
OpsDog KPI Reports

 www.opsdog.com    info@opsdog.com    844.650.2888        

Support Tickets 
Opened per Employee
Benchmarks, Definition & Measurement Details

2017 Edition

SAMPLE 

CONTENT & DATA



opsdog-kpi-report.it-support-tickets-opened-per-it-support-employee.sample 2017 Edition     |     © OpsDog, Inc.

1

Support Tickets Opened per Employee
Definition & Measurement Details

The total number of employee desktop support tickets opened divided by the number of employees responsible for processing and resolving support 
tickets over the same period of time.

Support Tickets Opened per Employee measures the efficiency in which 
support employees attempt to resolve IT issues for other employees. 
A low value for this KPI may indicate that the support employees are 
spending a large amount of time resolving individual service tickets or 
are spending too much time on other lower value administrative tasks. 
Poor performance (i.e., a low value) for this KPI can also be related to 
overstaffing within the IT support function (i.e., workload does not align 
with staffing levels).

Mean Time to Repair, Cycle Time: IT Support Ticket Resolution 
(Unplanned), Cycle Time: IT Support Ticket Resolution (Planned)

Total Number of IT Support Tickets Opened / Total Number of IT Support 
Employees

Two values are used to calculate this KPI: (1) the total number of support 
tickets opened by employees over a certain period of time, and (2) the 
total number of IT support employees working for the company over the 
same period of time. For this calculation, IT support tickets should include 
both incidents and service requests. Incidents are unplanned events such 
as connectivity failures, device malfunctions, or hardware fixes. Service 
requests are planned events such as device updates, software upgrades, 
etc. Count support employees as any employee that performs end user IT 
support activities and/or maintenance for the company’s employees.

What is Support Tickets Opened per Employee?

Formula

Why should this KPI be measured? How is this KPI calculated?

Related KPIs

ABRIDGED CONTENT

Purchase to View Full Definition & Measurement Details!
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Support Tickets Opened per Employee
Benchmarks & Characteristics of High Performers

Support Tickets Opened per Employee
Total Number of IT Support Tickets Opened / Total Number of IT Support Employees

How to read this chart: This chart summarizes the performance gaps between high (Top 5%), mid 

(Median) and low (Bottom 5%) performers for this Key Performance Indicator (KPI). For example, the 

column labeled “Top 5%” represents a company that outperformed 95% of the peer group observed 

for this metric.
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Sample Size: XX

KPI Type: XX

Unit: XX

Is High or Low Best?: XX

Characteristics of High Performers

• KPIs are well-defined, tracked and tied to 
performance reviews

• Robust self-service options for customer 
(online FAQs, etc.)

• Agents cross-trained to handle and resolve 
multiple call types

• KPIs are well-defined, tracked and tied to 
agent performance reviewsSAMPLE CONTENT

Purchase to View Actual Benchmarking Data!
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