NC State University Help Desk

Report to University IT Committee

September 12, 2007
The NC State Help Desk reports the status of a number of initiatives and projects:

· The Help Desk sent out a notification to all students (current, incoming Fall 07, and 07 Grads) regarding the switch to Unity email as the campus email address. This message was sent out on July 24, 2007.  A followup email was sent on August 8, 2007.  The initial email resulted in about 100 Help Desk contacts overnight, and steady traffic throughout the day.  We had a small number of complaints—most people who called to complain merely needed more information about the change.  The Help Desk developed a set of solutions that explained the rationale for the change.


· The Technician published an article on August 2, 2007 which did a good job of explaining the email change.  The URL for the article is:
http://media.www.technicianonline.com/media/storage/paper848/news/2007/08/02/News/EMail.Changes.Ahead.For.Students-2928993.shtml


· The Help Desk was open during Move-in weekend from 8 am to 5 pm on both Saturday and Sunday.  The Help Desk handled approximately 140 phone calls over the weekend.  Traffic picked up on Monday, 8/20/07 with 275 calls and remained high for the first two weeks of classes.


· The NC State Help Desk  and the ETSS Help Desk became part of the Campus Support Services unit in the Office of Information Technology on 8/30/2007.  We have already begun integrating the two help desk groups via mailing lists and joint meetings.  More information will follow as we work through the transition.

· The Help Desk has been gearing up to support SIS.  Tasks include:

· Develop Remedy escalation rules and mailing lists.

· Met with EADS and R&R to discuss processes.

· Remedy training for EADS and R&R staffs.

· Training for Help Desks on handling calls and troubleshooting portal and SIS problems. 
