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Current month Previous month
Academic Year

average

Incident 71% 67% 73%

Request 78% 73% 78%

Total 75% 71% 76%

Very Satisfied
88.9%

Satisfied
11.1%

Very Satisfied
89.7%

Satisfied
7.7%

OK
1.3%

No. of phone calls taken: 489 (531 previous month, down 8%)

No. of live chat sessions:  75 (102 previous month, down 29%) 

Average rating: 4.85/5.00 (Very Satisfied)

No. of walk-up enquiries: 323 (365 previous month, down 12%)
No. of equipment bookings: 183 (265 previous month, down 31%)

L E A R N  -  T R A N S F O R M  -  C O M M U N I C A T E -  A D D  V A L U E  -  I M P R O V E

IT Service Desk Monthly Review
August 2024

Staff Feedback Ratings: 78Student Feedback Ratings: 18

Average rating: 4.89/5.00 Very Satisfied)

Ticket Totals Feedback

Contact Totals First Time Fix Rate



Total
Abandoned -

August

52
Previous Month - 36

Total Answered
- August

764
Previous Month - 498

Communications - Service Desk - Yearly Summary

August 2024 - Service Desk:



Total
Abandoned -
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3
Previous Month - 13

Total Answered
- August

24
Previous Month - 42

Communications - Room Support - Yearly Summary

August 2024 - Room Support:





Walk-Up Support
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Hive Deep Dive:
16% Student
55% Public User

Peirson Deep Dive:
69% Student tickets which could be proportionally higher due to
high number of visits not requiring a ticket. 

Student Laptops Student Macbooks Short-term Loans Sta� Laptops
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Service Desk Category Trends

WHICH ARE OUR TOP INCIDENTS THIS MONTH?

TOP LEVEL CATEGORY: DATA & SECURITY

WHICH ARE OUR TOP REQUESTS THIS MONTH?

TOP LEVEL CATEGORY: DATA AND SECURITY

16 26 38 136 187
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Password
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17
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4

WHICH ARE OUR TOP TICKETS HANDLED OUTSIDE
THE SERVICE DESK THIS MONTH?

Top Incident Category: IT Equipment Support - Laptop (27):
Hardware failures and software installs.
Top Request Category: IT Equipment - Support: Laptop (35): 
New Starter requests and leavers.

IT EQUIPMENT SUPPORT SUPPORT INCIDENT DEEP DIVE:
Account Query: Student access queries for accounts, myday or sole.

 
Second Highest Category: Software & Learning Tools - SOLE (24) 

SOLE: Registration assistance, photo upload, module selection &
timetabling.

DATA & SECURITY REQUEST DEEP DIVE:
Multi-Factor Authentication: 67% Student requests

Second Highest Category: University Systems - IT Booking System
(45) 
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ESCALATIONS:
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33
Teaching
Spaces

Last Month - 38

Computer Labs

AV Support Trends
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Yearly Team Ticket Totals

Request
65.3%

Incident
34.7%



Yearly Team Ticket Totals


