W TNIS::Projects
" Network::Bugs
100 = Help Desk::Call Center
W TNIS::Installs
m Telecom::3help
50  ®Network:SIP

M Telecom::CSR

m Help Desk::SIP
0 W TNIS:Trouble Calls
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Client Demographics
DLCs in FY(Multiple ltems)

110

N of unique clients in FY2010

956

Pareto of DLCs by N of tickets in FY2010

SLOAN SCHOOL OF MANAGEMENT
MECHANICAL ENGINEERING, DEPARTMENT OF
LIBRARIES

BIOLOGY, DEPARTMENT OF

HOUSING, DEPARTMENT OF

MATERIALS SCIENCE AND ENGINEERING, DEPARTMENT OF

OFFICE OF THE PRESIDENT

ELECTRICAL ENGINEERING & COMPUTER SCIENCE, DEPT OF

RESEARCH LABORATORY OF ELECTRONICS
CHEMISTRY, DEPARTMENT OF

PUBLIC RELATIONS SERVICES

CONTROLLER'S ACCOUNTING OFFICE

MCGOVERN INSTITUTE FOR BRAIN RESEARCH
HUMAN RESOURCES DEPARTMENT

DEPARTMENT OF FACILITIES

CENTER FOR INTERNATIONAL STUDIES

DIVISION OF COMPARATIVE MEDICINE

CHEMICAL ENGINEERING, DEPARTMENT OF
PROGRAM IN WRITING AND HUMANISTIC STUDIES
NUCLEAR REACTOR LABORATORY

DEVELOPMENT RESEARCH AND SYSTEMS, OFFICE OF
LITERATURE SECTION

OFFICE OF SPONSORED PROGRAMS
ARCHITECTURE, DEPARTMENT OF

FOREIGN LANGUAGES & LITERATURES SECTION
PLASMA SCIENCE AND FUSION CENTER

SCHOOL OF ARCHITECTURE AND PLANNING
CENTER FOR REAL ESTATE

EDUCATIONAL COMPUTING INITIATIVES, CENTER FOR
WHITEHEAD INSTITUTE

CENTER FOR TRANSPORTATION & LOGISTICS
SINGAPORE/MIT ALLIANCE PROGRAM

OFFICE OF THE EXECUTIVE VICE PRESIDENT
CAMPUS ACTIVITIES COMPLEX

DEAN FOR UNDERGRADUATE EDUCATION

SYSTEM DESIGN AND MANAGEMENT PROGRAM
CENTER FOR INFORMATION SYSTEMS RESEARCH
MIT PRESS

CAREER SERVICES AND PREPROFESSIONAL ADVISING
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MATERIALS PROCESSING CENTER
CORPORATE RELATIONS/INDUSTRIAL LIAISON PROGRAM
OPERATIONS RESEARCH CENTER

STUDENT LIFE PROGRAMS

DEAN FOR STUDENT LIFE

ENGINEERING SYSTEMS DIVISION
LEMELSON / MIT PROGRAM

DEAN FOR STUDENT LIFE-ADMINISTRATION
PARKING AND TRANSPORTATION OFFICE
MUSIC AND THEATER ARTS SECTION
MUSEUM

MATHEMATICS, DEPARTMENT OF
ENDICOTT HOUSE

FRANCIS BITTER MAGNET LABORATORY
AUDIT DIVISION

CLINICAL RESEARCH CENTER

terrascope
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