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Metrics

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:

e Provide a transparent overview of AITS operations and performance.

o Set performance goals and operational expectations for the next year.

e 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.

o 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.
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Project Year Hours
Hours per ; completed
m aj or upgr ade L‘sti}%i?:eg pgrade Informatica FY09 1,534
for ITP —
8 : c I ITPC-0270 OBFS Evisions FY09 1,783
[:)I’OjeCtS closed IntelleCheck Banner Integration
in FY09 and ITPC-0218 Appworx 7.x Upgrade  FY09 7,418
FY10
This shows the hours ITPC-0276 Banner 8.0/8.1 Upgrade FY09 9,147
spent on all ITPC major — Analysis
. |TPC-0300 Banner 8.0/8.2 upgrade FY10 24,665
metric includes projects
:Eg: i :fgt ?Qg gyff’JectS ITPC-0321 International ACH FY10 4,334
AITS. Major upgrades Transaction (IAT) Compliance
are those projects that Banner Upgrade
require more than 1,000
effort-hours. This will

serve as a historical
reference point for future
upgrades.

AITS FY10 Metrics 7/1/2010

Hours per project by functional area

Hours per (ITPC, Global Campus, and AITS

project by internal)

functional area 45,000

(ITPC, Global 40,000

Campus, and 35000

AITS internal) 30,000

This chart shows the AITS 25,000

work effort for Global

Campus, ITPC, and AITS 20,000

internal projects by

functional area. The high 15,000

number of hours for

Technology proliects in 10,000

FY10 is primarily

attributable to the Banner 5,000

8.2 upgrade. The high 0

number of hours for HR HR Tech oth Fi Global | ¢, : |

prOqugmglng tar?dlﬁgog ech. ther inance Campus tudent | Internal
tt t

E,gn{'E;’dap,gje"ct_ grhe “FYO8| 29,243 | 9224 | 3,629 | 3,378 | 27,925 | 4,805 | 630

chart for FY11 will include mFY09| 38,528 | 26,402 | 9,141 5135 | 3,852 | 3,774 | 3,408

LIRS, RFYI0| 7,423 | 290506 | 9797 | 4567 | 0 | 5561 | 7516

©“FY08 mFY09 mFY10

AITS FY10 Metrics 7/1/2010
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Hours per Hours per project by type
project by type (ITPC, Global Campus, and AITS
(ITPC, Global internal)

Campus, and 60000
AITS internal)

50000

This chart shows work 40000
effort per project by

type for all ITPC, Global 30000
Campus, and AITS

Internal projects. This 20000

metric includes all ITPC

projects, regardless of 10000

the project lead. I

O 4 — B
Analysis | Enhance g:'[;‘;n ﬁ:‘g Other | Report | Rsrch Upgrd

= FYO8 37,634 2,771 29,039 91 2,206 7,094
mFY09 54,471 2,015 9,268 659 794 23,035
=FY10| 1,901 18,591 | 10,146 4,793 398 884 57 27,600

©“FYO8 mFY09 mFY10
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: # of projects closed by
# of projects functional area by fiscal year

closed by (ITPC, Global Campus, and AITS
functional area internal)

by fiscal year 30
(ITPC, Global

Campus, and 25
AITS internal)

20
This chart shows the
number of AITS-led 15
projects closed by
functional area. Future 10

versions of this report

will include DS projects.

Internal projects were 5

gradually tracked started l

in FYQ9, which accounts 0 - u

for the zero value in FYO8 Student |Finance | HR Tech | other | 2908 |jhernal
and the low number in Campus
FYO09. = Closed FYO8 6 12 5 8 3 24
u Closed FYO9 7 8 4 8 1 16 5
u Closed FY10 4 5 2 10 3 0 15
AITS FY10 Metrics 7/1/2010
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# of projects closed by type by fiscal
# of projects year (ITPC, Global Campus, and AITS
closed by type internal)
by fiscal year 30
(ITPC, Global
Campus, and 25
AITS internal) 20
This chart shows the
number of AITS-led
projects completed by 15
type. The number of
projects completed per 10
year is driven by
resource capacity, 5 -
project performance,
and the size and nature o
g:(et?litzgojlgztti?eemg Analysis | Enhance éﬁ:};‘ér’t New App | Report |Research | Upgrade
versions of this report * Closed FY08 7 6 26 4 5
will include DS projects. = Closed FY09 16 8 “ 1 4 6
= Closed FY10 1 1 5 5 3 3 8
AITS FY10 Metrics 7/1/2010

Approximate count of systems developed, maintained, or
hosted by AITS

System type Countasof | Notes
Jun-10
Banner and Banner 91 | The application lifecycle inventory identified 4
SySte ms cou nt related systems systems to be retired from the total 95 Banner

and Banner related systems.

This metric shows the

: b f Reports 1,602 | 1,258 reports were viewed less than 10 times last
approximate number o year and are candidates for retirement.
systems developed, prr—— ” 0

: : nfrastructure an
maintained, _or_hosted Tools
by AITS. Thisis
updated at the end of Business 62
each fiscal year. Applications
Appworx chains 3,357 | During last year's inventory, 3,430 were
and modules identified and 73 were retired immediately. An
additional 16 are targeted for retirement.
Interfaces 120
AITS FY10 Metrics 7/1/2010
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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. The gap in data is
due to no work request
surveys being received
during the months of
January, February and
June. Overall averages
by fiscal year hover
around 3.7.

AITS FY10 Metrics

Work request survey overall
average by month

most positive response

38403, 83839 37 36

3 3.3 3.4

T T T T T T T T T T T 1
least positive response

5& ?9% %QJQ Qé' éOA QQJO 5‘2& QZ:Q é\‘ﬁ’ ?.,Q" @fﬁ 500

—FY10

7/1/2010

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 FY10.

AITS FY10 Metrics

Enterprise objects used by
month

200

181 183 183 183
180 167 168 169 169 169 169 169 169

160

140

120
100
80 -
60 -
40 -
20 -

= FY10 # of Enterprise Objects Used
——FY10 # of Enterprise Objects Available

7/1/2010
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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.

AITS FY10 Metrics

Enterprise object usage (includes point to point and sync

consumers)

50 —
-~

40

60

30

20 TN

10

0
Jul |Aug |Sep | Oct |Nov | Dec | Jan | Feb |[Mar| Apr /May| Jun

===FY 10 Enterprise Obijects
Used by 1 Application

N

212123191920/ 20 /2020 21 21

—— FY10 Enterprise Objects
Used by 2-4 Applications

a

4 | 44 | 43 | 47 | 53 | 54 | 55 | 55 | 55 | 56 | 56 | 55

FY10 Enterprise Objects
Used by 5-10 Applications

2121315 1315|211 16|18|19 19|18

~~~FY10 Enterprise Objects
Used by 10-20
Applications

~~ FY10 Enterprise Objects
Used by greaterthan20 | 4 | 4 | 4 | 5| 5| 6 8|88 8|8/ 10
Applications

7/1/2010

# of active DBs

This shows the number
of databases to

demonstrate volume of
effort. Q3 growth is due

to better reporting of
our SQL server
environments. Q4
growth is due to taking
over the OBFS-BIS SQL
Server databases.

AITS FY10 Metrics

600

# of active DBs

500

400

300

/
-
200 /"?‘/<J

100

0 LIS B B B

Jan Jul Jan Jul Jan
FYO8 FY08 FY09 FY09 FYIO FY10

Jul

——Active DBs

—Linear (Active DBs)

7/1/2010

7/1/2010
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# of host servers by month

# of host 50
servers by 45
month 40 /

35 PN
This shows the number 30

N
of host servers to M
25

demonstrate volume of

effort. Q3 growth is 20 =

due to better reporting 15

of our SQL server 10

environments. Q4

growth is due to taking 5

overtheOBFS—BISSQL 0 I I o e
Server databases. Jul Jan  Jul Jan Jul Jan

FYO8 FYO8 FY09 FYO9 FY10 FY10

~——Host servers —Linear (Host servers)

AITS FY10 Metrics 7/1/2010

# of active databases and host

# of active servers by fiscal year
databases and 600

host servers by

fiscal year ol4

500

This shows the number
of databases and host
servers to expose
volume of effort. FY10 300
growth is due to better

reporting of our SQL

server environments 200 -
and taking over the
OBFS-BIS SQL Server 100 -
databases.

400

Active DBs Host servers
mFYO8 mFY09 mFYI10

AITS FY10 Metrics 7/1/2010
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. ADSD-DM-DawmQuantity.

Volume of data in TBs by fiscal

ear
Volume of 00 y
data in TBs by 18.2
fiscal year 18

16
This metric shows the

14

terabytes of data stored
in active databases to 12
expose volume of effort.

10 -

o N A OO ©
|

“FYO8 mFY09 mFY10
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ESC security requests
processed by quarter

ESC security

requests

processed by 4,500
quarter

4,000 > 4
ESC receives security
requests for processing / \ /
for Banner Student and 3,500
Banner HR after \/
Information Security
does its initial 3,000
processing. This chart
shows the number of
requests ESC handles 2,500
per quarter. The
estimate for effort 2,000 : . . . : . . .

required to process
these requests is 1 FTE. FYO9 Q1 FY09Q3 FY1I0Ql FY10Q3

AITS FY10 Metrics 7/1/2010
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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.

AITS FY10 Metrics

18,000
16,000 15,316
14,000 -

ESC security requests processed
by fiscal year

14,722

121000 I —— @ =

10,000 -
8,000 -
6,000 -
4,000 -

2,000 I —— @ =

0 i
Total security requests processed

©FY09 (annualized) =FY10

7/1/2010

SunGard service
requests by
quarter

This measures the
performance of the
analyst group and SGHE
in handling priority calls
in a timely manner. As
outstanding service
request data is not readily
available for previous
quarters, this metric uses
FYQ09 4Q as the baseline.
“Outstanding” tickets
includes those that have
just been opened and
those that are in
progress. They are those
tickets that do not have
the status of “Solved.”

AITS FY10 Metrics

200
180
160
140

120 -

hih

FY094Q FY101Q FY102Q FY10 3Q FY10 4Q

100
80
60
40
20

SunGard service requests by
quarter

/

= Defect Opened == In Progress
= Solved —Outstanding

7/1/2010

FY10 AITS Metrics
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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
Illinois Sustainable Technology
Center (ISTC), the Course
Applicability System (CAS) and the
Degree Audit Reporting System
(DARS)

AITS FY10 Metrics

Hours spent by the

Departmental Systems team on
departmental systems support

and projects

12,000
10,000
8,000
6,000
4,000
2,000
0 -
FYO08 FY09 FY10
= CAS hours 220 1,480 179
= DARs hours 1,630 2,344 1,610
= UOCP&RES hours 4,669 10,788 3,942
®ISTC hours 0 1 16
7/1/2010

# of issues
opened by
system in QA
1 {e]e]|

This metric provides a
view of the number of
issues opened by

system in the QA tool.

AITS FY10 Metrics

350
300
250
200
150
100

50

Issues opened in QA tool for
FY10 (top 5)

300

N
N
i

N
w

f

N
EAS I Pt

AVSL - 2

HR Front End
Vendor Services

HR Front End Maintenance

" FY10 Total

VSA - Vendor Services
Application

7/1/2010
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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.

AITS FY10 Metrics

Issues closed in QA tool for FY10
(top 5)

800
700
600
500
400
300
200
100

383

2
199

(o)}
ol
F\i

HR Front End

HR Front End Maintenance

AVSL

Vendor Services

= FY10 Total

Direct Deposit Enrollment

7/1/2010

Report work not
associated with
a project by
quarter

Over the fourth quarter of FY10 the
AITS Reporting team has made
modifications to 49 reports. An
initiative to decommission unused
reports was started 2 years ago to
reduce costs and has removed 270
reports so far creating long term
savings of resources and maintenance
costs. This work included, but was
not limited to: modifications,
production issues, Appworx Mods,
new Appworx chains, PDF generation
and Banner 8 changes. The chart
below shows the types of report work
the reporting team has completed as
well as a comparison between the
current quarter and the last 6 quarters
of report work. The high number of
new reports in the 3rd quarter were
due to an increased demand for
Service Desk and Storage reports both
internally and from clients like OBFS.
Much of the current work is centered
around the BO Xi upgrade,
modification of Service Desk reports,
and reducing the number of unused
reports.

AITS FY10 Metrics

Report work hours not
associated with a project by
quarter

200
180

160

140

120
100

FYO9 FYO09
3Q 4Q
= Report mod

= Production issue

FY10 FY10 FY10 FYI1O0

20 30

= New report
= Decommissioned Reports

4Q

7/1/2010

7/1/2010
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COE Metrics
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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
FY10, total availability
excluding planned outages
was 99.2%. Unplanned
unavailability includes
issues such as power
outages, system outages,
and infrastructure
problems.

AITS FY10 Metrics

Uptime (%)

Availability by Month

BOOTS L0
GOOZ 20
BO0ZE0
BOOZ/O0T
BOOZSTT
BONZIET
0T0Z10

I
|
I
|
|
|
|
|
|

N[ A
Nt |

——
—
E——

0102/ %0
010z/s0
ntozan

Month/Year

[ Availability

Awailability

excluding
.F‘Ianned

Outages

7/1/2010
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Banner Self Service availability
Banner Self . .
: by fiscal year excluding planned
Service outages
availability by 0 9
5 100@ ...............
fiscal year
90% -
This availability 80% A e ——
measurement includes
Banner Self Service and the 70% -
systems and services upon
which it depends, such as: B60%
apps.uillinois.edu site,
EAS, brokers, Banner 50% -
database, the network, the
campus backbone, and 40% ... R .....................
application servers. For
FY10, total availability 30% -
excluding planned outages
was 99.2%. Unplanned 20% o
unavailability includes
issues such as power 10% -
outages, system outages,
and infrastructure 0% -
problems.
©FYO8 mFY0O9 mFY10
AITS FY10 Metrics 7/1/2010
Banner Self Service usage by
Banner Self month
Service sessions 1,200,000
by month
Y 1,000,000 /\
The Banner Self Service @ /A
usage shows the 8 800,000 /\
number of sessions for k") N // A\
the Banner Self Service 2 600,000 7 \ <N
web site. A 'Session' is & // E/ /\\
defined as a series of ©  400.000
clicks on the site by an H* ' / I AN
individual visitor
during a specific period 200,000
of time. A Session is
initiated when the 0 ——r—
visitor arrives at the
site, and it ends when Jul Sep Nov Jan Mar May
the browser is closed or
thereis a period of ——FYO8 —FY09 —FY10
inactivity.
AITS FY10 Metrics 7/1/2010
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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.

AITS FY10 Metrics

# of sessions

Banner Self Service usage by

900
800

x 10,000

700
600
500
400
300
200
100

0

fiscal year

“FYO8 mFY09 mFY10
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Total unplanned
outage minutes
per fiscal year

For FY10 the total
unplanned outages for
systems was 4,887 minutes
(81.5 hours). The systems
reported in this metric
include some of the support
systems other than the
mission critical systems
reported in the Availability
of Banner Self Service
metric previously reported.
Because the number of
systems reported in this
metric is more than the
number of systems
reported in the Availability
of Banner Self Service
metric, these numbers are
higher.

AITS FY10 Metrics

System FYO8 total unplanned  FY09 total unplanned FY10 total
outage minutes per year outage minutes per year unplanned outage
minutes
AdAstra 390 315 [¢]
Altiris [ 614 [¢]
Axiom/AnyDocs 0 214 209
Banner Forms 439 315 209
Banner Self Service 439 322 2,543
Banner Xtender Systems 439 315 209
CA USD 0 0 881
Clarify 0 164 [¢]
Clarity 0 164 0
Citrix 0 164 [¢]
Evisions 0 164 o
FAMIS 451 164 [¢]
Infinet Banner Toolkit 168 315 209
InfoEd 320 164 [¢]
Luminis 217 164
PCard 439 315 209
RightFax 0 164 0
Runner Address Verification [ 214 209
SiteScope 0 164 4]
Upside 0 0 0
Urchin [ 164 o
ViewDirect 49 164 o
Talisma [ 164 0o
Workflow 439 315 209
Total 3,790 5,222 4,887

7/1/2010

7/1/2010
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Backup storage in TBs by data

center by fiscal year
Backup storage 300

by data center 265 274 270
by fiscal year

250

This shows the backup
storage by data center
by fiscal year. From
FYO8 to FY10 there has 150
been a 74% increase in

backup storage.

200

100

50

Urbana Chicago
“FYO8 ®mFY09 mFY10

AITS FY10 Metrics 7/1/2010

Allocated configured capacity in
TBs

90.0 85.3

Allocated
configured
capacity in TBs [AY

70.0
This shows total storage
by data center by fiscal 60.0
year. From FYO8 to 50.0
FY10 there has been a
61% increase in total 40.0
allocated configured
storage. 30.0

20.0
10.0
0.0

Chicago Urbana
mFY08 mFY09 mFY10

AITS FY10 Metrics 7/1/2010

FY10 AITS Metrics 15



7/1/2010

o cosAsBamennsall

Fiscal year totals

Banner patches, 250
upgrades, and
modifications
fiscal year totals

211

This chart provides 150
baseline data related to

the number of items

processed by 100
Application Support.

Over the past three

years only 1 Banner 50
patch has been backed

out. The high numbers

for FY10 are due to the 0 -
Banner 8 upgrade Banner patches Banner Banner
project. installed modifications upgrades
installed installed

“FYO8 mFY09 mFY10

AITS FY10 Metrics 7/1/2010

S coEnASServiceRequests.

Avg # of Service Desk cases
closed per month by AITS

Average number 3,500
of Service Desk
cases closed per 3,000

month by AITS
2,500

This shows the average
number of service desk
cases (requests and

incidents) closed by 1,500

2,000

month by AITS.

1,000

500

FY09 FY10

AITS FY10 Metrics 7/1/2010
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Total CRs
submitted by
fiscal year

These charts show the
total number of change
requests (CRs)
submitted by fiscal
year, regardless of end
status (approved,
withdrawn, denied,
etc).

AITS FY10 Metrics

2,000
1,800
1,600
1,400
1,200
1,000
800
600
400
200

Total CRs submitted by fiscal

year

1,825

l,8/6

1,886

“FYO8 mFY09 mFY10
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Number of
change requests
by system

by fiscal year

This shows the total change
requests for systems with
more than 50 requests.
This includes requests for
upgrades, issue resolution,
and enhancements. It
indicates responsiveness to
client needs and issue
resolution. The category
"no system selected”
consists of change requests
for which the client did not
select a system in the
change request form. With
the release of the new
change management tool,
“No system selected” will
drop off of these charts.

AITS FY10 Metrics

Number of change requests by
system (for systems with more
than 50 CRs)

700
600
500
400
300
200
100

No

Banner | system

selected

SAN

|

Decision
Support

i

AppWorx

BO
Report

RRB
CX3-80

-

Global
Campus

\ =FY09 Total

575 333

185

87

63

63

58

52

‘ = Fy10 Total

598 357

121

123

0

71

7/1/2010

7/1/2010
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Total changes by type per fiscal
ear
Total changes 1,400 y
by type by ’
fiscal year 1,200
1,000 -
This shows the trends
in the types of changes 800 -
that are implemented. |
The goal is to continue 600
decreasing emergency 400 -
and problem response
changes. This chart only 200 - h
includes successful
change requests; it does 0 Problem / Bundled /
not include “partially Emergency | Controlled |~ oqnse recurring
successful” ,“backed " FY08 35 1,113 429 247
G, RO IE =FY09 33 1,333 369 156
denied” or “canceled =FY10 26 1,259 409 163
change requests.
©“FYO8 ®mFY09 mFY10
AITS FY10 Metrics 7/1/2010
Overall average Overall average time for acting
time for acting on a change in hours by fiscal
on achange in 60 year

hours by fiscal
year

This measures response
time for the change
control authority (CCA),
change control
operations (CCO), and
the change control
coordinator (CCC). A
high response time may
indicate that there is
too much change or not
enough resources to
manage the number of
requests.

51.8

©“FY08 mFY09 mFY10
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Average time for actingon a

Average time for change in hours by fiscal year by

acting on a type of change

change in hours 35

by fiscal year 29.5
30 :

This measures response
time for the change
control authority (CCA),
change control

operations (CCO), and
the change control
coordinator (CCC). A
high response time may
indicate that there is
too much change or not
enough resources to
manage the number of

requests. CCA CCo CCC
“FYO8 mFY09 mFY10

AITS FY10 Metrics 7/1/2010

Total change requests rejected

Total change by fiscal year
requests ;

rejected by
fiscal year 6

This measures the 5
number of times per

fiscal year that a change

request is rejected by 4

the CCA and CCO. This

indicates how well the 3 -
screening process is
working and
compliance from
requestors in following
CM requirements and 1
planning their changes.

©“FY08 mFY09 mFY10

AITS FY10 Metrics 7/1/2010
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CRs approved

and not

approved by

fiscal year FY10

This indicates the number

of change requests that

were ap[()jrgvec_i anld not

approved by fiscal year.

Not approved change FYO09
requests are those that are

denied, cancelled or
withdrawn and do not
make it through the
approval process If the
number of not approved FYOS8
CRs is high, it can indicate
problems in CM planning
or testing. Approved
change requests in this
chart do not include
“Eartially successful” or
“backed out” change
requests.

AITS FY10 Metrics

CRs approved and not approved

63
60
78

by fiscal year

500 1,000 1,500 2,000

= Approved = Not Approved

7/1/2010

0

% of backed 0.8%

out changes

per fiscal year 0.7%
0,

This displays the 0.6%

number and percentage 0.5%

of backed out changes.

This is a measure of the
0.4%

effectiveness of the

deployment process in

identifying risk and 0.3%
denying requests that

will not complete 0.2%
properly.

0.1%

0.0%

AITS FY10 Metrics

% of backed out changes per
fiscal year

0.69%

0.22%
0.11%

©“FY08 mFY09 mFY10
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Rollouts by
fiscal year

This metric indicates
the number of rollout
related outages.

AITS FY10 Metrics

Weekend rollouts by fiscal year

40

“FYO8 mFY09 mFY10

7/1/2010

% of late
rollouts by
fiscal year

This metric provides an
indication of how
frequently outages are
extended beyond the
advertised outage
window.

AITS FY10 Metrics

% of late rollouts by fiscal year
100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%

FY08 FYO9 FY10

= Count of on-

time rollouts

= Count of late
rollouts

34 37 27

7/1/2010

7/1/2010
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Total changes
in rollouts by
fiscal year

This shows how many
changes were
implemented during
outage windows. Itisa
measure of balanced
risk, resource
utilization and
efficiency.

AITS FY10 Metrics

Total changes in rollouts by
fiscal year

120

100

80

60 -

40 -

“FYO8 mFY09 mFY10

7/1/2010

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
dip in FY10 pl-blin May is
due to this broker dropping
its connections on May 18"
and all of them being
reconnected to pl-al until
the restart on May 2319,

AITS FY10 Metrics

1,500
1,400
1,300
1,200
1,100
1,000

900

Average number of broker
connections per month

T T T T T T T T T T T )
Jul Sep Nov Jan Mar May
~—FY09 Sonic MQ broker container mgprod-pl-al
——FY09 Sonic MQ broker container mgprod-p1-bl
——FY10 Sonic MQ broker container mgprod-pl-al

——FY10 Sonic MQ broker container mgprod-pl-bl

7/1/2010
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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. The
high number of sync
messages in FY09 is
due to the illinois.edu
project.

AITS FY10 Metrics

Thousands

Total sync messages by fiscal
year

30,000

23,935

25,000

20,000

15,000

10,000

5,000

0

= FY09 = FY10

7/1/2010

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. New
messages added in
FY10 were: Vendor (2)
Vendor Equity (2),
Vendor Person (2) and
NetID Assignment (1).

AITS FY10 Metrics

60

Messages available by fiscal year

53

FYO08 FY09 FY10

7/1/2010

7/1/2010
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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.

AITS FY10 Metrics

Sync Message

Accountindex
AccountingElement
AdministrativeRollupOrganization
AdmissionsApplication
BaseJob

BasicEmployee

BasicPerson
CollegeOrganization
Commodity
DepartmentOrganization
EnterpriseCode
EnterpriseUser
ExternalAdmissionsApplication
Institutionalldentity

Netld

NetldAssignment
PurchaseOrder
RegisteredAgent
SchoolSubcollegeOrganization
ShipToLocation
SubjectOrganization

Supplier

Sync

UserSecurityQuestion

Vendor

VendorEntity

VendorPerson

Grand Total

Sync message consumption by type

FY08 FY09 FY10
8,804 36,732 30,07,
23,353 84,328 25,21
4 24

334,156 2,051,196 2,869,73
113732 310,201 385,651
70,685 238,643 477,14
3,405,453 18,859,828 10,583,461
8 82 2

14 32 1

417 970 2,501
382,608 10,862 7,63
15,482 48,576 54,59
25,939 75,463 108,10

0 9,218 238,73
251,165 131,447 142,25
1,415366 1,295,386 1,478,69
18,380 77,824 31,791

0 0 1,54

8 88 3

62 996 5

85 116 19.

1,684 4,843 1,59

278 697,253 1,03

126 603 1,83

0 0 104,93

0 0 101,83

0 0 6,08
6,067,809 23,934,711 16,654,789

7/1/2010

Messages
received and
delivered by
fiscal year

This tracks the number
of times business
objects or enterprise
data messages are

consumed by
applications by fiscal
year.

AITS FY10 Metrics

Messages received and delivered
by fiscal year

300,000,000

250,000,000

200,000,000

150,000,000

100,000,000

50,000,000

0_

Received

Delivered

= FY09

175,692,421

270,038,689

= FY10

188,940,372

266,280,119

7/1/2010

FY10 AITS Metrics
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Problems reported in USD by

Problems month

reported in 5,000

4,500

usb 4,000

This chart shows the 3,500
problems reported in 3,000 -
the Service Desk tool by 2,500 -
month. The spike in 2000 -

October 09 was due to '

annual ethics training. 1,500 -
1,000 -
500 -
0 -

= FY09 Q3 and Q4 Total problems reported
® FY10 Total problems reported

AITS FY10 Metrics 7/1/2010

% of tickets closed by Service Desk by month
% of tickets 100%
closed by 90% -
Service Desk by
month

80% -
70% -

This chart shows the % 60% -
of tickets closed by
Service Desk each 50% 1

month. The goal is to 20% |

close more than 75% of

tickets. For the last 30% -
quarter that goal has
been met. 20% 1

10% -

0% -

Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun
= FY10 # tickets closed by Service Desk
e FY10 # of tickets not closed by Service Desk
——Goal for % tickets closed (solved)

AITS FY10 Metrics 7/1/2010
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% Help Desk and Operations
% Help Desk Center abandoned calls by

and Operations month for FY10
Center 30%

abandoned calls
by month 25%

This chart shows the 20%
percentage of calls

abandoned by the HD 15%
and OC by month. The
goal is to have less than 10%
5% of calls abandoned
for both HD and OC. 5%

0%

50'\ Y*Q% %QJQ Qé' é@ Q‘Z»c’ 5‘279 Q%o é\é Y§ é\‘bﬂ 360

1% HD Abandoned == % OC Abandoned ——Goal abandoned - less than

AITS FY10 Metrics 7/1/2010

S cosEsssDMonthstts.

Avg wait times in seconds by
month for FY10

Avg wait times
in seconds by
month

This chart shows the
average wait time in
seconds for HD and OC
calls. The goal is to have
an average wait time of
less than 12 seconds.

= HD Avg. Wait Time (seconds)
= OC Avg. Wait Time (seconds)
—Goal avg wait time in seconds - less than

AITS FY10 Metrics 7/1/2010
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Total batch requests by fiscal

Total batch 4500 year
requests by ' 4021
fiscal year 4,000 3,865

: : : 3,500
This metric provides
insight into total 3,000
manual production
runs that are performed 2,500
to ensure that complete
and accurate data is 2,000
available to the
enterprise. ldeally 1,500
these production runs
should be scheduled 1,000
and it is desirable that
these numbers 500
decrease. 0

“FYO8 ®mFY09 mFY10
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AppWorx chains executed by
_ fiscal year
AppWorx chains
e_xecuted by , 6000
fiscal year o
$ 5,000 -
This reflects the g
number of scheduled c
batch requests F 4000 -
executed. There is no
benefit in running more 3,000 -
or less batch jobs, this
number just records the i
total executed for UA 2,000
applications.
1,000 -
= FY08 mFY09 mFY10
AITS FY10 Metrics 7/1/2010
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. A - COE-CSS-SupportUsers
Equipment supported by department by fiscal year
1,000
900
800
w700
c
Q
E 600
3
g
s 500 -
Q
5
2 400
Q
)
9 300
200
100 -
o J...j L 1M vt vm b v o ._
UICH uick (OSPR uoc CARL| AgA UNIV \VPTE Gov Lé"\l"gl ETHI
OBFS| AITS R LGC | DS Il\gkl PB A UHR |UOPS| AHR | BOT PRESF‘RES | OSSSAIFRFSA 1TPC REL OUA D REL PZO cs CFO | GC
“FYO8| 887 | 448 | 87 [ 53 [ 0 [ 48 [ 17 0 15 0 [ 12 [ 0 [ 0 [ 0 [ 0 [ 59
wFYO9| 871 | 423 | 103 | O 47 55 0 0 56 9 24 0 19 0 0 14 0 16 0 8 0 0 0 0 0 58
=FY10 | 865 | 466 | 120 | O 51 53 0 0 48 7 24 0 24 0 0 14 2 12 0 8 0 0 0 5 0 7
®mFYIl | 812 | 452 | 120 | 73 | 55 | 53 | 51 | 47 | 40 | 35 | 29 | 23 | 23 | 21 | 16 | 13 1 11 11 8 7 6 6 5 4 0
AITS FY10 Metrics 55 7/1/2010

Age of supported equipment by
Age of fiscal year
equipment 100%
supported for
FY10 90%

80%

This measures the age

of the equipment 70%
supported by Client 60%
Support Services. Older

m<]Year

1 Year

m 2 Years

m 3 Years

m 4 Years
m5o0r>Years

equipment requires 50%
more support.

40%

30%

20%

10%

0%

FYo8 FY09 FY10 FYil

AITS FY10 Metrics 7/1/2010
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DS metrics

AITS FY10 Metrics 7/1/2010

Request Type
Closed Date Request Type

M Adjustment
M Fast Track
W nfoQity
I other
M Performance
M Enhancement

Work e

Requests by

Request Type

per Fiscal Year

This metric represents a B

fiscal year by fiscal year 3

comparison of the

number of work

requests completed for

each type of request*.

*note: a revised set of

classifications for work requests

is underway for FY11

AITS FY10 Metrics 7/1/2010
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Work
Requests by
Request Type
per Fiscal
Quarter

This metric represents a
quarter by quarter
comparison of the
number of work requests
completed for each type
of request™ for FY10.

*note: a revised set of
classifications for work requests is
underway for FY11

AITS FY10 Metrics

Count

FY10 - Request Type
Closed Date
FY 2010

Request Type
Il Adjustment

1 W nfoQty
[ Other
W Performance
[ ] I Defect
1 [ Enhancement
Q1 Q2 Q3 Q4

W Fast Track

7/1/2010

Access and
Support Cases
by Month

This shows the total
number of user access
and customer support

cases closed per month.

The overall average for
FY10 was 126 cases per
month.

AITS FY10 Metrics

# Tickets Closed

Q1

FY10 Access & Support Cases Closed
Close Date
FY 2010

Q4

July  August  Septemb..

Group Name (group) 1
B customer Support
M Ds-security

October  November December | January ~ February

March

April

May June

7/1/2010

7/1/2010
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FY10 Access & Support Days to Close
Close Date
FY 2010

Access and
Support Cases:
Days to Close

This shows the monthly
average number days that
it takes to close customer
support and user access
cases. The overall average
for FY10 was 4.9.

Avg. Days to Close

During the course of the Fiscal
Year, the average days to close
rose from 3.2 in Q1t0 5.6 in Q4.
Examining the actual
distribution shows that the
average is heavily influenced by
an increasing number of
outliers, rather than by an
across the board increase.
Further investigation is being
conducted.

July  August  Septemb.. | October November December | January February — March

AITS FY10 Metrics 7/1/2010

FY10 by Program

End of Period Project (group)
FY 2010 [ change Management
[l cRM

Total Hours by
Program

[ Data Management

I Development

[ DS Process Support Program
I Environment

[ Info Arch

This shows the total .
[ org Alignment

reported hours for the
fiscal year by program
per quarter.

As a reflection of organizational
changes with the merger of
AITS and DS, the approach for
FY11 will be different and will
not utilize the approach of
organizing work into Programs.

Actual Hours

AITS FY10 Metrics 7/1/2010
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ESA metrics

AITS FY10 Metrics 7/1/2010

Banner access processing errors

Banner access FY comparison
processing

errors FY
comparison

= Requests submitted with no errors
= Processing errors

This chart shows the

total number of

processing errors per FY10
year compared to the

total number of

successful access

request processing.

While there has been an

increase in the number

of requests received,

there has been a slight essing
decrease in the number FY09 rs, 22
of errors.

ssing
rs, 19

AITS FY10 Metrics 7/1/2010
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# of unused Banner accounts by
# of unused fiscal year
Banner 5,000
accounts by 4379
fiscal year 4,500
4,000 -
This chart indicates the
number of unused 3,500 -
Banner accounts by 3.000 -
fiscal year based on '
EAS login sessions. It 2,500 -
can be used to
determine if a policy 2,000 -
should be implemented 1500 -
for locking and '
removing unused 1,000 -
Banner accounts.
500 -
0 m
©FY0O8 mFY09 ®mFY10
AITS FY10 Metrics 7/1/2010

: _ Security Service Desk tickets
Security Service closed by fiscal year
Desk tickets

: 1,800
closed by fiscal
year 1,600 1,536 1,521
: : : 1,400 -
This provides a view of
the number of Service 1,200 -
Desk cases closed by
AITS Security 1,000 -
Administration. This
measure is important as 800 -
it indicates where AITS
Security Administration 600 -
staffing resource time is
spent. 400 s
200 -
0 i
©FY0O8 mFY09 mFY10
AITS FY10 Metrics 7/1/2010
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# of Banner
sessions
terminated due
to inactivity
between 8pm
and 6am

This provides a view of the
number of Banner sessions
terminated due to
inactivity between 8 p.m.
and 6 a.m. where the
sessions were inactive for
greater than 60 minutes.
This measure is important
as it identifies inactive
Banner sessions that have
been mostly created on
home computers. It can be
used to determine if a
policy is needed to address
access to enterprise
application from home
computers.

AITS FY10 Metrics

inactivity between 8pm and 6am

Total # of inactive Banner
sessions terminated due to

by fiscal year

25,000

20,000 -

15,000 -

10,000 -

5,000

0_

19,874 20,678

19,298

7/1/2010

“FYO8 mFY09 mFY10

Total # of

inactive Banner
sessions hours
between 8pm
and 6am by
fiscal year

This provides a view of
the number of inactive
session hours between 8
p.m. and 6 a.m. where
the sessions were inactive
for greater than 60
minutes. This measure is
important as it identifies
inactive Banner sessions
that have been mostly
created on home
computers. It can be

used to determine if a
policy is needed to
address access to
enterprise application
from home computers.

AITS FY10 Metrics

Total # of inactive Banner
session hours between 8pm and

6am by fiscal year

120,000

100,000

80,000 -

60,000 -

40,000 -

20,000 -

O,

©“FY08 mFY09 mFY10
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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.

AITS FY10 Metrics

8000

Comparison between
ViewDirect reports available
and used by month

7000

6000
5000

4000

3000
2000

1000

0 T T T T T T

Jul  Sept Nov Jan

~—=FY09 number of View Direct reports
——FY09 number of View Direct reports used
~—FY10 number of View Direct reports
——FY10 number of View Direct reports used

Mar May

7/1/2010

Security email
access requests
by fiscal year

These tables show the top
5 types of access requests
provisioned/granted by
AITS Security
Administration for the
fiscal year as a result of
an email. This measure is
important as it indicates
where AITS Securi
Administration staffing
resource time is spent.
The measure can also be
used to identify the need
for a comprehensive
access request
application that does not
rely on email access
requests.

AITS FY10 Metrics

FY09 Email Access Requests
ViewDirect access requests

Unix/Linux

Maintain BANNER test
accts/databases

Active Directory, Exchange or LAN

Door/Building

FYO9# FYO09 %
656  16.5%
432 10.9%
417 10.5%
391 9.8%
354 8.9%

FY10 Email Access Requests
Active Directory, Exchange or LAN

FY10# FY10 %

Unix/Linux
ViewDirect access requests

BXS/Xtender
Maintain BANNER test
accts/databases

2,339 36.3%
733 11.4%
566  8.8%
401 6.2%
395  6.1%

7/1/2010

FY10 AITS Metrics

35



FY10 AITS Metrics

oo fli/eiiiis s FY09 Other Email Requests FYO9# FY09 %

- = Answerquestions and route requests 3,596 74.5%

A ENTID/NetID name change requests 331  6.9%
ear

D ESE GOAEMAL Changes 308  6.4%

These tables show the top | Za% 176 3.6%

5 types of non-access 0
retgl'}ests Pager Changes 94 1.9%

provisioned/granted by
AITS Security

' FY10Other Email Requests FY10# FY10%
. Answer questions and route requests 3,961 76.4%
\'th’;‘r’gtﬁ?}gssgc'ﬂﬂ{;ates ENTID/NetID name change requests 250  4.8%
Administration staffing GOAEMAL Changes 212 4.1%
resource time is spent.

.~ BANNER/SECAPP/REPTPROD
used to identify the need access reports 138 2.7%
L BB B A iBuy access reports 131 2.5%

access request
application that does not

rely on email access
requests.

AITS FY10 Metrics 7/1/2010

s secare |

SECAPP requests for Banner,
iBuy, and UIiERA by fiscal year

14,000

SECAPP
requests for
Banner, iBuy,
and UIERA by
fiscal year

12,484

12,000

This provides a view of 10,000
the number of access

requests for BANNER, 8,000
I1Buy and UIiERA

i ia the AIT!
submitted via the S 6,000

Security Request
Application (SECAPP).
The increase in FY10 is 4,000
due to the increase in

the number of iBuy 2.000
requests and the ’
mandatory user access

review. 0

©“FY08 mFY09 mFY10
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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.

AITS FY10 Metrics

Average hours to complete and
approve SECAPP requests by
fiscal year
40 38

Average hours to Average hours to
approve complete

“FYO8 mFY09 mFY10
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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.

AITS FY10 Metrics

# of notifications sent to USC's
by fiscal year

700

600 581

500

400

300

200

100
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# of unused ViewDirect

# of unused accounts by month
ViewDirect

7000
accounts by
month 6000

5000
This is a chart of the
number of unused 4000
ViewDirect accounts.
This metric can be used 3000
to determine if a policy
should be implemented 2000
for locking and
removing unused 1000
ViewDirect accounts. 0
The goal is to continue N
to decrease the number S &% AT PP (P RDL
of unused accounts, D h %Q’Q O =9 iR Q\’ Y”Q é\’ N
shown here as a = FY09 Difference between accounts and login
difference between the sessions
{:)‘é?:}b:gsgfoz’:fscoums LT ® FY10 Difference between accounts and login

' sessions
AITS FY10 Metrics 7/1/2010

Total security requests by

Total security month
3,400

requests by

month
2,900

This metric shows the
total security requests
2,400

received by month. The

spike in April and May

2010 is due to the //\_\

mandatory user access 1,900

review. \/\{M
1,400 t// V\/ N

900 T T T T T T T T T T T
July Sept Nov Jan Mar  May

—FY08 —FY09 —FY10

AITS FY10 Metrics 7/1/2010
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s TouRequess.

Total security requests by fiscal

Total security 30000 year
requests by '
fiscal year 25,000 24,048

This metric shows the
total security requests 20,000 g gy
received by fiscal year.

15,000 -

10,000 | I

5’000 [ — s —

“FYO8 mFY09 mFY10
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ITPC metrics

AITS FY10 Metrics 7/1/2010
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Priority Project Name Area
1 ITPC---0328 Contract Management System Finance
2 ITPC-0297 Web icati y ificatil Student
I TPC p I"Oj eCt 3 ITPC-0213 Financial Aid Employment Earnings Load Modifications Student
. S 4 ITPC-0320 VSL Integration to Banner Development Human
priorities as of Resources
5 ITPC-0327 Unit Security Coordinator (USC) Portal Technology
7/1/2010 6 ITPC-0342 Electronic 1-9 System Human
Resources
7 ITPC-0278 GCO: Total Employee Work Load — Cost Share Effort & Pay Lines Finance
ThIS ShOWS th e tOp 8 ITPC-0206 Contractor's Annual Prequalification System (CAPS) Other
9 ITPC-0315 Payroll: Involuntary Deduction Project Finance

ITPC projects by

priority as Of 7/1/2010 10 ITPC-0286 Student Ori ion Data in Data Warehouse Student
This is used to

11  ITPC-0210 Employee/Jobs Mass Changes Web Application Enhancements Technology

commun icate proj ect 12 ITPC-0273 Op ing Ledger i it iliation Finance
priorities and Serves as 13  ITPC-0332 USFSCO: 1098-T Interface Modification Finance
A 14 1TPC-0268 ion of Payroll C: for “What-if” Scenarios Human

a reference for project .

Scheduling ThIS metric 15  ITPC-0195 Capital Project Collaboration Tool Evaluation Other

iS Upd ated once a year 16  ITPC-0339 Merchant Card: Add iPay Data to the Enterprise Data Warehouse Finance
17  ITPC-0267 Compensation Statement Implementation Human

Resources
18  ITPC-0282 Payroll: System-Initiated Leave Balance Adjustment Finance
19  ITPC-0296 Payroll: Award Payments Finance
20  ITPC-0298 Payroll: Taxable Benefit Adjustments Finance
21 ITPC-0313 UAFR: Cross-FOAPAL Field Insertion Finance
22 1TPC-0330 FCIAA Form Automation Finance
23  ITPC-0254 Interface Clockwork to Banner for UIC Police Finance

AITS FY10 Metrics 7/1/2010

;  FY11Funding FY12 Funding
ITPC fundlng ITPC Funded Items:
summary for FY10 Projects approved plus
FY11-FY12 adjustments for actual costs to
existing $ = $ =
This schedule shows the ITPC i . i o
funding level at & steady $1.5M Mandatory Projects: estimated  $ 100,000 $
per year. The majority of the ITPC-0328 Contract
{)ifgghnsﬂ% ;’é ';;flnlq ;l:]f&gltglg'y will Management System (CMS) $ 960,000 $ -
projects. One known significant ITPC-0327 Unit Security
uggfﬁde h%Sbbeep 'defg'f'ed Coordinator (USC) Portal $ 118,000 $ -
.(ik:f;’;?:merlgg ;3 SQnde&"* &= (Carryover) deficit from prior FY  $ 276,111 $ =
fe|9359 new "I‘?fSiOng and oy Mandatory: Expected FY12
roduct timelines. Some labor
(F:Japatlzlity vlviII available for new Upgrades/Regulatory Mandated
projects, but dollars would be Projects $ = $ 250,000
oty Rustionie Project funding for projects with
gomrlnitment to t#a_ckfill project backfill ($500K AITS) $ - $ 500,000
Spproxmately $630K annually Other Project Funding $ 45889 $ 750,000
which adds approximately 30% |
[ICEEE LRI Total Cost of Projects  $ 1,500,000 $ 1,500,000
[
Total AAMT Funding for ITPC
Projects $ 1,500,000 $ 1,500,000
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Current and
project
financials

In FY 10, ITPC received $1.5M in recurring
annual fundlng In FY 10, funding was
committed in excess of budget leaving a
deﬂclt of ($276,111). Due to project cash
flow considerations, it is not uncommon to
allocate funds in excess of the budgeted
amounts for the fiscal year, knowing that
the actual expenditures will not occur until
well into the next period. For FY 11, AAMT
committed $1.5M in funding to ITRC.

In April 2010, AAMT approved two FY 11
large projects with a combined cost
projection of $1.22M. This commitment
consumes the majority of the remaining
funds available for FY11, leaving $5,889
for other projects. Dependmg on the
nature and funding requirements of
projects submitted for review dunng FY 11,
it may be necessary to commit

resources for these efforts.

The actual expenditure of funds lags the
project funding approvals by a number of
months and as of July 1, 2010, ITPC had
cash on hand of approxmately $2.43M for
future committed project expenditures. Of
this amount, $1.5M is specifically
encumbered to vendor purchases.

AITS FY10 Metrics

ITPC Funding Summary — FY10

ITPC Recurring Annual Funding — FY10
Prior Year Balance Carry-forward
Funding Approved for Mandatory projects

Funding Approved for Discretionary
Projects

Remaining FY10 Funding

ITPC Funding Summary — FY11

ITPC Recurring Annual Funding — FY11
Prior Year Deficit (from above)
ITPC FY11 Large Projects — Approved 4/10

Available FY11 ITPC Funding — as of
7/1/2010

$1,500,000
$ (58,389)

$ (338, 715)
$ (1,379,007)

$ (276,111)

$1,500,000
$ (276,111)

$ (1,218,000)
$5,889

7/1/2010

ITPC-Funding
ITPC funding vs. approvals vs. spending
[TPC Funding vs. Approvals vs. Spending Analysis - To Date and Projected
$16,000,000
§14,000000 —'JWMLWL /; =
s L
$12,000,000 _{/ = —
$10,000,000 - -
Lo
s £ =
/ Futufe Cosh Spend Rete f 3.
$6000 .
$4000000 P
g / /
$2,000,000 f —
; ]
FY05 - FYOS- FYO5- FYOS- FYO6- FY06- FY06- FYO6- FYO7- FYO7- FYO7- FYO7- FYOR- FYOS- FYOS- FYOS- FYOS- FYOS- FY09- FY09- FY10- FYID- FYL0- FYI0- FYI1- FY11- FYLI- PYLL-
LIS VI 1 VO DO 1V /A TN O 20 N 1 /A IS O 1
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ITPC-AITS
Resource
Projection
FTE
distribution by
function as of

July 2010

As of July 1st 2010, the
expected available
capacity for ITPC
projects is equal to 36.3
FTE.

AITS FY10 Metrics

AITS - FTE Distribution by Function

ITPC Projects
- Backfill FTE -
10.0
5%

Capacity
for ITPC.
projects =
36.3 FTE
16%

Mgt - 10.0 Projects - 13.0
50 6%
AITS Rase FTT - 201 5
AITS Augmenled FTE - 211.5
7/1/2010

AITS-ResourceProj

Project resource projections for major initiatives

as of July 2010

AITS Project Resource Projections - Major Initiatives

350
30.0
5.0
20 | crromtems et 2 o it |
150
100
50
1]
Jul10 Aug 10 Scp 10 Oct10 Now10 DeclD Janll Feb 1l Marll Aprll Moy 1l Junll Julll Augll Scpll Octll Movll Decll Jam12 Fob 12 Marl? Aprl2 May 12 Jun 12
WITRC 0335 Banner Studens 8.3 Updrade mITRC NOA W RC 0377 edinator Portal BTPC 0306 Frrcdiment Management System
0 TR0 Fisial Yioar 2001 HA Frimt Frd Sauppaet 0 Agyuervesd TTRC Pl o Projon 1 Wark Ep— L Prosjent Cuanity
AITS FY10 Metrics 84 7/1/2010

7/1/2010

42



7/1/2010

AITS-ResourceProj
FY11 and FY12 projected distribution of project resources

in hours as of July 2010

AITS Project Resource Projections - Major Initiatives
i _
i _

HOURS
- 10,000 20,000 30,000 40,000 50,000 60,000

These charts demonstrate an approximation of what FY 11 and FY12 look like from an ITPC resource (hours) perspective for AITS
Some observations for FY 11 and FY 12:

« FY 11 resources are consumed by work in progress and in queue.

« Five large efforts account for about half of the resource usage for FY11.

« There is approximately 65% annual capacity remaining for new work in FY 12

AITS FY10 Metrics 85 7/1/2010

Completed ITPC projects
Completed 45 40
ITPC projects 40 -
by fiscal year
35 1 32
31
Since FY05, 236 30 -
projects have been 26
completed via the ITPC 25
process. The number of
projects completed per 20 -
year is driven by
resource capacity, 15 -
project performance,
and the size and nature 10 -
of the projects being
executed. 5 -
0 m
©FYO7 mFYO8 mFYO9 mFY10
AITS FY10 Metrics 7/1/2010
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% of projects % projects on track for budget
on track for by month

budget by 100%

month 90%

80% /N-J
This graph shows the 70% /\ AN

percentage of projects 60% W

performing to budget VN
by month. Over the 50%
past three years, this 40%
percentage has 30%
increased. 20%
10%
0% rrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrrri

FYO8 FYO8 FY09 FY09 FY10 FY10
Jul Jan  Jul Jan Jul Jan

~——0n Track —Linear (On Track)

AITS FY10 Metrics 7/1/2010

8
Average % of projects on track
Average % of for budget by fiscal year
prollicts obn : 90%
trac_ for budget 80%
by fiscal year 80%
g 70%
This graph shows the
percentage of projects 60% -
performing to budget
by fiscal year. Over the 50% -
past three years this
percentage has 40% -
increased.
30% -
20% -
10% -
0% -
mFYO8 = FY09 mFYI1O0
AITS FY10 Metrics 7/1/2010
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% projects on % projects on track for schedule
track for 100% by month
schedule by 90(;
month °

o __
This graph shows the 70% W/\/ =
percentage of projects 60%
performing to schedule 0 \I \/
by month. Over the 50% N
past three years, this 40%
percentage has 30%
increased.

20%

10%

O% rrrrrrrrrrrrrrrrrrrrrrrrrrr1rrrr1rrrri

FYO8 FYO8 FY08 FY09 FY09 FY10 FY10 FYI10
Jul Dec May Oct Mar Aug Jan Jun

—On Track —Linear (On Track)
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Average % of Average % of projects on track
projects on for schedule by fiscal year
track for 90%
schedule by 30% 76%
fiscal year
: 70%
This graph shows the
percentage of projects 60% -
performing to schedule
by fiscal year. Over the 50% -
past three years this
percentage has 40% -
increased.
30% -
20% -
10% -
0% -
mFY0O8 mFY09 mFY10
AITS FY10 Metrics 7/1/2010
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Work request
hours
expended by
fiscal year

These charts measure
the effort expended by
AITS on work requests.
The number of
Technology work
requests has risen from
FY09 to FY10 from 11 to
69. And while the
average number of
hours per Technology
work requests has
dropped, it hasn't
dropped enough to
counteract the growth
in requests.

AITS FY10 Metrics

Work request hours expended

by fiscal year

12,000
10,000 /
8,000 /
6,000 j&
4,000
2,000 —__/>/
0 -
FY06 FYo7 FYO8 FY09 FY10
——Finance 2,446 2,605 3,510 2,446 3,474
—HR 3,950 4,207 5,667 5,198 5,055
= Student 6,237 6,643 5,296 6,909 9,987
——Technology 724 771 579 1,354 3,429
—BXS 192
——Global Campus 0 0 160 835 188
~——Cross-functional 667 710 605 518 428
7/1/2010

Work requests
closed and
outstanding by
fiscal year

This chart measures the
effort expended by
AITS on work requests.

AITS FY10 Metrics

Work requests closed and
outstanding

600

500

503

491

400

300

200

100

Fyo7

FYO08

FY09

= Outstanding = Closed

FY10

7/1/2010

7/1/2010
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Average hours
per work
request by fiscal
year

This chart measures the
effort expended by
AITS on work requests.
The average hours per

work request has grown
significantly since
FYO7.

AITS FY10 Metrics

Average hours per work request

50

46
45 ~

a
40
2
35
3(/
30

25

20 T T T 1
FYOo7 FYO08 FYo9 FY10

——Avg hours per work request
—Linear (Avg hours per work request)

7/1/2010

PMO metrics
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Count of unique metrics

Count of unique provided to stakeholders
metrics 80

provided to
stakeholders

4]

This provides a
measure of PMO's
transparency within the
university. The
decrease in the number
of metrics provided to
stakeholders is due to
the removal of some
metrics that were
deemed not useful.

68 68 68
| | | |

FYo9 FYO09 FY10Ql FY10 FY10 FYI1O
Q3 Q4 Q2 Q3 Q4

AITS FY10 Metrics 7/1/2010

# of points of # of points of scheduled
scheduled communication with the

communication University
with the 16
University 14

14 14
12
This provides a 12 11 11
measure of
transparency within the 10 9
university by charting |
the number of regularly
scheduled |
communication events.

8
6
4
2
0
FYO9 FY09 FY10Ql FY10 FY10 FY10
Q3 Q4 Q2 Q3 Q4
AITS FY10 Metrics 7/1/2010
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Project engagement by quarter

ITPC Project 70 6o
engagement by 60 '58
quarter

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 a high
percentage of AITS
internal projects. The
jump in numbers for FYO9 FY09 FY10Ql FY10 FY10 FY10
FY10 Q3 to FY10 Q4 is 3 4 2 3 4
due to the addition of Q Q Q Q Q
AITS internal projects = Total # projects

to the count. = # of projects with PMO engagement

AITS FY10 Metrics 7/1/2010

% of projects surveyed for

% of projects stakeholder satisfaction
surveyed for 80%

stakeholder

satisfaction 70% -
0y -
This provides a measure 60%
of transparency within
the university and 50% - 43% 43%
provides opportunity for
improvement. This 40% - 33%
metric includes all
projects following the 30% -
PMLC. From FY09 to 20%
FY10 there was a growth 20% - 17%
in the number of projects
following the PMLC, 10% -
which accounts for some
of the % decrease in 0% - . . . . .

ject: d f
Egztigifo”n_”eye & FYO9 FY09 FY1I0 FY1I0 FY10 FY10
Q3 Q4 Q1 Q2 Q3 Q4

1970
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# of classroom training sessions

# of classroom provided

training
sessions
offered

12

10

10

9
This metric provides a
measure of level of the 8
promotion of project
management tools and 6 6
techniques in the
organization. Next 4
year’s chart will display 4
data by fiscal year. We
expect that the number
of classroom training 2 1 1
sessions provided per
fiscal year will be 0 _J : . : : : :

between 20 and 24.
FYO9 FY09 FY10Ql FY10 FY10 FYI10
Q3 Q4 Q2 Q3 Q4
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Project performance measurements by quarter for all AITS-led ITPC
projects

100% -y

Project
performance
by quarter

90%

80%
70%

This metric consists of 60%
the following: 1) % of

AITS-led projects (both
ITPC and internal) 40%
tracked 2) % of AITS-
led projects following

50%

30%

the PMLC 3) % of 20%

AITS-led ITPC projects 10%

on budget and 4) % of

AITS-led ITPC Dl’Oj ects 0% % Projects Tracked | % Following PMLC % on budget % on schedule

on schedule. =FY09 Q3 86% 27% 84% 63%
mFY09 Q4 100% 37% 78% 63%
®FY10 Q1 100% 43% 86% 57%
mFY10 Q2 100% 83% 74% 65%
mFY10Q3 100% 78% 78% 70%
mFY10 Q4 100% 89% 89% 89%

AITS FY10 Metrics 7/1/2010
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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 projects following
the PMLC 3) % of
AITS-led ITPC projects
on budget and 4) % of
AITS-led ITPC projects
on schedule.

AITS FY10 Metrics

Project performance

measurements by fiscal year

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

0%

% Projects
Tracked

% Following
PMLC

% on budget

% on
schedule

= FY09 Q3 and Q4

93%

32%

81%

63%

=FY10

100%

75%

82%

2%

7/1/2010

Staffing and Time Metrics
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AITS - Hours of Effort - FY 10

Total Effort = 336,517

AITS hours of
effort for FY10

Internal
Projects,
16,205, 5%

ITPC Projects -
Backfill/Consulta
nts, 13,050, 4%
Work Requests,
Administration 23,621, 7%
and Financial
Management,

Security, 15,423,
9,055, 3% 5%

Technical and Travel, 1,755 Professional
Project 0% Development,
Management, 8,701, 3%
12,008 , 3%
AITS FY10 Metrics 7/1/2

AITS - Percentage of Overall Effort FY
10 vs. FY 09

Total Effort = 336,517 hours

AITS hours of Operations
effort for FY10 Production Maintenance and Support

26%
21%,

ITPC Projects
26%

General Administration
Work Requests
Internal Projects
Security

Technical and Project Management

Administration and Financial
Management

Professional Development

mFY 10 = FY 09 0% 10% 20% 30%
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FTE's by department

100

FTE’s by 90
department

80
70

This provides the 60
staffing levels at AITS 50
at the end of each fiscal

year. AITS merged with 40
Decision Support in 30
FY10. 20

10

0 ADSD | COE | ESA | AFM | PMO | EA
©FYO8 Total 83.75 | 71 8 3 3 1 0
mFY09 Total 89.75 | 69 9 2 3 0 0
mFY10 Total | 92.5 69 10 1 3 0 25

mFYO8 Total ®mFYO09 Total ®FY10 Total

AITS FY10 Metrics 7/1/2010

COE time summary

90%
COE time 80% -
summary 70% -
60% -
These charts show the
percentage of time 50% -
spent by category for
ADSD and COE, plus 40% -
the top ten tasks 30% -
recorded by AFM and
ESA. For FY10, time by 20% -

category aligns with the

i ; 10% -
primary function of h
each department. 0% - l_hl

M&S / . . . Work
Ops. Admin | Projects | Int. Proj. Reds.
“COEFY08| 75.6% 15.8% 6.3% 2.5% 0.0%
mCOEFY09| 80.9% 10.6% 7.1% 1.4% 0.0%
mCOEFY10| 80.3% 9.1% 5.3% 5.3% 0.0%
AITS FY10 Metrics 7/1/2010
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ADSD time summary

top ten tasks recorded
by AFM for FY10. For
FY10, time by category

aligns with the primary
function of the
department.

AITS FY10 Metrics

Administrative
Support

Organizational
Development/Effec

tiveness
2%

Website
maintenance
2%

Order
processing
2%

5%

6%

Telecom Billing
3%

50%
: 0
ADSD time 45%
summary 40%
35%
These charts show the 30%
percentage of time
spent by category for 25%
ADSD and COE, plus 20%
the top ten tasks
recorded by AFM and 15%
ESA. For FY10, time by 10%
category aligns with the
primary function of 5%
each department. 0% -
. M&S / . Work .
Projects Ops. Int. Proj. Reds. Admin
“ADSD FY08| 41.8% 25.0% 4.6% 9.6% 19.0%
=ADSD FY09| 45.4% 25.5% 3.3% 10.4% 15.5%
mADSD FY10 | 25.9% 39.2% 3.3% 15.1% 16.5%
AITS FY10 Metrics 7/1/2010
FY10 Top Tasks for AFM
Top 10 tasks
fO r AFM maliﬂ\t’:r?;?‘::)é in
Altiris
N (reconciliation,
Documentation/pr "
This chart shows the cosduepoles g,

7/1/2010
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Top 10 tasks
for ESA

This chart shows the
top ten tasks recorded
by ESA for FY10. For
FY10, time by category
aligns with the primary
function of the
department.

AITS FY10 Metrics

FY10 Top Tasks for ESA

ESA&IS-
FY09/10 - Director
Tracking - Weekly

time spent on
general activities
1,652
10%

Security
Consulting
6%

General Admin

AITS Summer
Internship

Various Account

Reviews
General

compliance
activities
2%

University of
R Ilinois PCI
Professional Compliance
Development 2%

(Training, Non-

Project Research)
1%

7/1/2010

7/1/2010
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Metrics not reported due to such reasons as process change requirements, tool limitations, or
inclusion in another report.

e Success of change event: This metric will measures level of success for change events.
The collection of this data will be built into the new change management process.

e Defect analysis: This metric will track defects for systems that are under development
and for systems that are mature. Data will be available after USD is configured to collect
this information.

e HDI Customer satisfaction comparison: Industry benchmark of performance against
peer groups. External survey ensures independence of scores.

e Usage by system and service: Data not yet available

e Average time to respond to queued cases: This metric will be available after USD is
configured to collect this data.

e Banner Patch Backouts: Over the past two years only 1 Banner patch has been backed
out.

e Customer satisfaction for Application Support: This will be available after the survey
process is implemented for Application Support.

e Monthly top ten solutions: This metric will be available after USD is configured to collect
this data.

o Availability of EAS: This metric tracks the availability of Enterprise Authentication
Service (EAS) infrastructure separate from any specific application. At this time this
metric is not collected separately.

e Outage and notification survey: Measures communication and awareness of AITS
Service Outages and Client Preferences.

e Customer satisfaction for deployment: This metric measures communication and
awareness of AITS service outages and client preferences. Data will be reported when
this survey is run again.

e ITPC project customer feedback: This provides customer feedback on the success of
ITPC project implementations. This will be available after more data is collected.
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ITPC project status summary: ITPC status for projects is produced on a monthly basis
and is not included in this report. For the latest project status, please see the ITPC web
site at http://www.itpc.uillinois.edu/ .

ITPC project timeline summary: Timelines for ITPC projects are produced on a monthly
basis and are not included in this report. For the latest information, please see the ITPC
web site.

Open and closed work request summary: This metric provides a rolling look at new and
closed work requests on a quarterly basis. This data is produced monthly for ITPC
projects and is not included in this report. For the latest information, please visit the
ITPC web site.

AITS project prioritization: Provides a prioritization of projects for AITS which includes
ITPC and internal projects. This guidance should be utilized for scheduling or resolving
conflicting resource needs. This information is used for internal project decisions and is
not included in this report.

Budget and expenditures: This metric provides a monthly summary report of budget vs.
actual. It also provides a monthly high-level summary report for senior PA leadership
detailing operating budget, current month expenditures, YTD expenditures &
obligations/expenditures, percent of budget expended, and budget balance available;
supplemental report provides explanation of and an action plan for negative balances.
This metric is available from AFM upon request
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