 GROUP ONE

PC Lifecycle
Report Fields:  Owner, Category, Type, Item, Location, Asset Description, Dollar Value, Depreciated Value, Age, Accounting/Object Detail

Business Manager

PC Lifecycle

Asset Management

Accounting

Techs

Change Management

(All for availability options)
Asset Management Audit

Asset purchased, received and pending install

Asset ordered, pending receipt

Missing field report

Asset not assigned to owner

Asset ordered, not received in 30 days

Inventory Report – Hardware and Software

DAS-required fields (for DAS annual inventory report):  Agency, Owner, Tag #, Serial #, Description, Category, Type, Item, Age, Cost, Warranty Status, Physical Location

Software Report

Usage report fields:  Owner, Tag #, Serial #, Description, Version, Attached to What System, Usage %, Total Licenses, # Licenses used.
Compliance report fields:  Description, Version, # Purchased, # Installed, # Available.

Procurement Report 
Fields:  Owner, Description, Vendor, Manufacturer, Purchase Date, Date Ordered, Cost, Accounting Codes, Date Received
Delivery Report

Fields:  Owner, Description, Vendor, Date Ordered, Date Received

Catalog Report
Fields:  Catalog Group, Catalog Item

Contracts Report

Vendor, Customer/Owner, Expiration Date, Notify Date, Description, Systems Associated with

GROUP TWO
Resolution Rate – First Call and Overall
Run report by Group--Help Desk, FSU, etc., or by Date Range
Resolution Rate Report

Fields: Date Range, Group, Category, Type, Item, Case ID, # Tickets.

Resolution Rate by Individual in Group Report
Fields:  Date Range, Group, Ind, Category, Type, Item, Case ID, # Days Open, # Tickets per Individual

Transferred to Tier 2 
Run report by Agent or by CTI within a specified date range
Number of Tickets transferred to Tier 2 (Techs, Network, etc.) Report
Fields:  Date Range, Submitter (Agent), Ticket #, Category, Type, Item, Problem Summary, # Days Open, Tier 2 Group, Total Tickets, Total by Individual
Number of Tickets by CTI Report
Run report by any CTI and Date Range. 

Sort by Status, i.e., Work in Progress, Resolved, Closed

CTI Report

Fields:  Date Range, CaseID, Date Created, Problem Summary, Status, Submitted By, Requestor, Address

Comparison Graphs

Last month/week compared to this report pulled.
Style of graph to be chosen by user – pie, bar, etc.

Average Length Open Report

Run report by date range (days/hours), agent, group, CTI

Fields:  Date Range, Agent/Group, Category, Type, Item, Problem Summary, Days/Hours Open

GROUP THREE
Open Tickets 
Ticket #, Tech Name, Start Time, Business Area (Vendor), Summary/Description, Priority, Status, Days Open
Overdue Tickets Report

Ticket #, Tech Name, Start Time, Business Area (Vendor), Summary/Description, Priority, Status, Days Open, Last Log Entry Date and Content
Number of Tickets Completed Report 

Tech Name, Ticket #, Business Area, Date Range, Team, Days Open, Enterprise – First Call Resolution Rate
Customers – Performance Appraisals Report

Customer Name, Ticket #, Number of Tickets, Date
NOTE:  Italicized fields above are to be used for replacement inventory, hardware failures, etc.

Category - CTI
Ticket #, Number of Tickets, Business/Customer Area, Customer Name, Category
Second Level Ticket (to improve first level ticket resolution)

Summary/Description, CTI

SLA Report
First Level Resolution Rate, Second Level Resolution Rate, Phone Volume, Wait Time, Abandoned Calls, Email Volume, Business Area

Asset Report

Category (Desktop, Laptop, Tablet, Blackberry, PDA), Crew, Asset Tag, Vendor, Purchase Value, Purchase Date, Disposition Date, Reason for Disposition

License Compliance

Crew, Number Purchased, Number Installed, Type (Microsoft Enterprise Licensing Agreement), Software Name, Usage-PC Level

