	METRICS
	DECISION MAKING CRITERIA

	PINES turnaround time to libraries – resolved
	Categories of tickets:

· Circ

· Reports

· Cataloging



	ESI turnaround time to PINES / PINES turnaround time to libraries - resolved
	

	Time to first communication to libraries
	

	Time to closing ticket as Resolved
	

	Time to passing off to ESI
	

	Which categories are taking up the most time? (pareto chart)
	

	Which library systems are taking up the most time?
	

	If we need more information from the libraries, how long, on average, does it take them to get back to us?

IF ESI needs more information from us, how long, on average, does it take for them to ask us? How long does it take for us to get back to them?

How many tickets are filed per month? (is there a pattern there?) 

How many resolved?
	Categories for resolution:

· User Error

· Process Question

· Policy Question

· Bug

· Request for Customization

· Request for Development of needed functionality



	What’s the average time the ticket is open? (regardless of resolution)
	Categories for decision making:

When does a ticket get passed to a PINES team member?

When does a ticket get passed from PINES team member to ESI?

When does a ticket go straight from Dawn to ESI?



	COMPLEXITY RATINGS

	How many messages back & forth required for resolution?

How many libraries does it affect?

SIMPLE   AVG    COMPLEX

1       2       3        4        5




