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Overview	

This	collection	of	metrics	is	designed	to	supplement	and	support	the	AITS	strategic	plan	and	
progress	report.	The	metrics	were	collected	and	compiled	by	the	individual	groups	within	AITS	as	a	
means	for	measuring	progress	and	efficiency.	

Organizations	within	AITS	have	been	collecting	metrics	for	several	years.	This	document	
consolidates	these	metrics	and	also	identifies	new	items	to	measure.	AITS,	and	its	customers	
throughout	the	University	of	Illinois,	will	review	these	measurements.	

This	report	is	intended	to:	

 Provide	a	transparent	overview	of	AITS	operations	and	performance.	
 Set	performance	goals	and	operational	expectations	for	the	next	year.		
 Determine	if	the	metrics	provided	in	the	report	are	still	relevant	and	if	any	are	missing,	then	

implement	processes	for	collecting	the	information	that	was	not	available	for	this	report.		
 Refine	views	of	the	data	to	increase	the	utility	of	the	information	and	make	interpretation	

easier.	

The	measurements	that	are	presented	individually	in	this	report	can	be	combined	or	refined	for	use	
in	presentations,	discussions,	and	other	reports	to	assist	the	AITS	customers.	

	
	

	

	

	

	

	

	

	

	



	

	

FY13	AITS	Metrics	Report	

Administrative	Information	Technology	Services	

	
Table	of	Contents	

ADSD	Metrics	

#	of	projects	closed	by	functional	area	by	fiscal	year	(ITPC	and	AITS	internal)	 2

AITS	CMDB	software.application	configuration	items	FY13	 2

TAM/ESC	work	request	survey	overall	average	by	month	 3

Enterprise	objects	used	by	month		 3

Enterprise	object	usage	by	applications	by	month		 4

Active	DBs		 4

#	of	host	servers	by	month		 5

#	of	active	databases	and	host	servers	by	fiscal	year	 5

Volume	of	data	in	TBs	by	fiscal	year	 6

ESC	security	requests	processed	by	quarter			 6

ESC	security	requests	processed	by	fiscal	year		 7

Hours	spent	by	the	Departmental	Systems	team	on	departmental	systems	support	
and	projects	

7

#	of	issues		opened	by	system	in	QA	tool		 8

#	of	issues	closed	by	system	in	QA	tool	 8

COE	Metrics	

Banner	Self	Service	availability	by	month	 9

Banner		Self	Service	availability	by	fiscal	year		 10



	

	

FY13	AITS	Metrics	Report	

Administrative	Information	Technology	Services	

Banner	Self	Service	sessions	by	month		 10

Banner	Self	Service	usage	by	fiscal	year		 11

Backup	storage	by	data	center	by	fiscal	year		 11

Allocated	configured	capacity	in	TBs		 12

Banner	patches,	upgrades,	and	modifications	fiscal	year	totals		 12

Average	number	of	Service	Desk	cases	closed	by	AITS	by	month	 13

COs	by	Change	Category	by	Month	 13

Change	Request	Lead	Times	–	Successful	Emergency/Pre‐Approved	 14

Change	Request	Lead	Times	–	Successful	Major/Normal	 14

Changes	by	month	with	CCA	approval	time	to	Implementation	 15

Change	Order	Type	by	Month	–	High/Normal	Priority,	Total	All	Types	 15

Change	Order	Type	by	Month	–	Major	High/Normal,	Normal	High/Normal	 16

Change	Requests	Submitted	 16

Change	Orders	not	Successful	 17

Rollout	Related	Outages	 17

Total	Changes	in	Rollouts	 18

Average	#	of	Changes	During	Weekend	Rollouts	 18

Late	Rollouts	 19

AITS	weekend	days	worked	 19

Average	number	of	broker	connections	per	month	 20

Messages	Received	and	Delivered	by	Fiscal	year	 20

Messages	available	by	fiscal	year	 21

Sync	message	consumption	 21



	

	

FY13	AITS	Metrics	Report	

Administrative	Information	Technology	Services	

Total	Sync	Messages	by	Fiscal	year	 22

CIs	Changed	by	Date	Range	 22

Decommissioned	CIs	and	Servers	by	Date	 23

New	CIs,	servers,	and	implementations	by	date	 23

Problems	reported	in	USD	 24

%	of	tickets	closed	by	Service	Desk	by	month	 24

%	Help	Desk	and	Operations	Center	abandoned	calls	by	month	 25

Total	batch	requests	by	fiscal	year	 25

Equipment	supported	by	department	by	fiscal	year	 26

Age	of	equipment	supported	for	FY11	 26

DS	Metrics	

Outages	 27

EDDIE	Sessions	 28

ETL	Processing	 28

BI/DW	Access	Requests	 29

BI/DW	Support	Cases	Closed	 29

BI/DW	Support	Cases	Opened	by	Request	Area	 30

Days	to	Close:	Upper	Quartile	(75%)	 30

BI/DW	Training	 31

BI/DW	Work	Requests	 31

BI/DW	Projects	worked	on	in	FY12	 32



	

	

FY13	AITS	Metrics	Report	

Administrative	Information	Technology	Services	

ESA	Metrics	

#	of	unused	Banner	accounts	by	fiscal	year		 33

Security	Service	Desk	tickets	closed	by	fiscal	year		 33

Comparison	between	ViewDirect	reports	available	and	used	by	month		 34

SECAPP	requests	for	Banner,	iBuy,	and		UiERA	by	fiscal	year		 34

Average	hours	to	complete	and	approve	SECAPP	requests	by	fiscal	year	 35

#	of	notifications	sent	to	USC’s	by	fiscal	year		 35

#	of	unused	ViewDirect	accounts	by	month		 36

ITPC	Metrics		

ITPC‐AITS	Resource	Projection	FTE	distribution	by	function	as	of	July	2013	 37

Project	resource	projections	for	major	initiatives	as	of	July	2013	 37

Completed	ITPC	projects	by	fiscal	year	 38

Budget	Performance		 38

Average	%	of	projects	on	track	for	budget	by	fiscal	year		 39

Schedule	Performance		 39

Average	%	of	projects	on	track	for	schedule	by	fiscal	year		 40

Work	requests	closed	and	outstanding	by	fiscal	year		 40

PMO	metrics		

#	of	points	of	scheduled	communication	with	the	University		 41

ITPC	Project	engagement	by	quarter		 42

Project	performance	by	fiscal	year		 42



	

	

FY13	AITS	Metrics	Report	

Administrative	Information	Technology	Services	

Staffing	and	Time	Metrics		

AITS	hours	of	effort	for	FY13	 43

AITS	percentage	of	overall	effort	by	fiscal	year	 44

	



7/1/2013

FY13 AITS Metrics

F Y 1 3

AITS FY13 Metrics

1

AITS Metrics

F Y 1 3

AITS FY13 Metrics

2

ADSD Metrics

1



7/1/2013

FY13 AITS Metrics

# of projects 
closed by 
functional 
area by fiscal 
year (ITPC and 
AITS internal)
This chart shows the number of 
AITS-led projects closed by 
functional area. Internal 
projects were gradually tracked 
starting in FY09, which 
accounts for the zero value in 
FY08 and the low number in 
FY09. There are no BIPM 
numbers prior to FY13 because 
BIPM projects are normally 
rolled into the other 
subcommittees. FY13 had a few 
that were not as they crossed 
subcommittee boundaries.
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Application 
configuration 
items 

This metric depicts the 
CMDB configuration 
items by class for the 
Software.Application 
family. This represents 
the approximate 
number of systems 
developed or 
maintained by AITS.
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TAM/ESC work 
request survey 
overall average 
by month

This chart shows a 
summary of customer 
feedback received on 
work requests 
performed by TAM and 
ESC.  There were no 
responses in March 
2013.  Overall average 
for FY13 is 3.7 
compared to 3.8 in 
FY12. 

5

AITS FY13 Metrics

ADSD-WorkRequests

4.0 3.8

3.7

3.9

3.3

4.0

3.2

3.3 3.3

4.0 4.0

0.0

0.5

1.0

1.5

2.0

2.5

3.0

3.5

4.0

4.5

Work Request Overall Average

Enterprise 
objects used by 
month

Enterprise objects  are 
designed to be used by 
multiple applications.  
Their use provides 
analysis, development 
and testing time 
savings.  This chart 
shows the number of 
objects that are 
available and the 
number that are used 
by month for FY13.
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Enterprise 
object usage by 
applications by 
month

AITS is monitoring the 
reuse of enterprise objects 
by tracking the number 
that are used by multiple 
applications. This shows 
how many enterprise 
objects are used by just one 
application and how many 
are used by multiple 
applications. When an 
object is used by multiple 
applications, it saves on 
analysis, development and 
testing time. Tracking this 
metric shows how much 
AITS and the University 
are benefiting from the use 
of  these reusable 
objects. *(includes point to 
point and sync consumers)
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ADSD-ADS-Reuse
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# of active DBs

This shows the number of 
databases supported by 
AITS ADSD Data 
Management. The 
number of databases and 
servers continues to grow 
as we take on more and 
more Microsoft SQL 
Server support from 
other departments.  The 
number of databases per 
DBA now stands at 142.  
Two years ago it was 48.  
We continue to do more 
with less by automating 
our processes and cross-
training.
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# of host 
servers by 
month

This shows the number 
of host servers 
supported by AITS 
ADSD Data 
Management. The 
number of databases 
and servers continues 
to grow as we take on 
more and more 
Microsoft SQL Server 
support from other 
departments
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# of active 
databases and 
host servers by 
fiscal year

This shows the number 
of active databases and 
host servers supported 
by AITS ADSD Data 
Management. The 
number of databases 
and servers continues 
to grow as we take on 
more and more 
Microsoft SQL Server 
support from other 
departments.  
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Volume of data 
and disk space 
used in TBs by 
fiscal year

The 3rd quarter of FY12 
we implemented a new 
SNAP technology that 
have saved us between 
12 and 19 terabytes of 
disk to-date.  Metrics 
have been updated to 
show total volume of 
data and also disk space 
used.
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ESC security 
requests 
processed by 
quarter

ESC receives security 
requests for processing for 
Banner Student and 
Banner HR after 
Information Security does 
its initial processing. This 
chart shows the number of 
requests ESC handles per 
quarter.  The estimate for 
effort required to process 
these requests is 1 FTE. 
There was a significant 
increase in security 
requests/changes from 
FY11 Q3 to Q4 due to the 
FY11 user access review.  
The increased # of requests 
also increases the security 
workload.  
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ESC security 
requests 
processed by 
fiscal year

ESC receives security 
requests for processing 
for Banner Student and 
Banner HR after 
Information Security 
does its initial 
processing. This chart  
shows the number of 
requests ESC handles 
by fiscal year.  The 
estimate for effort 
required to process 
these requests is 1 FTE.  
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Hours spent by  the 
Departmental Systems 
team on supporting 
departmental systems 
by fiscal year

In addition to systems that support 
the University of Illinois 
administrative processes, AITS 
also supports systems for various 
departments throughout the 
University.  Individuals 
throughout AITS work on 
supporting, maintaining, and 
building these systems, however 
the Departmental Systems team 
within the Application 
Development and Support team is 
ultimately responsible for these 
tasks.  Information technology 
systems are currently being 
supported for the University Office 
of Capital Programs and Real 
Estate Services (UOCP&RES), the 
Prairie Research Institute, F&S, 
CITES, mobile application 
development, the Course 
Applicability System (CAS) and the 
Degree Audit Reporting System 
(DARS) by College Source. 
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# of issues  
opened by 
system in QA 
tool

This metric provides a 
view of the number of 
issues opened by 
system in the QA tool. 
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# of issues 
closed by 
system in QA 
tool

This metric provides a 
view of the number of 
issues closed by system. 
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Banner Self Service 
availability by month

This availability 
measurement includes 
Banner Self Service and the 
systems and services upon 
which it depends, such as: 
apps.uillinois.edu site, 
EAS, brokers, Banner 
database, the network, the 
campus backbone, and 
application servers.  For 
FY13, total availability 
excluding planned outages 
was 99.9%.  Unplanned 
unavailability includes 
issues such as power 
outages, system outages, 
and infrastructure 
problems.  
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Banner  Self 
Service 
availability by 
fiscal year

This availability 
measurement includes 
Banner Self Service and the 
systems and services upon 
which it depends, such as: 
apps.uillinois.edu site, 
EAS, brokers, Banner 
database, the network, the 
campus backbone, and 
application servers.  For 
FY13, total availability 
excluding planned outages 
was 99.9%.  Unplanned 
unavailability includes 
issues such as power 
outages, system outages, 
and infrastructure 
problems.  
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Banner Self 
Service sessions 
by month

The Banner Self Service 
usage shows the 
number of sessions for 
the Banner Self Service 
web site. A 'Session' is 
defined as a series of 
clicks on the site by an 
individual visitor 
during a specific period 
of time. A Session is 
initiated when the 
visitor arrives at the 
site, and it ends when 
the browser is closed or 
there is a period of 
inactivity.
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Banner Self 
Service usage 
by fiscal year

The Banner Self Service 
usage shows the number 
of sessions for the Banner 
Self Service web site. A 
'Session' is defined as a 
series of clicks on the site 
by an individual visitor 
during a specific period 
of time. A Session is 
initiated when the visitor 
arrives at the site, and it 
ends when the browser is 
closed or there is a period 
of inactivity.
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Backup storage 
by data center 
by fiscal year

This shows the backup 
storage by data center 
by fiscal year.  From 
FY12 to FY13 Q4, there 
has been a 41% increase 
in backup and vaulted.
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Allocated 
configured 
capacity in TBs

This shows the total 
storage by data center 
by fiscal year.  From 
FY12 to FY13 Q4, there 
has been a 19% increase 
in total allocated 
configured storage.
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Banner patches, 
upgrades, and 
modifications 
fiscal year totals

This chart provides 
baseline data related to 
the number of items 
processed by 
Application Support. 
The high numbers for 
FY10 were due to the 
Banner 8 upgrade 
project.
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Average number 
of Service Desk 
cases closed per 
month by AITS

This shows the average 
number of service desk 
cases (requests and 
incidents) closed by 
month by AITS. 
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COs by Change 
Category by 
Month
This identifies the top 
few Change Categories 
with the most changes, 
consolidates the 
remaining categories 
into “Other,” and 
provides the % against 
the total # of changes. 
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Change 
Request Lead 
Times

These graphs depict the average 
lead time for initial change 
request submission and 
subsequent approvals for 
successfully implemented 
Emergency and Pre-Approved 
changes.  It is a measure of how 
much time, in hours, is available 
to review and plan for a 
production change when 
compared to the scheduled 
implementation day and time.  
Negative numbers indicate that 
the change has already been 
implemented and the action is 
being performed after the fact. 
The averages shown do not 
exclude non-working days 
(weekend) and this has been 
requested to be fixed in the new 
reporting Universe.
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CR Lead Times
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Change 
Request Lead 
Times

These graphs depict the average 
lead time for initial change 
request submission and 
subsequent approvals for 
successfully implemented Major 
and Normal changes.  It is a 
measure of how much time, in 
hours, is available to review and 
plan for a production change 
when compared to the 
scheduled implementation day 
and time.  The requested lead 
time for a Normal Priority 
change is two working days.  
There is not lead time 
requirements for a High Priority 
change.  The averages shown do 
not exclude non-working days 
(weekend) and this has been 
requested to be fixed in the new 
reporting Universe.
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CR Lead Times
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Changes by 
month with CCA 
approval time to 
Implementation

This shows the monthly average 
of the amount of lead time from 
the time that the area manager 
(CCA) approves a change 
request until the scheduled 
implementation day and time.  
This is a measure of how much 
time, in hours, is available to 
review and plan for a 
production change. Negative 
numbers indicate that the 
change has already been 
implemented and the action is 
being performed after the fact. 
The averages shown do not 
exclude non-working days 
(weekend) and this has been 
requested to be fixed in the new 
reporting Universe.
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Changes and Lead Times
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Change Order 
Type by Month

The top graph represents the 
number of change orders that are 
filed each month with a High 
Priority versus Normal Priority.  
This is a measure of how well the 
organization is planning ahead for 
production changes based on when 
production change requests are 
filed and approved. High Priority is 
used for emergency changes as 
well as production changes that 
have been filed and approved by 
the area manager without meeting 
the minimum lead time 
requirements per the AITS Change 
Management policies.  

The bottom graph represents the 
distribution of successfully 
implemented change orders by 
change type (Normal, Major, 
Emergency or Pre-Approved) and 
priority (Normal or High).
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Change Order Type by Month
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Change Order 
Type by Month

These graphs represent the monthly 
averages for successfully implemented 
Normal and Major changes.  This is a 
measure of how often changes are 
being made to the production 
environment, excluding emergency 
changes and those covered by a 
bundled change agreement (Pre-
Approved).  The graphs also depict the 
changes filed with a High Priority 
versus Normal Priority.  The priority is 
a measure of how well the 
organization is planning ahead for 
production changes based on when 
production change requests are filed 
and approved. High Priority is used 
when production changes have been 
filed and approved by the area 
manager without meeting the 
minimum lead time requirements per 
the AITS Change Management 
policies.  The top graph shows the 
monthly break down of high and 
normal priority Major changes and the 
bottom shows the high and normal 
priority Normal changes.
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Change Order Type by Month
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Change 
Requests 
Submitted

These charts show the 
total number of change 
requests (CRs) 
submitted. The top 
graph shows by month, 
the bottom by year.
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COE-Deploy-CRSubmitted
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Change Orders 
not Successful

The top graph represents 
the number of change 
orders by month with a 
closure code different 
from Successful.  The 
assigned closure codes 
are denoted in the graph.  
Withdrawn indicates that 
the area manager 
withdrew the change 
prior to approving it.  
Withdrawn after approval 
indicates that the change 
was withdrawn after the 
area manager gave their 
approval for the change.

The bottom graph 
provides the priority 
indicators that the 
changes were filed with. 
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Change Orders not Successful
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Rollout 
Related 
Outages

This metric indicates 
the number of weekend 
events that were 
managed with a formal 
rollout process. The top 
graph is by month and 
the bottom by year.  
The downward trend of 
rollouts by fiscal year 
reveals fewer major 
events taking place each 
year.
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COE-Deploy-RolloutOutages
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Total Changes 
in Rollouts

This graph shows how 
many unique change 
requests were 
implemented during 
weekend events that were 
managed with a formal 
rollout process. It is a 
measure of balanced risk, 
resource utilization and 
efficiency.  The 
downward trend in total 
changes in rollouts by 
fiscal year indicates fewer 
changes being necessary 
within each event.
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COE-Deploy-ChangesRollouts
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Average # of 
Changes During 
Weekend 
Rollouts

This metric indicates 
the average number of 
changes implemented 
during rollout outage 
windows.  
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COE-Deploy-AveChanges
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Late Rollouts

This metric provides an 
indication of how 
frequently outages are 
extended beyond the 
advertised outage 
window.  
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COE-Deploy-LateRollouts
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Count of on-time rollouts 37 27 28 15 13
Count of late rollouts 5 4 4 5 12
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AITS weekend 
days worked

These graphs reflect the 
number of individual 
weekend days during 
which AITS staff 
implemented changes per 
month/year and the # of 
Change Requests 
implemented. A new 
change management 
system was implemented 
in late August, 2010, 
resulting in different 
metrics being collected. 
No equivalent data exists 
for changes prior to FY11.
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Average number 
of broker 
connections per 
month

This shows the number of 
connections to Enterprise 
Application Integration 
(EAI) messaging servers, 
which is an indication of 
the leverage gained by the 
applications using the 
SOA architecture. Use of 
the SOA architecture 
standards helps decouple 
backend data from 
applications and results 
in improved ability to 
reuse, upgrade, and 
maintain applications. 
The reason for the spike 
in numbers for May 2013 
is still unknown and 
being investigated.
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Messages 
Received and 
Delivered by 
Fiscal year

This tracks the number 
of times business 
objects or enterprise 
data messages are 
consumed by 
applications. The data 
for FY11 is incomplete 
and not presented due 
to a problem with our 
data collection process 
following the broker 
upgrade in January.  
We do not have that 
information available 
for Jan. - May. 
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Messages 
available by 
fiscal year

This tracks the number 
of enterprise data 
messages available.   A 
higher number of 
enterprise data 
messages indicates a 
higher level of reusable 
components. 
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COE-Deploy-MesgType
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Sync message 
consumption

This tracks the number 
of times an enterprise 
data message is 
consumed by 
applications. It is an 
indication of the 
leverage gained by 
these reusable 
components.
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COE-Deploy-SyncMesgConsump

Sync Message Consumption by Type

Sync Message FY10 FY11 FY12 FY13

AccountIndex 30,076 30,738 30,460 27,616

AccountingElement 25,217 114,050 136,938

AdministrativeRollupOrganization 18 6

AdmissionsApplication 2,869,736 3,237,297 2,475,119 2,630,958

BaseJob 385,651 200,714
BasicEmployee 477,147 345,067 411,565 454,511
BasicPerson 10,583,461 8,376,280 11,347,576 13,396,217
CollegeOrganization 28 34 44 28
Commodity 15 26 15
DepartmentOrganization 2,508 3,627 420 320
EnterpriseCode 7,630 18,775 172,044 2,824
EnterpriseUser 54,593 5,116 429 529
ExternalAdmissionsApplication 108,102 4,767
InstitutionalIdentity 238,739 231,939 292,638 279,818
JobAssignment 1,441,419 3,480,744
NetId 142,258 12,614 862 1,058
NetIdAssignment 1,478,699 1,712,126 3,421,263 1,595,749
PurchaseOrder 31,790 0 203,191 290,088
RegisteredAgent 1,542 208 265 305
SchoolSubcollegeOrganization 32 54 65 36
ShipToLocation 50 169 199
SubjectOrganization 194 683 80 158
Supplier 1,595 13,090 14,489
Sync 1,038 566 277 1,986
UserSecurityQuestion 1,833 1,272 1,092 1,128
Vendor 104,936 28,441 33,660 40,279
VendorEntity 101,836 18,811 22,599 48,811
VendorPerson 6,083 1,079 1,007 1,311
Grand Total 16,654,789 14,230,208 19,983,428 22,406,121
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Total Sync 
Messages by 
Fiscal year

This tracks the 
propagation of changes 
to business objects or 
enterprise data 
messages which trigger 
changes in Banner, 
iCard, and other 
enterprise systems. 
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CIs Changed 
by Date Range

Number of Change 
Orders that the 
configuration 
management team had 
to make changes to 
during the review 
process. This is an 
indicator of how often 
the infrastructure 
impact is changed from 
what was initially 
indicated on the change 
request as selected by 
the change request 
submitter and reviewed 
by the area manager.
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Decom-
missioned CIs 
and Servers by 
Date

Total decommissioned 
configuration items as 
well as decommissioned 
server entries in the 
CMDB.  The spike in 
numbers for May is due 
to  updates made as a 
result of the annual 
audit.
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Decommissioned CIs&Srvr by Date
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New CIs, 
servers, and 
implemen-
tations by date

The first two graphs 
show total new 
configuration items and 
total new server 
configuration items 
added to the CMDB.  
The bottom graph 
shows new 
configuration items 
with a defined  
implementation date, 
indicating newly 
deployed infrastructure.
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New CIs_Srvrs_Impls by Date
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Problems 
reported in 
USD

This chart shows the 
problems reported in 
the Service Desk tool by 
month. 
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COE-ESS-SDMonthStats
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% of tickets 
closed by 
Service Desk by 
month

This chart shows the % 
of tickets closed by 
Service Desk each 
month.  The goal is to 
close more than 85% of 
tickets.  
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% Service Desk 
abandoned 
calls by month

This chart shows the 
percentage of calls 
abandoned by the 
Service Desk (SD) by 
month.  The goal is to 
have less than 5%  of 
calls abandoned.
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COE-ESS-SDMonthStats
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% SD Abandoned Goal abandoned - less than

Total batch 
requests by 
fiscal year

This metric provides 
insight into total 
manual production 
runs that are performed 
to ensure that complete 
and accurate data is 
available to the 
enterprise.   Ideally 
these production runs 
should be scheduled 
and it is desirable that 
these numbers 
decrease. 
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FY09 871 423 103 0 0 55 0 9 0 56 0 0 0 19 0 0 14 0 0 0 0 0 16 0 0 8 0 0 0 0 24 47 58

FY10 865 466 120 0 0 53 0 7 0 48 0 0 0 24 0 0 14 0 0 0 0 0 12 2 0 8 0 0 0 5 24 51 71

FY11 812 452 120 0 73 53 51 35 0 40 47 0 16 23 0 0 13 23 21 7 11 6 11 11 0 8 4 0 6 5 29 55 0

FY12 866 494 119 0 54 59 51 39 0 42 36 0 14 24 20 0 13 22 17 11 10 10 10 11 8 8 6 4 6 4 0 0 0

FY13 805 464 123 69 65 61 49 45 38 36 35 33 29 25 24 23 20 19 19 16 12 11 11 10 8 8 6 6 5 3 0 0 0
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Age of 
equipment 
supported for 
FY13

This measures the age 
of the equipment 
supported by Client 
Support Services.  Older 
equipment requires 
more support. 
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DS metrics
53
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Outages - FY13

The first metric shows 
the number of scheduled, 
unscheduled, and partial 
outages by month where 
the EDDIE environment 
was unavailable to 
customers. The second 
metric shows the number 
of scheduled, 
unscheduled, and partial 
outages by month where 
the EDW environment 
was unavailable to 
customers.
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Outages - FY13
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EDDIE 
Sessions - FY13

This metrics shows the 
number of sessions 
where customers logged 
into the EDDIE 
environment per 
month.
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EDDIE Sessions - FY13
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ETL Processing

The first metric shows 
the number of days that 
ETL processing ran by 
quarter, and the 
number (and %) of days 
that the respective 
major ETL chains 
completed on time (by 
8:30am). The second 
metric shows the 
number of ETL on call 
incidents that occurred 
during the quarter, and 
the number of days that 
had an incident.
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ETL Processing

ETL Processing FY13

Monitoring and support of Data Acquisition
Updated: 
07/14/13

Data Acquisition Completion Time (before 
8:30am) FY13Qtr1 FY13Qtr2 FY13Qtr3 FY13Qtr4

# of days daily data acquisition - Executed in 
Period

90 88 88 90

# of days daily data acquistion - Met SLA for 
Finance & HR

79(88%) 84(95%) 86(98%) 87 (97%)

# of days daily data acquisition - Met SLA for 
Student

89(99%) 84(95%) 87(99%) 88(98%)

On-Call Activity FY13Qtr1 FY13Qtr2 FY13Qtr3 FY13Qtr4

# of ETL on-call incidents 23/14 days 20/12 days 18/13 days 39/27 days

LEGEND:

Nofill - O.K.

Improved

Monitor

Needs Attention
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BI/DW Access 
Requests

This metric shows the 
total number of BI/DW 
access requests 
processed per month 
and the average 
number of days 
required to process 
them.
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BI/DW Access Requests
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BI/DW Support 
Cases Closed

This metric shows the 
total number of cases 
and average number of 
days the cases were 
open by month.  There 
was no single common 
issue that led to the 
spike in cases closed 
during March and 
April.  A few cases that 
took longer than 
normal to close 
happened to be closed 
during this time.
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BI/DW Support Cases Closed
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BI/DW Support 
Cases Opened 
by Request Area

This metric shows the 
total number of BI/DW 
support cases opened 
per month, broken out 
by request area for 
FY13.
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Support Cases Opened by Request Area

61 58
47

56
50

44
37

29 29 29

42

17

22
36

20

25

5 18
24

11 12
17

10

14

19

20

20

15

7

10
7

2
11 5

4

10

9

14

5

16

9

9
7

5

8
3

7

11

1 1

1
2

1

1

5

2

4

1

1

2

1

2

1

3

3

2

1

2

1

1 1

1

1

1

0

20

40

60

80

100

120

140

BI/DW Support Cases Opened by 
Request Area

ODBC Connection

Training Enrollment

Data Availability

ViewDirect

User Access

Business Objects Upgrade

Web Intelligence

Desktop Intelligence

InfoView (EDDIE)

Reporting Data and Access

Functional Area Data

# of Days 75% 
BI/DW Support 
Cases Close 
Within

Because there are a 
small number of cases 
that take many more 
days than average to 
close, this metric shows 
the number of days that 
75% of the cases were 
closed within by month. 
It provides a more 
accurate picture of the 
typical customer 
experience.
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BI/DW Training  
FY13

The first graph shows the 
number of training seats 
offered for classroom 
training, and the number of 
people who registered by 
month.  The 2nd graph 
shows the total number of 
people who registered for 
any kind of BI/DW 
training, and the number 
who actually attended by 
month.  The 3rd graph 
shows the total number of 
training attendees by 
month broken out by type 
of training.  Reasons for the 
spike in trainings during 
the 4th quarter include 
more student webcasts 
offered, Town Hall 
meetings regarding the 
transition to Web 
Intelligence, and new 
Business Objects trainings.
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BI/DW Work 
Requests

This metric lists the total 
BI/DW work requests 
completed per month, 
then broken out by type. 
There is no single reason 
why the spike in work 
requests occurred in 
April. Several urgent 
work requests came 
through, as well as more 
lower effort changes that 
allowed for taking on 
more work requests that 
month. In addition, it was 
also a high volume month 
for standard reports. 
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BI/DW Projects 
worked on in 
FY13

This is a listing of 
BI/DW projects worked 
on during FY13 
indicating their 
progress.
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BI Development

Project Name Project Start 
Date

Project Finish 
Date

Project 
Progress

ITPC-0392 Course Section Capacity Analysis 9/7/2011 7/13/2012 COMPLETED

AITS-0065 DS Dev: Clarity Universe 6/21/2010 9/5/2012 COMPLETED

ITPC-0390 Analysis to Extract and Load T&E 
Mgt Data into EDW

5/2/2012 10/30/2012 COMPLETED

ITPC-0366 Payroll Summary EDW Product 3/1/2012 11/26/2012 COMPLETED

ITPC-0415 Data acquisition of Unicenter data 
into the EDW

2/7/2012 3/5/2013 COMPLETED

ITPC-0403 Acquisition of PRMS Data into the 
EDW

12/8/2011 3/11/2013 COMPLETED

ITPC-0405 Archibus Data into the Data 
Warehouse

11/29/2011 3/11/2013 COMPLETED

ITPC-0425 Institutional Data Collections 
Infrastructure

5/14/2012 4/1/2013 COMPLETED

ITPC-0393 Student Registration Analysis 6/26/2012 6/24/2013 COMPLETED

ITPC-0433 Deski Conversion Analysis 9/4/2012 6/30/2013 COMPLETED

ITPC-0437 DS: Implement TEM into EDW 12/31/2012 8/1/2013 STARTED

ITPC-0411 Acquisition of HireTouch Cycle-
Time Data in the EDW

1/23/2013 2/28/2014 STARTED

ITPC-0443 Finance Reports Review 3/1/2013 3/3/2014 STARTED

F Y 1 3

ESA metrics
64
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# of unused 
Banner 
accounts by 
fiscal year

This chart indicates the 
number of unused 
Banner accounts by 
fiscal year based on 
EAS login sessions.  It 
can be used to 
determine if a policy 
should be implemented 
for locking and 
removing unused 
Banner accounts.
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Security Service 
Desk tickets 
closed by fiscal 
year

This provides a view of 
the number of Service 
Desk cases closed by 
AITS Security 
Administration. This 
measure is important as 
it indicates where AITS 
Security Administration 
staffing resource time is 
spent.  The decline in 
tickets closed for FY13 is 
attributable to the 
corresponding decline in 
tickets created and 
assigned to the Security 
group.  This could be due 
to users emailing Security 
directly, rather than 
creating a ticket.
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Comparison 
between 
ViewDirect
reports 
available and 
used by month

This chart shows the 
number ViewDirect 
reports viewed by at least 
one ViewDirect user 
against the total number 
of reports available. This 
measure is important as 
it indicates the number of 
used and unused 
ViewDirect reports.  It 
can be used to determine 
if a policy should be 
implemented for 
archiving unused 
ViewDirect reports.
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SECAPP 
requests for 
Banner, iBuy, 
and  UiERA by 
fiscal year

This provides a view of 
the number of access 
requests for BANNER, 
IBuy and UiERA
submitted via the AITS 
Security Request 
Application (SECAPP). 
The increase in FY10 is 
due to the increase in the 
number of iBuy requests 
and the mandatory user 
access review. The 
increase in FY12 in the 
number of requests is a 
result of Travel Expense 
Management.
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Average hours 
to complete and 
approve 
SECAPP 
requests by 
fiscal year

This provides a view of 
the average time needed 
to approve and complete 
access requests submitted 
via the Security Access 
Application (SECAPP) by 
fiscal year. The measure 
is important as it 
indicates the average 
time it has taken for 
approvers to complete 
the approval process and 
the average time it has 
taken AITS Security 
Administration to 
complete a request. 
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# of 
notifications 
sent to USC’s by 
fiscal year

This provides a view of 
the number of email 
notifications sent to 
Unit Security Contacts 
(USC) indicating 
employees that have an 
employment status of 
"terminated" yet have 
an active/open Banner 
account.  This measure 
is important as 
indicates the number of 
USC's that are unaware 
when users leave the 
department. 
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# of unused 
ViewDirect
accounts by 
month

This is a chart of the 
number of unused 
ViewDirect accounts.  
This metric  can be used 
to determine if a policy 
should be implemented 
for locking and 
removing unused 
ViewDirect accounts.  
The goal is to continue 
to decrease the number 
of unused accounts, 
shown here as a 
difference between the 
number of accounts and 
login sessions.  
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F Y 1 3

ITPC metrics
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ITPC-AITS 
Resource 
Projection
FTE 
distribution by 
function as of 
July 1, 2013

As of July 1st 2013, the 
expected available 
capacity for ITPC 
projects is equal to 
32.83 FTE.
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AITS-ResourceProj

AITS FY13 Metrics 74

AITS-ResourceProj

Approved ITPC Pipeline 

Approximate Augmented Project Capacity ‐ 32.83 FTE (includes backfill)

Catalog

HRFE / PARIS

IAM

<‐‐‐‐‐‐‐‐‐‐‐ Backfill Project Staff Funded   Backfill Project Staff Unfunded ‐‐‐‐‐‐‐‐‐‐‐‐> 

Approximate Base Project Capacity ‐ 21.83 FTE (does NOT include backfill)
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Completed 
ITPC projects 
by fiscal year

The number of projects 
completed per year is 
driven by resource 
capacity, project 
performance, and the 
size and nature of the 
projects being executed. 

75

AITS FY13 Metrics

ITPC-Summary
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Budget 
Performance

This graph shows the 
percentage of projects 
on budget, moderately 
over budget, and 
significantly over 
budget.
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Average % of 
projects on 
track for budget 
by fiscal year

This graph shows the 
percentage of projects 
performing to budget 
by fiscal year. 
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ITPC-Perform
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Average % of projects on track for 
budget by fiscal year

Schedule 
Performance

This graph shows the 
percentage of projects 
on schedule, 
moderately over 
schedule, and 
significantly over 
schedule.
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Average % of 
projects on 
track for 
schedule by 
fiscal year
This graph shows the 
percentage of projects 
performing to schedule 
by fiscal year.  
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Work requests 
closed and 
outstanding by 
fiscal year

This chart measures the 
number of work 
requests closed and 
outstanding by year. 

80

AITS FY13 Metrics

AITS-WRAnalysis

437

506 491

566

706

824

162
198 184

228

321
358

0

100

200

300

400

500

600

700

800

900

FY08 FY09 FY10 FY11 FY12 FY13

Work requests closed and outstanding

Closed Outstanding

40



7/1/2013

FY13 AITS Metrics

F Y 1 3

PMO metrics
81
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# of points of 
scheduled 
communication 
with the 
University

This provides a 
measure of 
transparency within the 
university by charting 
the number of regularly 
scheduled 
communication events. 
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ITPC Project 
engagement by 
fiscal year 

This metric provides a 
measure of 
transparency within the 
university and the level 
of project influence of 
the PMO.  Currently, 
PMO is engaged in 
100% of the ITPC 
projects and the 
number of ITPC 
concurrent projects has 
increased, leading to 
the higher numbers.
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PMO-Engagement
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Total # projects # Projects Tracked

Project 
performance 
measurements 
by fiscal year 

This metric consists of 
the following: 1) % of 
AITS-led projects (both 
ITPC and internal) 
tracked 2) % of  AITS-
led ITPC projects on 
budget and 3) % of 
AITS-led ITPC projects 
on schedule.  
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F Y 1 3

Staffing and Time Metrics
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AITS hours of 
effort for FY13

This provides a 
comprehensive view of 
how AITS spent its time 
in all areas through 
FY13. 
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AITS-HoursEffort
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AITS % of 
overall effort 
by fiscal year

This provides a 
comprehensive view of 
how AITS spent its time 
in FY10 - FY13. 
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