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Server Compute Consumed



Enhanced Print Management

# of Printers
Managed (ComDoc) = 120 (10%)

Networked = 350 (29%)
Direct Attached = 730+ (61%)

Total = 1,200+

Goal: Cut in half in 3 years

• 2010:  Students limited to 500 imprints per semester
• 2015:  reduce devices by half over 3 years, reduce color imprints to 

less than 10%
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Tech Desk First Call Resolution

FCR Goal

October Tech Desk Call Stats:
1,166 Calls

721 Incidents
464 FCR

69%

HDI Benchmark 65%

Presenter
Presentation Notes
Average 72 calls per day at the Tech Desk in 2016



(B) Reputation Blocked Sender
79%

Accepted
10%

(B)Email Firewall
6%

(B)Spam
3%

(B)Anti-Virus
1%

(B)Others
1%

(B)Malicious Behavior
0%

(B) Reputation Blocked Sender Accepted (B)Email Firewall (B)Spam (B)Anti-Virus (B)Others (B)Malicious Behavior

(B) – Indicates blocked message per rule

Sample Data Oct 1 – Oct 31
• 13,962,002 Total messages
• 12,570,096 Did not reach user
• 1,391,906 messages delivered

IT Security: E-Mail Filtering & Blocking
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ITS Staffing Metrics - FTE Trends

Total FTE's IT FTE's TBD
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Presenter
Presentation Notes
FY17 – YSU IT is 4.8% of the University budget, but reduced FTE’s by 10%; disproportional decrease in IT FTE’s.
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ITS Staffing Metrics - YSU IT FTES/1,000 Univ. FTES
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Realistic Variance = 9 FTE’s

Shadow IT = 13 FTE’s
Reorganization = +2 FTE’s Variance = 24 FTE’s

Presenter
Presentation Notes
From 57 FTE’s to 81 FTE’s; YSU currently has 13.0 Shadow IT FTE’s reducing Gap to 11.0 FTE’s.  Reorganization accounts for 2.0 FTE’s (net new) reducing Gap to 9.0 FTE’s. Realistically Gap is approximately 4.0 FTE’s (2.0 Network Engineers, 1.0 Help Desk, 1.0 Systems Engineering)
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YSU IT OPEX / Univ. FTEs

YSU IT OPEX = $7.3M
Univ. FTE’s = 12,189 FTE’s

YSU IT OPEX = $8.6M
Univ. FTE’s = 12,095 FTE’s

YSU IT OPEX = $7.3M
Univ. FTE’s = 11,557 FTE’s

YSU IT OPEX @ $684 = $7.9M

Underspending by $0.6M per year



IT Metrics  “Coming Soon”:
• Project Management Office (PMO): requires PMO software 

implementation, under evaluation – potentially, ITSM module
• # Projects on-time and under budget
• Project Satisfaction (a combination of Customer Satisfaction (CSAT) and on-

time and under budget)
• IT Service Level Agreements (SLA’s): requires ITSM software update -

in progress
• New employee onboarding (i.e. PC and phone installed within 10 days of 

accepting offer)
• Incident ticket response time (i.e. Sev1 – 15 mins, Sev2 – 1 hour, etc.)

• Network Uptime (not including scheduled downtime):  requires 
network monitoring software - in progress

• Customer Satisfaction (CSAT):  requires ITSM software update - in 
progress

• Should sample overall CSAT for one-fourth of all Tech Desk tickets
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