IC Ticket Report with Category Summary

B .CIT

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM

2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.
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Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

CC Technical Operations 3
Local LAN 7
Web Site Issue (non-CIT) 1
NIH Enterprise Systems 32
ADB 4
Capital HR Security 1
eRA-External 1
ITAS 6
NBS-User Call 11
NED 9
Security 2
Anti Virus SW 1
Security 1
Tickets By Category Summary
5
4
2
3 3
=
2
s 2
3
1
0
NIH Enterprise Systems
CDER 4
NIH Enterprise Systems 4
ITAS 4

Page 7 of 63



IC Ticket Report with Category Summary u( l I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Tickets By Category Summary

Count of Tickets

NIH Enterprise Systems

CDRH
NIH Enterprise Systems

ITAS 1

Page 8 of 63



IC Ticket Report with Category Summary E( I I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Tickets By Category Summary

200

175
£ 1504
X
Q
= 93
5 100
IS
3 50
8 i
10 4 7 4
04 I ' ——— :
3 o 2 58 g2 2
b = S S = 2 & =
S (o] = ® S a9 3
© O 3 O s 2 oy
n 3 L t=42) »
(- o c9Q L
C < S
) n z
CIT 293
CIT Services 175
Accounts 74
ASR 2
Back Office Support 14
CIT Categories 5
CIT Categories Aspect 2
CIT Categories Remedy 5
Connectivity 9
Email 24
General Information 18
NIHnet 13
Telecommunications 1
Training 1
Video 1
6

Wireless Services

Page 9 of 63



IC Ticket Report with Category Summary ECI I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

COTS 93
Application Support 51
Hardware 42

IC Applications 10
Local LAN 8
Web Site Issue (non-CIT) 2

Integration Service Center 4
Integration Service Center 4

NIH Enterprise Systems 7
eRA-COMMONS
GovTrip User Call
ITAS
NBS-User Call
NED

PN R R R R

NIH Services
Security 4
Security 4

Page 10 of 63



IC Ticket Report with Category Summary u( l I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Tickets By Category Summary

Count of Tickets

COTS

cQ
COoTS 3

Application Support 3

Page 11 of 63



IC Ticket Report with Category Summary

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31,

2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Count of Tickets

CSR

Tickets By Category Summary

120

102

100

80

60

40-

(4]
(M)

20 -

3

CIT Services IC Applications

COTS

CIT Services

Accounts

Back Office Support

CIT Categories

CIT Categories Remedy

Conference Room Support-Equipment Setup
Connectivity

Email

General Information

NIHnet

Telecommunications

Wireless Services

COTS

Application Support

Hardware

NIH Enterprise Systems

23
38

199
102

61

B .CIT

Snapshot Date: 11/1/2009 6:48:08 AM

Page 12 of 63



IC Ticket Report with Category Summary u( I I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

IC Applications 3
Local LAN 3
NIH Enterprise Systems 33
eRA-COMMONS 8
eRA-External
eRA-IMPAC II 4
eRA-Referral and Review 14
ITAS 1
NBS-User Call 2
NIH Services 1
NVision 1

Tickets By Category Summary

Count of Tickets

NIH Enterprise Systems

FDA-OC
NIH Enterprise Systems 2

ITAS 2

Page 13 of 63



IC Ticket Report with Category Summary E( I I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Tickets By Category Summary

35

30 +

254

20+

15

Count of Tickets

10

2 2

CIT Services IC Applications
COTS NIH Enterprise Systems

FIC 50
CIT Services 31

Accounts 20
Back Office Support
CIT Categories
Conference Room Support-Equipment Setup
Connectivity
Email
Telecommunications

COTS 15
Application Support 6
Hardware 9

IC Applications 2
Local LAN 2

NIH Enterprise Systems 2
NBS-User Call 2

Page 14 of 63



IC Ticket Report with Category Summary E( I I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Tickets By Category Summary

80

73
60
[2]
©
X
Q
|_
s 404
IS
>
3
20 A
12
i CIT Services IC Applications
COTS NIH Enterprise Systems
HHS 148
CIT Services 73
Accounts 34
Back Office Support 10
CIT Categories Remedy
Connectivity 4
Email 12
General Information 4
Helix Support 1
iSDP/Software Distribution 1
Telecommunications 2
Wireless Services 4
COTS 58
Application Support 32
Hardware 26
IC Applications 5
CC Clinical Applications 1

Page 15 of 63



IC Ticket Report with Category Summary

B .CIT

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM

2009 11:59:59 PM
Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.
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Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.
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Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.
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Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

NIHnet 2
Wireless Services 4
COTS 19
Application Support 10
Hardware 9
IC Applications 2
CC Clinical Applications 1
Local LAN
NIH Enterprise Systems 13
ADB

=

eRA-Infrastructure
NBS-User Call
NED

R O N P W

NIH Services

Tickets By Category Summary

300
250
200
150-
100- 59
50

0-

259

DO
~

Count of Tickets

!

CIT Services
COTS .
IC Applications
NIH Enterprise
Systems
Security { =

NIAID 423
CIT Services 259

Accounts 163
Page 30 of 63



IC Ticket Report with Category Summary ECI I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.
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Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Tickets By Category Summary

100
76

80

60

40

Count of Tickets

—
—

20+

Security {4 =

CIT Services
COTS

IC Applications 4 n
NIH Enterprise
Systems

NIAMS 180
CIT Services 90

Accounts 44
Back Office Support 6
CIT Categories 1
Conference Room Support-Equipment Setup 8
Conference Room Support-Monitor Conference 1
Connectivity 5
Email 12
General Information 2
Helix Support 1
NIHnet 2
Telecommunications 2
Training 1
Wireless Services 5
COTS 76

Application Support 45
Page 32 of 63



IC Ticket Report with Category Summary E( I I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.
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Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.
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Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.
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Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.
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Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.
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Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.
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Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Tickets By Category Summary
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IC Ticket Report with Category Summary E( I I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM

2009 11:59:59 PM
Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.
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120
100 -
80
60 -
40
20
04

103

(¢¥]
i

Count of Tickets

]

Security {4 =

CIT Services
COTS

IC Applications
NIH Enterprise
Systems

NIDDK 184
CIT Services 103

Accounts
Back Office Support
CIT Categories-CMS Services

Connectivity

o b~ B

Email

Page 40 of 63



IC Ticket Report with Category Summary

B .CIT

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM

2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.
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IC Ticket Report with Category Summary E( I I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Tickets By Category Summary
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IC Ticket Report with Category Summary

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31,
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.
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IC Ticket Report with Category Summary E( I I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

IC Applications
Local LAN 1
NIH Enterprise Systems 9
eRA-External
eRA-IMPAC II
NED
NIH Services

NVision

PR W W R

Security
Security 1

Tickets By Category Summary
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IC Ticket Report with Category Summary ECI I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Email 26
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Helix Support 1
NIHnet 3
Telecommunications 4
Video 1
Wireless Services 9
COTS 155
Application Support 87
Hardware 68
IC Applications 15
CC Clinical Applications 2
Local LAN 12
Web Site Issue (non-CIT) 1
NIH Enterprise Systems 27
ADB 2
eRA-COMMONS 1
eRA-External 1
eRA-Grants Management 1
eRA-IMPAC I 1
ITAS 2
NBS-User Call 10
NED 7
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IC Ticket Report with Category Summary E( I I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM

2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Tickets By Category Summary
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IC Ticket Report with Category Summary ECI I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Hardware 31
IC Applications 8
CC Clinical Applications 1
Local LAN 5
Web Site Issue (non-CIT) 2
NIH Enterprise Systems 70
ADB 4
eRA-Grants Management
eRA-Infrastructure 1
GovTrip User Call 38
NBS-User Call 8
NED 15
NIH Services 3
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Anti Virus SW 1
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IC Ticket Report with Category Summary

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31,

2009 11:59:59 PM

B .CIT

Snapshot Date: 11/1/2009 6:48:08 AM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Tickets By Category Summary
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IC Ticket Report with Category Summary E( I I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.
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Tickets By Category Summary
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IC Ticket Report with Category Summary u( I I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.
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IC Ticket Report with Category Summary

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31,

2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.
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IC Ticket Report with Category Summary

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31,

2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.
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IC Ticket Report with Category Summary E( I I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.
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Tickets By Category Summary

16

14

14

12

10

6 -

Count of Tickets
oo

4

2 -

CIT Services COTS IC Applications

OFAM 25
CIT Services 14

Accounts 7
Back Office Support
Email 4

COTS 9
Application Support 2
Hardware 7

IC Applications 2
Web Site Issue (non-CIT) 2

Page 53 of 63



IC Ticket Report with Category Summary u( I I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Tickets By Category Summary
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IC Ticket Report with Category Summary u( l I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Tickets By Category Summary
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IC Ticket Report with Category Summary u( l I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Tickets By Category Summary
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IC Ticket Report with Category Summary u( l I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Tickets By Category Summary
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IC Ticket Report with Category Summary E( I I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Tickets By Category Summary
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IC Ticket Report with Category Summary

B .CIT

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM

2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Tickets By Category Summary
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IC Ticket Report with Category Summary u( l I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Tickets By Category Summary
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IC Ticket Report with Category Summary

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31,

2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Tickets By Category Summary
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IC Ticket Report with Category Summary ECI I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.
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NIH Enterprise Systems 560
ADB 1
Capital HR User Error 1
eRA-COMMONS 305
eRA-External 211
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eRA-Training 1
NBS-User Call 2
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IC Ticket Report with Category Summary u( I I

For the period: Thursday, October 01, 2009 12:00:00 AM to Saturday, October 31, Snapshot Date: 11/1/2009 6:48:08 AM
2009 11:59:59 PM

Categories have been grouped to simplify the presentation of the data. A breakdown is provided for each chart.

Tickets By Category Summary
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