13:00
_EDUCAUSE_Help  

Here's a sample message to the chat area. We hope you enjoy today's session, and we hope you'll have lots of comments and questions.

13:00
_EDUCAUSE_Help  

Be sure to send your speaker questions and comments to EVERYONE, not to SLW or Presenters.

13:00
_EDUCAUSE_Help  

If you experience technical difficulties today, please send _Technical_Help a private text message.  

13:00
Marianne

I turned up my volume and that helped.

13:00
_EDUCAUSE_Help  

This audio presentation, slides, and transcript will be available from the EDUCAUSE Live! archive later today. Visit http://www.educause.edu/live for more information.

13:00
_EDUCAUSE_Help  

If the slides are not advancing properly, you may download a copy by visiting: http://www.educause.edu/ir/library/powerpoint/LIVE106.ppt

13:01
Lois

I have PC volume set on highest setting and can hardly hear you.

13:01
Enrique Lopez

Hey Travis

13:01
Cay A Kolling 2

I can hear nothing at all

13:01
_EDUCAUSE_Help  

@ Lois, If you are experiencing audio difficulties, please click on the Audio Problems link in the lower left hand corner.  

13:01
_EDUCAUSE_Help  

Twitter: #EDULive

13:02
_EDUCAUSE_Help  

Before you sign off today, please take a moment and click the session evaluation link in the lower-left corner of your screen. Your reactions and comments are very important to us.

13:05
Rion Morgan 2

Did the presenter stop talking?

13:06
_EDUCAUSE_Help  

@ Rion, the presenter is speaking.  If you are experiencing audio difficulties, please click on the Audio Problems link in the lower left hand corner.  

13:06
Kay Jenkins

No video - Adobe Presenter loading

13:07
_EDUCAUSE_Help  

@ Kay: look for an email from Technical Help.  Also, If the slides are not advancing properly, you may download a copy by visiting: http://www.educause.edu/ir/library/powerpoint/LIVE106.ppt

13:08
Vivianne Johnston

No audio and I selected the audio problems link

13:08
Lucas

what method do you use to garner customer data? 

13:09
David Newbold

I have no audio either, and I know the audiio on my computer is working.

13:09
Quaiser

You said your IT Staff in 19. How many actually at the helpdesk?

13:10
Rion Morgan

to fix my audio, i rejoined the seminar.

13:10
Amanda

I would be curious to find out what method they used as well. We used a voluntary survey to get a baseline on customer satisfaction.

13:10
Maggie VanDame

Do the technical assistants support only students?

13:10
Mark

Are you doing your own surveys or contracting with an outside organization?

13:11
Travis

Small change - Kaizen, google it sometime

13:11
Dave Kell

What percent of the feedback is actually returned?

13:11
Dave Kell

From the Cust. Service Index survey's that get sent to the customers.

13:12
paige brooks-jeffiers

what products/areas do they support?

13:12
Eugene Hacker

how many students do you have employed at your help desk?

13:13
Jason Rappaport

Was your response from the survey mostly from students, staff or faculty?  Of was it a representative sample?

13:13
Dennis Richter

you may address this later, but what work order system do you use

13:13
Elise

what do you look for when hiring students?

13:13
Beth Schaefer

does the help desk only provide telephone support or in person support as well?

13:14
dewayne keating

they are still customers, we have to give them the same treatment we would in any customer service based industry

13:14
dewayne keating

that way everyone gets dame treatment (staff, faculty, students)

13:14
Robert

Do you do any remoting in to help the customer

13:15
guest 11

Can we get a copy the powerpoint.  I missed the first part

13:15
guest 2

are your students allowed to "touch" student machines?  What do you do about liabilit risks?

13:15
Michelle 2

What help desk software do you use?

13:15
Tulane

How rigorous is your interviewing process for student positions? Do you weed out many applicants?

13:15
_EDUCAUSE_Help  

If the slides are not advancing properly, you may download a copy by visiting: http://www.educause.edu/ir/library/powerpoint/LIVE106.ppt 

13:15
gloria barlow

How is your training done for students?  How often is it training held/repeated?  Have you had problems with student reliability particularly during exam periods?

13:16
Quaiser

What % of Mac and Windows you have on campus?

13:16
Dave Kell

What slide should we be on?

13:16
Shawn

I see slide 7

13:16
Enrique Lopez

I see slide 7 too

13:16
Travis

i see slide 7 too

13:16
guest 5

Do you do any type of repairs for student computers.

13:16
guest

me too

13:17
Helene

What are your support hours?

13:17
T

Sorry if this was already asked - are you supporting only students or both student and employees (faculty/staff)?

13:17
dewayne keating

do you use a ticketing system to keep track of issues?

13:17
Rohit D'Almeida

what call volume software do you use?

13:17
_EDUCAUSE_Help  

Please continue to send your questions or comments to the chat area and we'll get to them at the next break.

13:18
Maggie VanDame

How do you pay for your technical assistants? Do you use Federal Work Study or general fund dollars?

13:18
Tulane

If you receive complaints from customers how do you handle disciplining your student workers?

13:19
Ron Parker - Happy Birthday Texas!

Do you supervise your student workers directly or do you have someone else that manages them?

13:19
Sharon Kidwell

How do your student salaries compare to other student positions on campus?

13:19
Rohit D'Almeida

During high call volumes, do your calls sit in a queue or go to voice mail?

13:19
guest

Do you have fac or staff who really want a staff member and not a student to assist.

13:20
Bonnie Rands

What is a refresh cycle?

13:20
Robert

What type of calls do you get from faculty and staff? Is it everything under the sun?

13:20
Elisa Soerjono

How many student tech assistants in your team, and are they employed on casual basis?

13:21
Tulane

Get a sympathetic prof to fail them!

13:21
Campus Library Tech Desk

To what extent do you use a FAQ?

13:21
Shawn

hire them :)

13:21
Travis

repalce and shadow new students before old ones graduate is about all you can do IF you can hire at all

13:21
Bonnie Rands

It is even harder at a community college with student aides

13:22
Ron Parker - Happy Birthday Texas!

Amen Bonnie

13:22
Aime

Does anyone have a mentoring program for new/incoming student workers?  

13:23
Aime

we piloted one last year, and it went really well, and then the budget got cut! 

13:23
gloria barlow

Do the students staff the Help Desk night and weekend hours?  How are they supervised if so?

13:23
UDM

Donuts...Yummm

13:23
UDM

How much do you pay your student staff?  What is the range?

13:23
Helene

We use Grad Assistants as supervisors when full time staff is out.

13:23
Jason (Georgetown University)

Our budget has been slashed and hard to find extra money when many students are graduating for training of new students..how can you effectively train many new "replacements" when expecting a high number of graduating employees?

13:24
UDM

Do you offer tuiton or room benefits?

13:24
Rochelle Brown

What documentation do you have on hand for your students and staff for routine requests..viruses, hard drive failure, lost data, etc. 

13:24
Crystal Hill

my staff work till 10pm, and weekends, but we are such a small school, i'm cutting those hours out next year

13:24
Mark

rightanswers kb and a wiki

13:24
Crystal Hill

don't get much traffic on weekends here

13:24
Campus Library Tech Desk

First quarter is on a volunteer basis

13:24
VT COE

Does anyone offer reimbursement for testing? A+, Network+, ...

13:25
Ron Parker - Happy Birthday Texas!

We do for fulltime staff

13:25
guest

guest-  we have started so that they can do lenovo warranty work

13:25
guest

guest a+ 

13:25
dewayne keating

how indepth is your troubleshooting, do you clear up spyware, help with office apps, maybe some advice on hardware issues if it is the student tech (laptop, iPhone, etc)?

13:26
Mark

Why limit it to exit interviews?  Have regular one on ones

13:26
dewayne keating

one evalution per term, one exit

13:27
Helene

We have weekly mandatory traininig "update" sessions

13:27
Crystal Hill

any other help desk seeing tons of viruses lately? 

13:27
Campus Library Tech Desk

Web-based self help used?  Who develops/oversees?

13:27
UW Technology

What is your ratio of student employees to other support staff

13:27
Aime

we're being pused to FIVE year replacement

13:27
Rob Morris

Crystal, we're seeing a ton of virus/spyware infections lately!

13:27
Mark Smedinghoff

@Crystal Yes, we are seeing a lot of viruses lately. Especially security tools or Antivirus 20XX

13:27
Rob Morris

a lot of the FakeAV stuff

13:27
guest

Since we have quite a few Adjuct Fac that are not issued a college machine we are also supporting personal staff machines which add quite a bit to the load

13:27
Millsaps College

Is your ResNet Staff diffrent from your helpdesk staff?

13:27
Crystal Hill

yep

13:28
Brian Hammond

How much "churning" in your regular staff positions do you have?

13:28
Enrique Lopez

Crystal, we've seen a few minor so far. Nothing that stopped us.

13:28
Jean Childress

how many "professional" staff at the help desk

13:28
Quaiser

Did you outsource your weekend support?

13:28
dewayne keating

we are too, lots of false/positive malware

13:28
Bonnie Rands

You can only train on some aspects wish you could do more but need other IT staff to agree on that

13:28
T

Want to quickly fix FakeAV? google "RemoveFakeAntivirus.exe" (about a 2 MB file).

13:28
Crystal Hill

we've had to limit our service times on laptops b/c we don't have the manpower to help all these viruses 

13:28
Enrique Lopez

limit network service times?

13:28
Crystal Hill

alot of them require total OS reinstalls...we are onlydoing those for DELLs under warranty now

13:29
UW Technology

do your student employees do any remote assitance

13:29
Rohit D'Almeida

do you use a knowledge base that is available to the public?

13:29
dewayne keating

I can relate to that Crystal, good point

13:29
Susan

Do you use remote support tools?

13:29
Rohit D'Almeida

Also how are articles/information posted to your knowledge base?

13:29
Millsaps College

As a helpdesk manager, do your other responsibilities remove you from your helpdesk availability

13:29
Jason (Georgetown University)

average shift length?  number of hours each week? 12 full time positions?

13:30
Tulane

Do you have an engineering/CS program at ODU?

13:30
Marianne

We use VNC to remotely access computers.

13:31
lisa

Is there always a full timer supervising the technical assistants including weekends and nights?

13:31
Robert

I guess there's no phone tree? That's great, I would like to get rid of our phone tree?

13:31
Helene

what %age of calls are resolved on first contact?

13:31
Harmon

Do you VNC on student's computers at home?

13:31
dewayne keating

hardware repairs will get you in trouble

13:32
Tulane

What software do you use for student scheduling?

13:32
Marianne

No, just computers located on campus.  We are only authorized to work on campus issued equipment.  

13:32
Lucas

@ Tulane - we use whentowork.com

13:32
Lucas

at oregon state university

13:32
Harmon

I use www.ammyy.com for student home computer

13:32
Northwestern University

@Tulane - we use WhenToWork

13:32
William

We use WhentoWork as well.

13:32
Jeff Koerber

I use WhenToWork.com for student scheduling and it works well.

13:33
Aime

we use w2w too!

13:33
Travis

whentowork - I will look into that!

13:33
Jennifer 2

me too

13:33
CSU Chico

What NAC software do you use?

13:33
Aime

we use bradford NAC

13:33
Bonnie Rands

how long have you guys been using whentowork.com as right now my PT supervisor does 99% of the work

13:34
Dennis Richter

are your techs certified?

13:34
Marianne

Yes.  We have two Dell Certified Techs and two Cisco Certified Techs.  On MAC certified tech.

13:34
Lucas

@ Bonniee, we are approaching 2 years with whentowork.com

13:34
Northwestern University

w2w for four years now

13:34
Emily

what calendar do you use to schedule equipment setups? we have found some problems with outlook calendars.

13:35
Jennifer 2

Can we see a copy of the contents of the training guide?

13:35
Ivy

OKAY!!  Can we get that training guide!

13:35
Vince Janovicz

Why not keep your training guide online?

13:35
paige brooks-jeffiers

has that been turnede into a wiki that can be edited live?

13:35
Donna

can you share your training guide?

13:35
Sherry Saxida

are you willing to share your training guide?

13:35
Marianne

Would love to see the training guide.  Is it available online?

13:35
Enrique Lopez

I'd like to see the training guide

13:36
Susan Dukich 2

I'm with everyone else.  I'd love to see the training guide

13:36
Drew - MHC

Our training guide was electronic so that they can search for a keyword to know how to handle/forward the type of situation, not just technical answers

13:36
gloria barlow

I'd also love to see the guide.  Is it edited solely by the Help Desk staff?

13:36
Todd Jensen-U Nebraska

Is there a potential of using a wiki for the manual?

13:36
Aime

why can't we all create a WIKI as a project to SHARE and FAQ???

13:37
Mark Smedinghoff

Does anyone else have a training guide that is digital that they can share?

13:37
Mike Carroll

Anyone else lose the visual portion?

13:37
Crystal Hill

what do your student staff do when there's no walk ins or calls? another words..spare time 

13:37
Jason Hendrickson

I would love to take a look at a training guide.  Can we see yours?

13:38
Rochelle Brown

Can we get a copy of training manual?

13:38
Dave Kell

We just use a Wiki for a training guide...they can easily search and find anything they need...from Help Desk procedures to resolving speicfic technical issues.

13:38
Maggie VanDame

Our students do not suppport staff or faculty (do to Union issues). We co have SOPs on line for our staff and faculty support folks following a standard template.

13:38
CSU Chico

Do you provide any basic support for faculty staff personally owned laptops? How do you handle supporting student laptops to a degree, yet not faculty or staff? How do faculty and staff react to that disparity in service?

13:38
Rohit D'Almeida

Any example on how you took your biggest call driver and made a solid resolution for it

13:39
Aime

http://net.educause.edu/ir/library/pdf/SWR055B.pdf

13:39
Viterbo University

Do you use an automated password reset tool?

13:39
Aime

there's one guide.

13:39
Marianne

The only password reset tool we use here is built into Datatel.

13:39
Lori Seikkula

You could have a scavenger hunt and make the prize for finding it a doughnut!

13:40
dewayne keating

caps lock all the time, lol

13:40
Travis 2

do you set a time limit before they come to a superior for help

13:40
Ivy

Kewl, thanks Aime

13:41
Tulane

So, not a guide but a test?

13:42
Aime

two or three hours on the first DAY !

13:42
Marianne

At CCM we do not provide support for faculty/staff personally owned computers or peripherals.  We do not touch students equipment due to warranty issues.  Faculty/Staff know that this is our policy.

13:42
Aime

Gradual learning!

13:44
Brian Hammond

How many hours do they work each day or week?

13:44
Lori Seikkula

So, was the whole transformation due to the training handbook? 

13:44
Elisa Soerjono

hahaha

13:45
Karleen

What kind of blocks of time are your students working. I have some that work 1 hour, class for 1 hour, then back for 1 hour. Do you have a min block they can work 2 hrs -3 hrs- 4hrs.

13:45
Shawn

i haven't had lunch yet, enough with the donuts!

13:45
Krista Webb

Do you have a full time supervisor on nights and weekends in addition to the help desk workers?

13:46
Jeff Koerber

We have a student manager on at all times and no FT staff on during nights and weekends.  They can call me if they have a question.

13:47
Brian Hammond

Please refer to Karleen's message as I am asking the same thing.

13:47
Robert

do you hire the students sometimes?

13:47
University of Washington - Seattle

What types of goals do you set with your Jun/Sen?

13:47
Marianne

Our student aides are only allowed to work 19.5 hours per week.  I base their schedule on where they have breaks in their schedules.

13:47
Jason (Georgetown University)

Are all of your technical assistants Comp Sci students?

13:47
Bonnie Rands

Krista no full time at night but boy do I wish we had!!!!!

13:47
dewayne keating

 Jeff, We have the same model, seems to work fine

13:47
Lori Seikkula

What kind of qualities or skills do you look for in hiring?

13:48
Donna

Our student can work no more than 20 hours a week,  I work with their school schedule to fill my open hours

13:48
Lisa Ho

any chance of getting a hold of your training manual?

13:48
Emory University

Do the students sit and wait for a phone call?  Or are they working on other machines? 

13:48
Jeff Koerber

I find that it is best to get a mix of different majors.  Many are CS related majors though.  They all have to have good customer service skills.

13:48
Campus Library Tech Desk

Importance of Customer Service Skills vs. Technical Expertise?

13:48
Donna

I have three student helpdesks, one at each of our three campuses.  I'm located at Portland Community College

13:49
Emory University

Are they restricted from non-work related activities?  (homework, facebook, etc.)

13:49
Harmon

I am the only helpdesk guy for 4 campus

13:49
Brian Hammond

I do the same thing as Donna in terms of 20 hours per week and work around their class schedules.

13:49
Rohit D'Almeida

what do you to keep your staff motivated, espcially during slow periods

13:49
dewayne keating

I find it funny when the CS student comes in to the tech centre and has the Arts student employee fix his wireless

13:49
Donna

my students can work on homework during the nonbusy periods

13:49
Rudi Riet

@Marianne: CCM is....? Don't know the acronym.

13:49
Jeff Koerber

I would say 50% customer service and 50% technical skills.

13:50
Lori Seikkula

YAY!  Thanks for the guide...

13:50
Scott Saunders

Thank you Juan.

13:50
Marianne

I do not restrict them.  As long as they look approachable, they can do their homework.

13:50
Elisa Soerjono

yay! thanks heaps juan !!

13:50
dewayne keating

yup, thanks Juan

13:50
_EDUCAUSE_Help  

•
Torresj@ohiodominican.edu

13:50
Scott Saunders

Or placing it in Blackboard or another classroom technology

13:50
_EDUCAUSE_Help  

Don’t forget to please take a moment and click the session evaluation link in the lower-left corner of your screen. Your reactions and comments are very important to us.

13:51
Susan Lundahl

Thank you Juan! And thank you for the guide! 

13:51
Travis

thank you for offering to share the guide

13:51
Donna

Juan, when you say your handbook is handwritten, is it really done in word or something simular?

13:51
Marianne

Place it on the website with a link to it.

13:51
Lucas

Thanks for sharing the guide! Very much appreciated. 

13:52
Shane

I missed what he said about how the guide can be shared. Do we request via email?

13:52
Deborra Cardenas

Coverage concern - we have full time analysts with staggered shifts.  8am to 5pm, 9am to 6pm, and the best...noon until 9pm Mon - Thurs AND Sun from 10 to 7.  This helps with managing students and less work orders to issue on Monday mornings.

13:52
dewayne keating

you can train tech, good customer service is another question

13:52
Calvin Tong

same question as Shane- do we request the guide via email?

13:52
Rohit D'Almeida

someone with good transferable skills is key

13:53
Campus Library Tech Desk

4-5 hour shifts

13:53
dewayne keating

good point Rohit

13:53
Donna

it's easier to train someone for techincal training, it's harder to train for good customer skills

13:53
Drew - MHC

they can revise documentation to note out of date info

13:53
Craig Milani

Same question as Shane and Calvin regarding the guide

13:53
Tulane

How do you handle students wanting to swap shifts/change schedules?

13:53
Bucks County Community College

how do you advertise your help desk? How are students made aware where to call or email

13:54
Drew - MHC

They can check for old calls in queue and follow up with the user

13:54
Campus Library Tech Desk

Donna- same findings

13:54
Rohit D'Almeida

for Tulane: I let them work it out themselves, it builds a team environment

13:54
Donna

I have students work schdule changes out between themselves

13:54
Its me Mario!

will this recording be available and where?

13:54
guest 5

Computer Lab cleaning is a big one here.

13:54
_EDUCAUSE_Help  

This audio presentation, slides, and transcript will be available from the EDUCAUSE Live! archive later today. Visit http://www.educause.edu/live for more information.

13:56
Kate Sherrill

When my students swap shifts, they have to discuss it via email and copy me, so it's clear that they agreed and that I was notified of the change.

13:56
Marianne

We do not hire any students who are not doing well academically.

13:56
dewayne keating

yup good point, it is policy here that if the student is failing, he/she cannot be employed here

13:56
dewayne keating

we do the same thing here Kate, keeps us all in the loop

13:57
Drew - MHC

we have a mail list for when someone can't make it, just between the students and supervisors

13:57
Aime

when to work does swaps really well!

13:57
University of Washington - Seattle

What kind/type of goals do you set with your juniors and seniors?

13:57
Travis

Does Juan also use whentowork for scheduling?

13:57
Its me Mario!

we use a software package called whentowork its an online scheduling software

13:57
dewayne keating

they are responsible for their own shifts though

13:58
dewayne keating

good enough

13:58
Its me Mario!

in whentowork, how long are your shifts?

13:58
Dennis Richter

how many techs are on at one time?

13:58
Its me Mario!

we limit ours to 3 hours

13:59
Jenn Haas

Thanks, this was great.

13:59
Ron Parker - Happy Birthday Texas!

Excellent work Juan. Thanks for sharing!

13:59
_EDUCAUSE_Help  

Before you sign off today, please take a moment and click the session evaluation link in the lower-left corner of your screen. Your reactions and comments are very important to us.

13:59
Fairfield Univ.

Where is your help desk located?

13:59
Bonnie Rands

Thank you this was very well done

13:59
Donna

thank you very much Juan

13:59
dewayne keating

thanks again Juan, really appreciate it

13:59
_EDUCAUSE_Help  

Thanks for attending! This audio presentation and slides will be available from the EDUCAUSE Live! archive later today. Visit http://www.educause.edu/live for more information.

13:59
Susan Dukich 2

Thank you very much.

14:00
Dennis Richter

thanks

14:00
Shawn

thank you, this was helpful

14:00
Travis

thank you Juan and Educause

14:00
Caitlin

Thank you very much, this presentation was very insightful.

14:00
debbie

thanks!

14:00
Alejandro Villicaña

Thank you for the session.

14:00
annmolsen

Thank you very much for sharing.  Great Information :-)

14:00
Lucas

Thank you very much! Amazing information Juan! 

14:00
Sherry Saxida

thanks

14:01
Ivy

thank you.  my session evaluation link is not working though...

14:01
dewayne keating

will they be listed online??

14:01
Jim

Thank you Juan.   

14:01
Andrew Anschutz

Thank you Juan.  SEe you next week at the Hepdesk Summit.

14:01
Stephanie Jasmin

Thank you very much

14:01
Cathie Zak

The evaluation pops up in a separate window

14:02
_EDUCAUSE_Help  

Future E-Lives are listed at http://net.educause.edu/live 

14:02
Jason Stein

Thank you very much for the great information!

14:03
Ivy

not even an active link at all.  

14:03
Ivy

is there a url for it?

14:04
_EDUCAUSE_Help  

The Evaluation link is http://survey.educause.edu/live/live106/ 

14:05
Ivy

thank you!

14:07
Vivianne Johnston

You state you have 12 student and 19 staff members.  Is this for just the Help Center or is this for the entire IT department support?
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