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RELIABILITY
AITS supports systems that University of Illinois students, faculty and staff expect to be available 24 X 7 for

critical business processes. AITS strives to have systems dependable and reliable for their clients.

Banner is used by
students, faculty and
staff to register for

classes, pay
employees and make

departmental
purchases

BANNER

Banner and EDW uptime percentage is calculated using unplanned or unexpected outage information. Password Manager does not
include planned outages in uptime.

99.99
 FY18

 % Uptime

The Enterprise Data
Warehouse (EDW) is

the authoritative
source for critical
reporting for the

University of Illinois
System

ENTERPRISE DATA WAREHOUSE

% Uptime99.75
 

FY18
 

PASSWORD MANAGER

% Uptime
FY18

 

99.86
 

Password Manager is used by all students, faculty and
staff to claim their NetID and utilize self-service

Password maintenance and resets

HRFE (Human Resources Front End)
is a customized front end for the

Banner HR application.
 

HR Front End (HRFE)
 

% Uptime99.98 FY18
 



CUSTOMER SERVICE
AITS' Strategic Plan gives guidance to the System to provide ease of use for our applications. We

evaluate our services and provide self-service capabilities so that customers can assist themselves.

CUSTOMER SELF-SERVICE
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CUSTOMER FEEDBACK

AITS Service Desk Customer
Service Evaluation Average Monthly Score
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NESSIE Feedback
 

In FY17, AITS started initiatives to gather customer
feedback. The AITS Service Desk began gathering

customer feedback in December, 2016.
 

8.32
 

Net Promotor Score--above 70 for customer service is
considered "world class"

78.5
 

FY18
 

FY17 (7 mos)
 

77.7
 

CUSTOMER FEEDBACK

Banner Self Service Outage Time
(Hours)
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PROJECTS
The projects that AITS works on support cost reduction and labor efficiencies that are
distributed through the University of Illinois System. AITS project work is governed by

the Information Technology Priorities Committee (ITPC).

MANDATORY VS. DISCRETIONARY
This is an analysis of

Mandatory vs. Customer
Requested Projects and

Project Hours (ITPC and AITS
Internal) from FY10-FY18 

This information is current as
of July 17, 2017

 

FY18  PROJECT HIGHLIGHTS
 

projects
completed in

FY18
 

25
 ITPC projects

consistently
perform

better than
the global

performance
average as

published in
PMI's Pulse of

the
Profession.



SERVICES
AITS offers technical services across the University of Illinois System. Services

include support of shared applications and technical objects.

SitePublish
 

Uptime

25
 

Hits on the AITS Web
Content Management

System (WCMS)

Million
59 Websites Hosted

 Including:
 - Board of Trustees

 - Chief Financial Officer
 - Cyber Security

 - Ethics
 - Treasure Operations

 - University Relations
 

> 9,000
pages of
content

 

KnowledgeBase
 

Uptime

5.8
 

Document Views in the
KnowledgBase

 

Million Over 17 Units Utilizing Service.
Including:

  Technology Services
 Urbana LAS
 UIC ACCC
 Urbana Engineering IT
 College of Vet Med
  

> 7,000 KB 
Documents

 

Chrome (45%) Mobile Safari (24%)

Safari (15%) Chrome Mobile (9%)

What Happens During the
Start of Term?

 Top 5 Banner Self Service
Browsers 

 Fall 2017
 

Fall 2017
 Banner Registration

Transactions
 The highest number of registration

transactions are seen on the first day of
class for each campus during the start of
every term. Fall 2017 #'s:

 

Urbana: Over 100,000
 Chicago: Over 55,000

 Springfield: Over 3,000
 



FINANCIAL
AITS strives to serve the University of Illinois System by being outstanding stewards of its financial

resources. AITS uses Activity Based Costing to evealuate costs for each service.
 

The projects that AITS
works on support cost
reduction and labor
efficiencies that are

distributed throughout
the universities,

colleges and
departments of the
University of Illinois.

 

SUPPORT OF OUR OUR CORE PROCESSES
 

$2.1 Millon
 Lower costs compared to

FY17 Total Cost of
approximately $28 million

 

Cost AITS incurs in support of
enterprise systems at the

University of Illinois.
 An increase from 91% in

FY17.
 

92.8%
 



SUMMARY
This chart represents the AITS metrics in a 5 year snapshot. It also

shows information about trends when information is available.
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