NC State University Help Desk
Report to University IT Committee

May 11, 2005

The NC State Help Desk reports the status of a number of initiatives and projects:

· The automated call distribution system is in the final testing stages and will be implemented Summer ’05.

· The Help Desk’s new web page will be in production by June 1, 2005.  

· An upgrade to the campus’ Remedy system is underway with completion targeted for Summer 2005.  The upgrade includes:
· A new Remedy UNIX server for hosting the application

· A new database server

· An upgrade of the Remedy application server to version 5.1.2

· A reorganization of the associated web sites for Remedy and the Help Desk.

· An upgrade of client software to version 5.  Please note that this new version of the client will be required to take advantage of some new features available with the version 5 server, and is now available for download from the Remedy project web page:  http://remedy.ncsu.edu/project/downloads/  Development of a NAL object for the new client is also underway.

· Please see the Remedy project web site for status reports.  http://remedy.ncsu.edu/project/
· The Help Desk is rolling out a new web-based live-chat service.  This service is in its final testing phase and will be a major feature of the new Help Desk web page.

· The 2005 Student CD (The Help! CD) is undergoing final review.  The CD has been developed by the Help Desk and will be distributed to new students entering the university this fall.
· The Help Desk is developing a 24x7 on-call rotation plan to provide improved responses during system outages that occur outside of normal business hours.
The next meeting of the Techies group will be at 2:00 pm on Wednesday, May 18, hosted by DELTA.  For more information, please email the list for the group:  techies@lists.ncsu.edu.

