NC State University Help Desk

Report to University IT Committee

May 9, 2007
The NC State Help Desk reports the status of a number of initiatives and projects:

· The Help Desk sent out approximately 30,000 messages to students in late April, encouraging them to change their passwords and set up their UIA questions.  A notice for employees will be distributed in early May.

· The next Techies meeting is tentatively scheduled for Wednesday, May 18, 2007 at 2:00 pm.  The topic will be an overview of ITIL and a review of the recent Help Desk International conference.
· The Help Desk is now staffed by permanent employees.  The transition away from temporary, part-time staff gives Help Desk management more flexibility in staffing, since all employees can have consistent access to system tools and privileges.
· The Help Desk is evaluating ITIL (Information Technology Infrastructure Library) processes and practices for applicability to the NC State environment.  Two members of the Help Desk staff have recently acquired ITIL Foundations certification in the ITIL Service Management category.

