H CIT Customer Service Report for the
1‘1 CIT Network Branch

Customer Support for Thursday, August 1, 2002 to Saturday, August 31, 2002
Average
Created Assigned/Pending Closed Minutesto
DCS Ntwk Web  Other DCS Ntwk Other DCS Ntwk Other Close
Accounts
Access/Login 60 0 0 2 4 0 0 46 1 11 6
Deactivate/Close 5 0 93 0 0 0 0 96 1 1 2
Edit Account 2 0 23 0 0 0 0 25 0 0 3
Genera Info 36 0 1 0 0 0 0 36 1 0 9
Password Reset 41 0 47 0 3 0 0 83 1 1 5
Register/Open 61 0 157 0 1 0 0 174 43 0 12
Application Support
OS/NOS/Recommend 1 0 0 0 1 0 0 0 0 0 0
OS/NOS/Troubleshoot 3 0 0 0 0 0 0 3 0 0 15
Other COTY/Install 2 0 0 0 0 0 0 2 0 0 5
Other COT S/Troubleshoot 1 0 0 0 1 0 0 0 0 0 0
Web Apps-Install 1 0 0 0 0 0 0 1 0 0 0
Web Apps-Troubleshoot 1 0 0 0 0 0 0 1 0 0 22
Back Office Support
Backup/Restore 1 0 0 0 0 0 0 0 0 1 4
Permissions/Shares 1 0 0 0 0 0 0 0 0 1 5
Print Hosting 1 0 0 0 0 0 0 0 1 0 9
Release IP-DHCP 0 0 1 0 0 0 1 0 0 0 0
Troubleshoot 1 0 0 1 0 0 0 0 0 2 2
CIT Categories
General Info 2 1 0 0 0 0 0 1 2 0 1
LISTSERV 49 0 0 0 2 0 4 40 0 3 7
News Readers 1 0 0 0 0 0 1 0 0 0 0
Web Site Issue 2 0 0 0 0 0 0 2 0 0 8
Connectivity
Cable Modem 3 1 0 0 0 0 0 3 1 0 12
Connect Direct 9 0 0 0 0 0 0 7 1 1 7
Datalines 8 1 0 0 1 0 0 0 2 6 0
Dial Up 64 0 0 0 10 1 0 52 1 0 18
DSL 16 0 0 1 2 0 1 14 0 0 9
General Info 24 0 0 2 0 0 0 22 2 2 8
iPass 4 0 0 0 1 0 0 3 0 0 5
ISDN 6 0 0 0 0 2 0 2 2 0 8
Modem Configuration 1 0 0 0 0 0 0 0 0 1 3
Proxy Server 3 0 0 0 0 0 0 3 0 0 28
TCP/IP 96 0 1 5 2 0 8 32 14 46 5
VPN 64 0 0 2 9 0 0 49 8 0 13
Email
CES Secure Email 3 0 0 0 0 0 0 3 0 0 10
Genera Info 1 0 0 0 0 0 0 1 0 0 12
MS Outlook 6 0 0 0 0 0 0 6 0 0 15
Outlook Web Access (OWA) 1 0 0 0 0 0 0 1 0 0 8
General Information
Directions 1 0 0 0 0 0 0 1 0 0 6
Inquiry 0 1 0 0 0 0 0 0 0 1 0
Hardware
Genera Info 2 0 0 0 0 0 0 1 0 1 7
Servers/Maint 2 0 0 0 0 0 0 2 0 0 0



Average

Created Assigned/Pending Closed Minutesto
DCS Ntwk Web  Other DCS Ntwk Other DCS Ntwk Other Close
NIHnet
DNS 13 2 0 0 1 0 1 6 3 4 7
Firewall 5 6 0 3 0 0 3 2 6 3 3
General Info 15 2 0 4 0 0 4 4 5 8 4
Internet Connectivity Down 4 3 0 1 0 0 2 2 0 4 5
LAN Closet 30 0 0 10 0 0 3 2 21 14 3
LAN Link Down-Hub to Rout 0 1 0 0 0 0 1 0 0 0 0
Maintenance 4 2 0 4 0 0 3 1 3 3 1
Network Slow 7 0 0 0 2 0 1 0 4 0 2
New cnct-LAN Drop 14 6 0 12 0 0 1 2 10 19 2
New cnct-Move Drop 0 1 0 1 0 0 0 0 1 1 0
New cnct-Network 10 4 0 2 0 1 3 0 4 8 3
New cnct-Other 5 1 0 1 0 0 0 2 1 4 3
New cnct-Upgrade Network C 1 2 0 1 0 0 2 0 0 2 2
Problem Report 33 6 0 2 1 0 1 14 12 13 5
Router Down-Backbone-ATM 0 0 0 1 0 0 1 0 0 0 0
Router Down-Backbone-Ether 1 1 0 0 0 1 0 0 1 0 0
Router Down-NIH User LAN 1 1 0 0 0 0 0 0 0 2 3
0S/390
Connectivity-HW 1 0 0 0 0 0 0 0 0 1 6
Project Work
Research 0 0 0 1 0 0 1 0 0 0 0
Wireless Services
Palm Pilot/Configuration/Set U 0 1 0 0 0 0 0 0 1 0
Grand Total: 730 43 323 56 41 5 42 747 153 164

Total TicketsClosed: 1,064
Total Tickets Assigned/Pending: 88
Total TicketsCreated: 1,152



