Weekly Ticket Report

Ticket Counts Reflect Those Opened Between 2/2/04 and 2/8/04

Number of tickets opened: 1035
BASO Tickets: 168
Core/10.09 Tickets: 867
High volume of calls in two areas:

Eudora: 99 (9.6% of calls)


82 completed, 17 still in work

Adobe Acrobat Reader: 42 (4.1% of calls)


38 completed, 4 still in work

Details: Eudora Issues Called In:

· Eudora launching in “sponsored/advertisement” mode:
13

· General questions about product/email accounts:
13

· Corrupt mailboxes:
12

· Account-related/password resets:
9

· User errors (wrong password typed, wrong email addresses typed, etc.):
9

· Inquiry as to when the 6.0 push will be re-started:
8

· Server-related (delays in mail arriving/x500 reboot, etc.):
6

· User required help with changes to configuration:
5

· Application errors requiring reinstallation:
4

· Application/attachment file access issues:
4

· Unknown issue (not fully diagnosed at time of report):
4

· Unrelated to Eudora (Hard Drive failures):
3

· Requests to forward mail to another account:
2

· Cancelled by customer before diagnosis:
2

· Request for Eudora software for home:
1

· Application “missing” (likely lost icon):
1

· Error with Notify application:
1

· Request to convert outlook mailbox:
1

· Email had garbage in text (not a mailbox corruption issue):
1

Details: Adobe Acrobat Reader Issues Called In:

· Unable to Open PDF files since push and/or Application will not launch:
31

· Unable to Print PDF files since push:
3

· Unable to Read PDF files since push:
3

· Unrelated to push:
3

· Questions about push:
2
Weekly Ticket Report

Ticket Counts Reflect Those Opened Between 2/9/04 and 2/16/04

Number of tickets opened: 975
BASO Tickets: 193
Core/10.09 Tickets: 782
High volume of calls in two areas:

Eudora: 58 (7.4% of calls)


49 completed, 9 still in work

Adobe Acrobat: 27 (3.5% of calls)


21 completed, 6 still in work

Details: Eudora Issues Called In:

· Corrupt mailboxes:
9

· Account-related/password resets:
9

· User error/training/questions about features:
6

· Assistance changing configuration
6

Details: Adobe Acrobat Reader Issues Called In:

· Unable to Open, Read, Print PDF files since push and/or Application will not launch:
22

· Unrelated to push:
5
Weekly Ticket Report

Ticket Counts Reflect Those Opened Between 2/16/04 and 2/22/04

Number of tickets opened: 816
BASO Tickets: 188
Core/10.09 Tickets: 628
High volume of calls in two areas:

Virus-Related: 114 (13.9%)


89 completed, 25 still in work

Eudora: 26 (3.2% of calls)


20 completed, 6 still in work

Adobe Acrobat: 15 (1.8% of calls)


21 completed, 6 still in work

HATS: 7 (0.9% of calls)


3 completed, 4 still in work

Details: Virus Issues Called In:

· Netsky Virus found, cleaned by NAV:
36

· Beagle.B Virus found, cleaned by NAV:
35

· Alua Virus found, cleaned by NAV:
6

· Virus in zip file not being discovered by NAV on download
6

 Weekly Ticket Report

Ticket Counts Reflect Those Opened Between 2/23/04 and 2/27/04

Number of tickets opened: 1133
BASO Tickets: 208
Core/10.09 Tickets: 925
Notable Issues (High Volume or Issues Impacting Large Numbers of Customers):

Virus Tickets: 66 (5.8% of calls)

Eudora: 47 (1.1% of calls)

Blackberry: 19 (1.6% of calls)

Adobe Acrobat: 11 (0.9% of calls)

HATS: 9 (0.7% of calls)

Details: Eudora Issues Called In:

· Application/Task Errors/Lock-Ups
8

· User error/training/questions about features:
7

· Unknown cause/Cancelled Ticket/Undiagnosed
5

· Corrupt mailboxes
4

· Account-related/password resets:
4

· Spam
4

Details: Adobe Acrobat Reader Issues Called In:

· Unable to Open, Read, Print PDF files since push and/or Application will not launch:
8

· Unrelated to push:
3
Details: Blackberry Issues Called In:

· Request for new unit
7

· Settings lost when unit goes into "storage mode"
3
· Device malfunctions/replacement
2
Weekly Ticket Report

Ticket Counts Reflect Those Opened Between 3/01/04 and 3/07/04

Number of tickets opened: 1156
BASO Tickets: 264 (22.8%)
Core/10.09 Tickets: 892 (77.2%)
Notable Issues (High Volume or Issues Impacting Large Numbers of Customers):

Virus Tickets: 78 (8.7% of calls)

Eudora: 39 (4.3% of calls)

Printer (PDC Reset): 20 (2.2% of calls)

Adobe Acrobat: 11 (1.2% of calls)

HATS: 8 (0.1% of calls)

Details: Eudora Issues Called In:

· User error/training/questions about features:
10

· Corrupt mailboxes
9

· Account-related/password resets:
7

· Delete already sent email from server
1

Details: Adobe Acrobat Reader Issues Called In:

· Unable to Open, Read, Print PDF files since push and/or Application will not launch:
9

· Unrelated to push:
2
Weekly Ticket Report

Ticket Counts Reflect Those Opened Between 3/08/04 and 3/15/04

Number of tickets opened: 1213
BASO Tickets: 374 (30.8%)
Core/10.09 Tickets: 839 (69.2%)
Notable Issues (High Volume or Issues Impacting Large Numbers of Customers):

Virus Tickets: 88 (10.4% of 10.09/Core calls)

Eudora: 58 (6.9% of 10.09/Core calls)

Adobe Acrobat: 7 (0.1% of calls)

HATS: 9 (0.1% of calls)

Details: Eudora Issues Called In:

· Corrupt mailboxes
9

· Account-related/password resets:
7

· Application errors (not related to corrupted mailbox)
5

· Requesting mail forwarding to other address/center
5

· Questions about features of product
5

Details: Adobe Acrobat Reader Issues Called In:

· Unable to Open, Read, Print PDF files since push and/or Application will not launch:
4

· Unrelated to push:
3
Weekly Ticket Report

Ticket Counts Reflect Those Opened Between 3/22/04 and 3/28/04

Number of tickets opened: 1332
BASO Tickets: 434 (32.5%)
Core/10.09 Tickets: 898 (67.4%)
Notable Issues (High Volume or Issues Impacting Large Numbers of Customers):

Eudora: 72 (8.0% of 10.09/Core calls)

Virus Tickets: 37 (4.1% of 10.09/Core calls)

IE as Default Browser: 19 (2.1% of 10.09/Core calls)
Adobe Acrobat: 13 (1.4% of 10.09/Core calls)

Details: Eudora Issues Called In:

· Help with features of new product
22

· Corrupt mailboxes
5

· Application errors (not related to corrupted mailbox)
5

· Account-related/password resets:
4

· Requesting mail forwarding to other address/center
4

Details: Adobe Acrobat Reader Issues Called In:

· Unable to Open, Read, Print PDF files since push and/or Application will not launch:
7

· Unrelated to push:
6
