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1 HDO QUALITY ASSURANCE SURVEY SUMMARY 
Period Average: January 1, 2016 to January 31, 2017 

 

2 HELP DESK CALL VOLUME STATISTICS 
Period: June 1, 2016 to January 31, 2017 

 
Jun-
16 

Jul-
16 

Aug-
16 

Sep-
16 

Oct-
16 

Nov-
16 

Dec-
16 

Jan-
17 

Total calls to CHD 196 162 395 201 195 135 154 302 
Total call time (minutes) 1463 1457 4233 1636 1919 1201 1432 2883 
Average call length (seconds) 482 550 696 533 593 554 623 650 
Average speed to answer (seconds) 42 14 56 85 31 29 92 83 
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Overall Satisfaction
1.0-1.9 Poor, 2.0-2.9 Fair, 3.0-3.9 Good, 4.0-5.0 Excellent
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3 HELP DESK CASE SUMMARY 
Period: January 1, 2016 to January 31, 2017 

 

 

Information Technology Services closed 658 tickets in January. 

Our overall satisfaction rating was 3.83 out of a possible 5.0, which is in the GOOD range.  

0

100

200

300

400

500

600

700

800

900

Help Desk Tickets

New Closed



3 
 

4 POWER SAVE ANALYSIS 
Period: 2009 to January 31, 2017 

Power Save Monthly Analysis 

Month PC KWH Dollars Savings 
Count Saved Saved Per PC 

Year 2009 317 261057.9 $18,277.57 $5.69 
Year 2010 437 397708.3 $27,768.42 $5.29 

Year 2012 /2013 547 428875.0 $35,905.60 $8.13 
Year 2014 529 406601.2 $44,350.85 $7.03 
 Year 2015 505 492350.3 $43,563.57 $6.74 
Year 2016 374 181496.0 $19,909.71 $2.99 
Jan-2017 141 8405.0 $158.89 $1.13 

Totals N/A 2176493.7 $189,934.61 N/A 
Averages 434 310927.7 $27,133.52 $6.37 

Month PC KWH Dollars Savings 
Count Saved Saved Per PC 
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5  CARBON FOOTPRINT - EQUIVALENCIES     
Period: 2009 to December 31, 2016 

Month PC CO2 Removal 
Forest 

Acreage Barrels Oil Automobiles 
Count In Tons Planted Conserved Removed 

Year 2009 317 18.5 4.2 43.1 3.4 
Year 2010 437 23.5 5.3 54.5 4.3 

Year 2012 /2013 547 38.9 8.8 90.4 7.1 
Year 2014 529 29.1 6.6 67.7 5.3 
 Year 2015 505 29.6 6.3 68.8 5.8 
Year 2016 374 9.1 1.9 21.1 1.8 
Jan-2017 141 1.2 0.3 2.8 0.2 

Totals N/A 149.9 33.4 348.4 27.9 
Averages 434 21.4 4.8 49.8 4.0 

Month PC CO2 Removal 
Forest 

Acreage Barrels Oil Automobiles 
Count In Tons Planted Conserved Removed 
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6 SPAM STATISTICS  
Period:  January 1, 2016 to January 31, 2017 
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7 GO PRINT STATISTICS 
Period:  2010 to January 31, 2017 

Month 
Print Average Printed Paid  UnPaid UnPaid Discarded Expired  Dollars Month 
Jobs Pages/Job Pages Pages Pages Percent Pages Pages Saved 

Year 2010 44806 2.9 95368 75330 20038 21% 13484 16307 $3,766.50 Year 2010 
Year 2011 119636 3.2 289488 250810 38678 13% 30392 56257 $12,540.50 Year 2011 
Year 2012 105478 3.4 277520 236705 40815 15% 29811 46967 $11,835.25 Year 2012 
Year 2013 90920 4.0 272966 231224 41742 15% 28970 64688 $11,561.20 Year 2013 
Year 2014 87595 3.9 268514 222760 45754 17% 40105 54256 $11,138.00 Year 2014 
Year 2015 69689 4.0 224020 182957 41063 18% 23768 32490 $9,147.85 Year 2015 
Year 2016 51958 4.6 179678 137036 42552 24% 35963 26105 $6,851.80 Year 2016 
Jan-2017 4240 5.0 15381 12124 3257 21% 3099 1754 $606.20 Jan-2017 

Totals 574322 N/A 1622935 1348946 273899 N/A 205592 298824 $67,447.30 Totals 
Averages 71790 3.5 202867 168618 34237 17% 25699 37353 $8,430.91 Averages 

  
Print Average Printed Paid  UnPaid UnPaid Discarded Expired  Dollars   
Jobs Pages/Job Pages Pages Pages Percent Pages Pages Saved   
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8 USER SERVICES  
Period: January 1, 2017 to January 31, 2017 

BLACKBOARD DATA 
• Total users: 20,452 
• Total active users: 4,524  
• Total courses: 9,615 
• Total active courses: 2,379 

• Total instructional teams: 862 
• Total active instructional teams: 99 
• Average course views: 65,560 
• Average page views: 96,138 

BLACKBOARD FIXES AND BUGS 
• Institutional Announcements not displaying in course correctly 
• Scheduled an audit fix and rolling restart 

LYNC CONFERENCING 

 

STUDENT HELP CENTER 
• 153 total walk-ins 
• 15 Employees  

 
DESKTOP SUPPORT 

• Eaglesoft: Provided quote for networking 
• WSUS is functioning; working on SCCM and WSUS connectivity 
• Reviewing VMWare Horizon Airwatch and Identity Manager software for mobile device 

management 
• Updating Bb hierarchy and building new master courses based on catalog changes 
• Continue work on Windows 10 and Office 2016 upgrade – 160 remaining 
• Reviewing SANS training materials provided by MoreNet 
• Researching Zoom web conferencing software provided by MoreNet 
• Reviewing Office 365 documentation 
• Replaced AV in SAH 825, 828, 829, 830, 831, Yeater 120, 122, and Stauff 37 
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