Computing Support Working Group 


Date:  __________

Interviewers:  ___________________________

                      ___________________________

Section 1 – Problem Statement and Demographics

Departmental Profile __ _______________________________________________________

Business Contact  _______________________ Phone _____________  E-mail __________

Technical Contact _______________________ Phone _____________  E-mail __________

Scope of work: 

It is clear that DLCs need improved local computing support. This work will focus on the definition of the need - quantity, standards, skills, nature of the work, source of the problems, etc. in order to build recommendations that will improve local I/T support.

Problem Statement:

How can MIT dramatically improve the depth and consistency of local computing support to the DLCs? How can the Institute best aggregate and marshal computing support resources most effectively and balance the provision of support across locally provided and centrally provided support?

Departmental Facts

Size of Community Served   _________________
   # ___  Faculty     # ___ Research     # ___ Admin   

  # ___   Undergraduate Students   #____ Graduate Students     #_____ Technical Instructor

  #____  Miscellaneous  who:  ____________________________________

The survey’s focus is on the Administrative Community.  Responses to the following questions should reflect the needs and experiences  of the Administrative Community noted above.

For the Administrative Community, what % best describes their computing skills…

____%
novice (generally, uneasy about using their computer and would benefit from a general skills training course)

____%
intermediate (generally, comfortable with their computing environment, applications, etc.) 

____% strong intermediate (comfortable with hardware and software, local resource)
____%
expert

For the Administrative Community, what % connect from off-campus

____%
connect from off-campus

how?

______________________________________________________________________

(please describe what service is used to connect and what applications are accessed)

Are you co-located in one Building?     ___yes    ___no, which buildings  _________________

Major Business Applications:  which are in use within your DLC

   [ ] anti virus software

   [ ] word, excel, powerpoint   [ ] access   [ ] filemaker

   [ ] eudora    [ ] outlook    [ ] netscape mail   [ ] other _(what)____

   [ ] netscape 4   [ ] internet explorer 5

   [ ] telnet (bettertelnet  or  hostexplorer)

   [ ] tsm / adsm  [ ] retrospect  [ ] other data backup _(what)_____

   [ ] meeting maker   [ ] corporate time  [ ] other calendar scheduler

_(what)____

   [ ] dreamweaver   [ ] frontpage   [ ] composer  [ ] other web tool

_(what)____

   [ ] COEUS   [ ] BrioQuery (for Datawarehouse)   [ ] SAP   [ ] SAPweb

   [ ]  Roles   [ ] NIMBUS

   [ ] MITSIS  [ ] Graduate Admissions

   [ ] E-Sandi  [ ] SumMIT

   [ ] Other Applications _(what)__________________

Computing Environment…  what is in use in your DLC…

   [ ] departmental file servers # ___ 
   [ ] departmental printer servers # ___ 

   [ ] departmental database server  (brief description) _______________________________ 
Printers:

   [ ]  HP Brand, # ___ [ ] Apple brand, # ___  [ ] Other _(what)___, # ___

Desktop Computers:

   % ___ Windows ;     or % ___ Macs ;    or % ___ Athena ;

   % ___ Linux ;           or % ___ Other _(what)______

Your Department’s Philosophy for Upgrading Hardware and Software -- 

Please rank the following using this scale: 
1 = always, 2 = almost always, 3 = usually, 4 = sometimes, 5 = rarely, 6 = never

___
follows the current IS recommendations when purchasing NEW computers and or other equipment, and software.

___
annually, systematically assesses EXISTING administrative computers and software compared to the current IS recommendations, generally upgrades equipment and software to be within no more than one version number away from the latest recommendations;

___
actively responds to IS “No Longer Supported” announcements as they come out, replacing or upgrading the de-supported products to the latest version that IS does support;

___
laissez-faire approach: whatever the staff has or asks for is generally fine, as long as people can share files and generally work together.  

___
On-staff tech support decides what hardware/software to use, not necessarily following IS recommendations.

___
diverge from IS recommendations if faculty or other senior administrators have a strong preference for another solution

___
diverge from IS recommendations if a different solution costs somewhat less.

Available Dedicated Technical Support

   [ ] Part-time  ___ % EFT – Equivalent Full Time appointment

   [ ] Full-time   ___ # (or % EFT)

Parts of the Community To Which Technical Support Are Responsible?
   [ ] Academic  ___ %      [ ]  Research ___ %    [ ] Administrative ___ %

If Technical Support is available, describe the position’s chief responsibilities?  
[If there is a job description, may we have a copy?]

Is anyone from your DLC a member of IT-Partners?
[ ] yes   [ ] no 

Current Technical Support Solutions In Use (check all that apply, and rank

the order in which you rely on them. Include Institute technical resources that your own in-house technical support might use)

Ranking (1 = rely on first, 6 = last resort, 0 = never used it)

___ [ ] Contract with Departmental Computing Support (DCS) group

___ [ ] Contract with an outside consultant, individual or company

___ [ ] Local office expert, official position if you have such a position

___ [ ] Individual staff members informally help each other out and share knowledge

___ [ ] IS Computing Help Desk and similar services (walk-ins, housecalls, etc.) 

___ [ ] Other ____________________________________________________

Considering the Technical Support Solutions you ranked above:

What works well and why?

Please try to identify the typical Sources of Trouble in your Department 

Rank the following list from high to low  frequency, where 1 is high and 5 is low

___   equipment simply doesn't work

___   equipment or software is too outdated (slow, balky, etc)

___   coping with emergency outages of vital systems

___   moving personal data from computer to another during upgrades

___   file compatibility when sharing files within office

___   understanding and using commercial applications (Word, Excel, etc.)

___   understanding and using MIT business applications (SAP, SAPweb, etc.)

___   connecting to network-based services

___   reliable data backups and restores

___  virus attacks and their aftermath

___  Other (please describe) _______________________________________

When you experience  any of the problems noted above  -- what steps do you follow, who do you call, when do you feel the problem is solved?  How satisfied/dissatisfied are you with this process?

Section 2 -- Respond to Open-ended Conversational Questions

1. How would you describe your department's met computing needs?   (if appropriate, differentiate responses from business / technical viewpoints) 

2. How would you describe your department's unmet computing needs?   (if appropriate, differentiate responses from business / technical viewpoints)

3. Do you have technical issues, when your Department has a change in staff? If yes, what steps do you follow, who do you call, and when do you feel the problem is solved?  How satisfied/dissatisfied are you with this process?

4. What sorts of technical problems does staff turnover cause for you and how have you been coping with them?

5. To what extent do you feel computing support problems are caused by staff turnover 
(someone new arrives and needs to be set up on everything, someone transfers to another department or leaves the Institute)?   


6. How often do you or your administrative staff need assistance with computer problems?

(e.g., daily, 2-3 times per week, 1-2 times per month)

what are the most common problems?

7. Who do you call for help most often?  Are there different people for different types of problems?

8. You rated your general staff computer skills above.  Is the amount of technical support you need dependent on the staff skill levels noted above?  

9. Do you or your staff feel you get enough training on the right topics?  (for example, operating systems versus applications, which applications, etc)

10. What would you change about MIT's training offerings to reduce your DLC’s Computing Support burden?

11. What role do you think MIT's central administration can play in making things better?
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