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Engage with IT in many places to:

1) Order a service
2) Receive help with a service
3) Request a new service

Inefficiency
Silos
Delays
Low Agility

Current State: Organized by Technical Functions



Future State: Cal Poly ITS Framework

One “front door” to IT to:

1) Order a service
2) Receive help with a service
3) Request a new service

Streamlined
DevOps Approach
Agility
Cost
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UTILIZATION

Agent Hours LoggedKB Views by Internal 
Teams

JSM Requests
July – October 2022

Customer KB Page Views

13,01416,382 11,58488,670



requests created vs. 
resolved

40% increase in request volume from Fall 2021 to Fall 2022
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Service tracking

SATISFACTION RATINGTIME TO RESOLUTIONHELP REQUEST 
ESCALATIONS

TIME TO FIRST 
RESPONSE

16.4% 4.9282% 85%



REQUESTS RESOLVED BY TEAM & 
HOURS LOGGED

0 1,000 2,000 3,000 4,000 5,000 6,000 7,000 8,000

Client Services

Infrastructure

Triage

Applications

Service Desk

Security

Resolved Requests Hours Logged



Tiered Support Success
ESCALATION OF HELP REQUESTS
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1.4% Escalation to 
Engineering Teams

15% Escalation to 
Operations Teams
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AppsAny where Users  Dashboard
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AppsAny where Usage  Dashboard
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AppsAny where Ut i l i zat ion  Dashboard
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J e n n i f e r  K e l l y
J e n n i f e r. K e l l y @ a p p s a n y w h e r e . c o m

A l i s o n  R o b i n s o n
a r o b i n 3 1 @ c a l p o l y . e d u
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