
332
INCIDENT TICKETS
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LOGGED

1228
TOTAL TICKETS

005
PROBLEM RECORDS

Current month Previous month
Academic Year

average

Incident 58% 67% 69%

Request 81% 83% 78%

Total 75% 79% 75%

No. of phone calls taken: 514 (501 previous month, up 3%)

No. of live chat sessions:  146 (116 previous month, up 23%) 

No. of walk-up enquiries: 312 (438 previous month, down 34%)
No. of equipment bookings: 363 (317 previous month, up 14%)

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
June 2025

Ticket Totals Feedback

Contact Totals First Time Fix Rate

Staff Feedback Ratings: 83

Average rating: 4.93/5.0 (Very Satisfied)

Student Feedback Ratings: 19

Average rating: 4.74/5.0 (Very Satisfied)

No. of unique AI chat sessions:  33 (38 previous month, down 14%)

Very Satisfied
95.2%

Satisfied
3.6%

Very Satisfied
89.5%

Satisfied
5.3%



Current Month
Previous
Month

Average Handling Time 06:06 05:56

Average Wait Time
00:32

[Max 25.56] 
00:19

[Max 15:46]

% Calls Answered Under 30 secs 87% 89%

Total
Abandoned

14 (3%)
Previous Month - 15 (2%)

Communications - Service Desk
Total Accepted

453 (97%)
Previous Month - 452 (94%)

Date of Longest
Wait Time

June 9th



Current
Month

Previous Month

Average Handling Time 03:13 03:10

Average Wait Time
00:25

[Max: 5:07]
00:10

[Max: 00:50]

% Calls Answered Under 30 secs 93% 98%

Communications - Room Support

Total
Abandoned

3 (5%)
Previous Month - 1 (2%)

Total Accepted

55 (95%)
Previous Month - 49 (98%)

Date of Longest
Wait Time

June 23rd





Walk-Up Support

Visits Tickets
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Service Desk Category Trends

WHICH ARE OUR TOP INCIDENTS THIS MONTH?

TOP LEVEL CATEGORY: CAMPUS ROOM SUPPORT (40)

WHICH ARE OUR TOP REQUESTS THIS MONTH?

TOP LEVEL CATEGORY: ACCOUNT (193)

3 5 47 41 81

20
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6

Audio

5

PC

4

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

Top Incident 1  Level Category: Hardware (77)st

Top Incident Sub-Level Category: Hardware - Laptop (34)

Top Request 1st Level Category: Hardware (57)
Top Request Sub-Level Category: Hardware - Laptop (21)

CAMPUS ROOM SUPPORT INCIDENT DEEP DIVE:

ACCOUNT DEEP DIVE:

4

Control Panel

2

Equipment
Check

MFAAccount
Activation

Password
Change/Reset

Third Party
Access

External
Examiner

It is normal for this category to be our most popular for
requests as these are core services with healthy
quantities submitted for this month/

This will be looked into to assess whether the number of display
incidents is disproportionately due to issues with equipment in the
new Dukes Building.
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ESCALATIONS:

15
Event Support

57
Teaching
Spaces

Last Month - 75

AV Support Trends

Teaching Spaces Issues from room/equipment Check
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Last Month - 16
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CONTINUAL SERVICE IMPROVEMENT ACTIONS:

Display Incidents Deep Dive - Dukes Building

CP to establish whether a higher number of incident tickets from June categorised as display links

to issues with hardware in the Dukes Building.

Norman AI

Continue to establish and gain confirmation whether the Ember AI service is launching in

September as they have indicated.


