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OIT Goals Dashboard Success Measurement Goal Actual (Mar – May) 

Remarkable Service 

1. Customer Satisfaction (CS): ServiceNow Ticket Completion 99% 96% 
2. Ontime High Quality Critical & High Project Status Reports 80% 85% 
3. CS: OIT Computer Lab Customer Service** 80% 80% 
4. CS: OIT Computer Lab Operational Efficiency** 80% 80% 
5. CS: OIT Computer Lab Software Availability** 80% 80% 
6. Modernize Web Applications 80% 85% 

Impactful Research 
7. HPC Cluster Utilization (# of Computing Hours Used / CPU Time 

available) 
90% -- 

8. Research Network Consumption  60%                  -- 

Rapid Delivery of IT Solutions 

9. Student Applicant NetIDs Created within 48 Hours   98% 99.79% 
10. 24 Hours Resolution of Priority 1 Incidents 80% 82% 
11. 48 Hours Resolution of Priority 2 Incidents  80% 77% 
12. 3 Day Delivery of Service Requests  80% 77% 
13. Successful IT Changes  98% 99% 
14. EIR Accessibility Requests Resolved 95% 98% 
15. Budget Consumed on New Technology* 6% 6% 
16. Budget Reclaimed on Sunset Technology*  6% 2% 

Resilient, Hybrid Infrastructure 17. Web Latency  500ms   1,329ms 
18. Web Uptime  99.9% 99.95% 

Great Place to Work 

19. Utilization of Training Budget* 95% 63% 
20. High Performer Employee Retention* 95% 99% 
21. New Employee 6-Month Retention  90% 100% 
22. Internal Recruitment  30% 25%                                                                                                                                                                    

*Based on Fiscal year 2020 
**Due to the impact of COVID-19, we did not conduct surveys for this period. 


