EDUCATION RESPONSE METRICS
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Discrepancy are new or in progress.
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Median response time for
initial reply remains steady
at within the day response.

Median response time for
fullresolution is trending
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e First Reply 2.65 6.1

All Tickets by Initial Reply

Tickets by first reply time brackets

>24 hrs
8-24 hrs
1-8 hrs

0-1 hrs

No replies 27%

Data is skewed by tickets submitted not directly to Education (Education is cc’ed) awaiting initial outside response

towards faster turnaround.
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All Tickets by Full Resolution

Tickets by full resolution time brackets

>30 days

7-30 days 9%
1-7 days 31%
5-24 hrs 21%

0-5 hrs 38%

and tickets submitted outside of business hours



