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In the beginning .. '

® Compuling was centralized

@ Networks were siniple

8 End uscrs had dumb’ terminuls
Support wus easily accomplished
ftom a cenpalized point

e All applications were on centiiliesources

@ Pioblens ware oasilyl determined & resohd
© Suppott resources were small (109 of the ore)




& the living was.casy ......
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Then

Aicaens

« IBM anvented the PC
+ Along came Apple

< ICPIP

* Novell & LANs

Then .

* Applications van on PC
+ L

anted to Interact
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The breakdown of centralized support
® Support resources srew & srew 10 25% of the
Central Computing Orsanization = CCO
@ Userdemand outiaced even (his grmﬁ!
& tsers wanted to do more locally

@ The CCO bevan Lo ration support

~-Supported Software Lists
--Supported Equipment Lists
~Limited Visits with Users

© & usersercw dissatistied with CCO's support
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1989-90 o

‘The Beginning of

Distributed Support

@ Insiead of ereating morc ol us

@ Why not create some of “them

1o provide stipport in the departments?
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A new way..., _
. e
Distributed Suppott Program
@ Gouls:
- Increase quantity of supporl resource
- Move it closor Lo users
e Vicihods:
- Sced supporl in departments
- Train support saff that arew  wild
- Create a network of computing support statf
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Seeding support in depariments....
Distributed Support AssistanBs(DSA) Program

@ CCO hires DSAs & places in dcpartmc;;f{ S
® CCO trains DSAs like “one of our own' =
® CCO (rains supervisors of DSAs o

; A
@ The Partnership ...

\
X
3
z
\

- Yeur 1 CCO picks up entire Ss .

= Year 2: €CO & department equally share 8s
- Year 3 & beyond: depariment picks up entire Ss
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Seeding suppoa't\fﬁ“écgzamnents
Distributed Support Assistants (DSA) Prooram
® (osih

< S250.000 over | <

= 1 ELE peryenr of COO stath
® Resulis

~ J6 posiiions tredted

- Increased support rosources (26 became 70)
- Small deparuments tormed support consortiunis
@ Tanscniial results

- Support developed even in non-participating units
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Training suppott that greyv “wild™

Tech Info for Excellent Support (TIES) Program
& Situalion

.

~

=~ Cloried] stall ook on technical dutics >
- Prolessional stalt beeamie support providers

- BBut there was 1o way (o abtain skills 1o provide suppe
@ Solution

== CCO provides snuctined educational program 1o provide «
statf with computing skills

N“M“M‘“\.M > o = =
Training supportstaft that grew “wild”
o < o o = - oy
Tech Into for ExcellentSupport (TIES) Program
h ini H0s (9wecks. 1/2 day po:"\}\'

stalt after training:

1otise calls
stppoIt sufig

® ( 0s1S

== 880,000 in materials & software over 4 yrs
® Results
- 180 stalf compleled TIES traipine series
- 5% sartivipation from 1UB departmenis
~ Users received better suppont
@ Tancential Results
- Deeline in phione calls to Support Center

= Nuatwre ofcdlls, more comiplex/iougher questions
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Creating a network of Computing support statt
Partmers in Support (PICS) Program
@ Sitiation

= Supportiot conneeted. coordinated. wcll-s%c
= Dopmrininis spendi

2d
S 00 support tools (or nob)
~ Local support ooyl

(sp) needed into iom ccoy
@ Solution

A
X
-
=~ CCO provides a forom for fostering,

X
.
e Technicdl education X
& llarmuation shaeing .
o o i
e 18] networking :

~ Provides Netware server with support tools



Creating a network ofomputing suppoit staft
Partners in Suppoit (PICs) Brooy
NOT A USER GROUD A TRULE
8 PICS:

~ Directory of services & service providers

- Mailing list. announcements. information. job ope
vendor Hews ete _

— Workshops on teehnology issucs

~ Porunis --with conierence formats

~— Seyver filied with goodies!

~ Support utilities for Intel. Mac. Notware

— Support CDs from various elechonic publishiers

~ Soliware distribution
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Creating a network ol'somputing support staft
. . '
Partners in Support (PICS) Rrogram
e (osld
~ 580,000 in supplics & ¢Xpenses over 2yrs
- 12 ElElyeur ol €CO siall
® Resulis
~ Users eet better support
LSPs recoanize, know, & work with cach other
= CCO beecamie valued resouree for LSPs
- 1S sliction with CCO increased
@ Tanuential resulis
~ (U0 cot out of end-user support business
— Departments invested in human iesources rather than (00

- ~
Yeah right




Where we were in 1994

@ 200 departments on 1UB campus

® 150+ 1SPson the 1UB campus

@ A regional campus computing centers

e Halt-million § investiment made over 3 yis
® CCO salf spll at 25% of overall resource

Still. the demand

for support grew
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State of the environment
. .
Observations -
o
© Compuling use continties lo grow
= Centlly scived computing
~ PC computing on deskiops
= Local workeroup computineg
® Computing use is distributed
~ Client/Server applications
~ LAN applicationy
e Compuling Support is distributed & growing
~ LSPs exist. coverine 90% of IUB canmpus
~ New L8P positions open weekly

@ Coniputing & computine support are linked
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State of the ﬁe“ﬁ%*é%:qgmem
Opinions -
\\\
o Growth & demand lor support.. -
= 1s for both centul & local resources \

N
. Is too much for CCO alone

® Llsers embrace technoloey.. ~

-- User responsibility an increasing factor

-
L
- Inteoration into teaching, rescarch. administration
- Part of everyday life
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And now for something
NOT

\\\

completely different.....

.

The Leveraged Suppott Model
X

.
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L The chm‘agcd Supporl Mool
‘\““\\\
.
e Goal

< Facilitate growing demand for L\‘Sin.;zuling support
@ Llements '

-
= Central Computing Oraanization (CCO) ~
- Users

- Local Support Provides (LSPs)

e Vision

--Deliver support directly to demand

- Support abundance rather than rationed
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The Leverased Supnoit Model

Principles

@ Hinpower!
- User (o support themselves
- L8Ps 1o provide support (o their users
-- CCO stalf o provide cducation & taining
to [ SPs & users for further empowerment
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. The Levomeed Suppoit Model
e

Roles of the user. LS?»,\QCO
@ Users -

— Basic knowledee & skills in majority of (bolswsed ieaularly

e SPs

~ Advanced knowledue & skills to stupport majority z}‘-\(hcir users
. N
e CCODprovides. . S

— Infrasnciure  Intormation 1
= Advanced & specialized support
— Suppori lo LSPs

— Knpwiedoc bases

~Tuols *
.

L8P & user taini

— Technology dssess
~ Problem tiacking X resolution

. . The Leveraecd Support Moddl
Roles of the Central Gomputing Organization
- detailed baseline &

- compuling supporl iifrastiuciuie

. >~
@ Taroeied application/technology areasupport

- Data management support

-
~ Staustical & mathematical compuline \\
= Unix workstalion/server systens 3
~ Texiual processine

— Instiuetional technoloey

~ LAN managenient




. The Loveraeed Suppoit Moddl
-

. .
Roles of the CCO =
When to charge for what\)‘f@g\x do....

@ \When the €CO provides service or support ..
= Thatis an LSP responsibility
-~ For a user when the tser could support themse

1they employed tools & cducation opportunities
by CCO

- Thatis notdefined as a €CCO.LSP. nor user
responsibility

“M“““'“‘“«»N\“_ 1he Lovernged support Model

. .
Enhancing distributed.support
The next level ot the Disu'ibutc?ixs\uppoﬂ Prooram

@ Existing programs were:
- Ending... DSA scedine was accomplished
- Not inccting all needs...
TIES trainine needed o do more
- Suceesslul & new asers were found, .
PICS demands for utilities & ols orew
& soltware distiibution became necessary




1he Levoraved Support Model

e '
Enhancing Distributed Support Inttiative (EDSI)
: s i -
3y D000 initative (1994 97016 bring aboll
J Suppoil Eavironient ot Indian L 1versity

® Compononts:
= Support deliva R' autemation knowledes base
& problem trackinu/resolution system
- Education/eentification of L SPs
~ Growth ot PICS tools & workshops

= Soltware inforniation & distribution 1o hiclp users & |
aspects of wide varicty of produdts covercd under tni
licenses

1he Leverased Support Model
Enhancing Dists‘ﬂ)\m?sﬁ\é;gppoﬁ Initiative (BEDSD
Support delivery automation,

® The KB (Knowledoc Base)

= A Web intertace linked to a database of supporainfo. aceessed

by a seareh ensine —we call it UCSHelp Online
hap/invwe mdiang.edul=ucshelp/ \

= Toanswer the majority of users & 1.Sbs x>

~ o report problems that the KB doesi't yet have solutious

- Repliees CCQ helpdesk (phone. walk-in, e-mail) funetio
e Cost

= S150.000 over

= Conversion of dirocr suppoit resources

= Carc & feed ol KB 2 ETE yrtod FTE now o 7by 97)

w\»«\,»mww The Leveraoed Suppuit Mudel
b

pputt Inttiative (HDSI1Y

<

i < gy - ‘\“‘\

Ennancine Distuibule
. S

Support delivery automations,

8 Prooress
— 8500 hitymonth (1UB, othur TU campuses,
& other institutions around the world)

-~ Bven inidal form is primary support mechani
some smaller institutions

~ Nearly all LSPs use as their first stop to seek
solutions

- Web-hased tools allow stowth 1o be met




W“‘“""me,\\‘ The Leveraeed Suppoit Model

Enbancing Distribtited. bupgmi Initiative (B1SH)
Education & certification \\
® I1ES needed to adapt & be ent thLd\'\
o Percerved need 1o verify leamning \
s Desiened for LSPs & other computing suppoit professionals
& [ our own best interest -oltered at no ch
@ Costs:
- 5150000 over 3.v1s + 3 FIE std time per yr
8 Gouls:
- o yaise the level of technieal expertise m LSPs
~ To provide a way for LSPs to be dcknowledscd Jor tieir ex
- Ty olfer professional arowih & cdreer developnicnt
~ T provide a solid technieal infrastructure

R

“ﬁ»«%\ The Leveraced Support Model
Enhancing Dis ibued. buppmt Initiative (EDSI
Education & certification \\\
e Componenls:
— Purticipants must be ready -- prefestine
— Intensive 2-3 day hands-on sessions. high teachioy/student ratio
- Labs quizzes. homewark. & sehieduled final festing
. N
@ Available how:
- Supportine PC Hurdwire - Sybase
- Supportine DOS & Windows ~ Powerbuilder-
- LAN Administration (2 levels) -~ Windows 95
— Suppottine the Macintosh = Windows NT
- Unix Administration = FoxPro/Procianinie

Staciliiared Iy onr pornicrstinp wirh Syhise i

X
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The qu'd?cd Supboit Modul

e
w\\\\

Enhancmy Dlsmbuicé‘f}upport Initiative (BEDST
\
Education & certification ~_
@ Proor

— Since Dee 194, over 400 certilications
- Hish rate of success of participants “dachicvi ttitication
- Evaluation ratings from participants very high \\

@ Whete we re headed > leverased dehvuxiormat

— Viathe Web: instrictional modules, tutorials. quizzes, Shecklisis
& info on how to prepine & what (o expiet

i Avwst ndiana edi-nesep
— Assiened meniors
= Computer-bised tutorialy
- Interactive video broadeasts & taped broadeasts




WM.\M\N\ The Loverased Suppord Model

Enhancine Distributed: Suppuort Initiative (EDSIH
PICS tools & wmkslmpf\
e Expanding & adapting this sticcessiul program
- PICS setver beefed up: m
— PICS workshops to; preview new !uhno]ngl
straterics & objectives, facilite peer sharing
-~ Retreats with 1.SPs to:
e Share directions & received foedback/input

& [dentify 1o do’ lists 1o Hie Wne serviees Jor LSPs

- LSP advisory bourd
s Took over an existing forun

@ Monihly meotinus (o share info & cet diection

The Loverased Support Model

\\\‘ aoe -
Enhancing Distributed Support Initiative (EDST
e . ~
PICS tools & workshops
-
® New things:
= Delivering computer-based-training
- Integration with SoftSeive
- Working (o provide facility for L SPg .
to deliver training to their users \‘i‘
® PICS on the Web: .
.
.

Ip v indiana edi/~ucsdeasimwpics il

The Leverased Sunport Mudel
Fahancine Distn wu.ii“%uppmt Initiative (EDSI
Software information matix ﬁ& ¢ listribution

° Fauhlalu abundant <uppmt for soﬁwzuc

N
X
Y

-~ Eunctionality of the product (UCS statf opiniong
L . . . 3
— Availability & location of electionic Help resour

(o
-~ Availability of the product (where to buy if)

— Local support & trainine for the product




MWM”"‘“*“MM“\ The Loveraged Support Model
- -
Enhaneing Disiributeai\Snap‘pm‘t Inibiziive (EDSIH
Software information matrix & distribution
® SUpport lypes
- Eully supported by €CO
~ Stppotted by othet scrvice providers at IU systcm
~ Supported via information base aceessed by l}ms
provided as part of CCO infrastructure -
= Users work direetly with vendor (fice o1 for char:
@ Soltware Matrix on the Web:

hipavwindiana edu/Swvingfo/,

The Leveraeed Suppornt Model
V » - 4 \\ aie s
Enhancing D;st;*xbut%ﬁ‘&qpport Initiative (EDSI

3 - . N . : .
Software information matrix & distribution
® SoltServe

= A Netware server with application insml?u% ulity for

users to oet on their PCs & NMacs. or to make d
= Campus or university site licen

2 RoveH coptiaet tW R, Presentiion. Wi
& Conmmuniculions s
e Virus deleetion/protection

© Possibilitics:

— Selling softwae via SoliScive
-~ Providing Web.

ased distribution

L

e

. The Leveraved Support Model
-
Enhancing Disuibutle

“&zg;g?oyt nitiative (EDSH
-

- Check out what we're doing at lhese\'\{gb pases

e UCS help online )

Jnrp://u-'\rn'.imliuna.mlul-v\z shelp/
e BEdCent tp /v indiand. edi/~uvsep
e PICS [ e idiang. edi/~liesdcasmenpics. inhl
® Soltware info Np:rhewvindiana. edil=swinjo/

\\E
1
-
3

All are offered a1 no chatee 16 users & 1 SPs
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The beveraoed Support Model
Enhancing Distn mteé\&appmt Initiative

(EDST
Problems —-how the sewers ‘ba&ked p in Utopia
* Distributed support is expensive toudhe institution

— L oss of cconomies of scale/departments become islands
o Lack of consisieney in job descriptions & pay\
= Demand s outracing supply Tor talented st

2 Dilves up cost of labor: competition is st

alenied stall o departiments wiio caiy pay
nizdtional cquity concerns)

-~ €O 1akes a new place on the talent “Tood chair

— Solutions are not casy. but are being soucht

e

MN‘“\ The Leverased Support Model
Enhancing Dasmbutﬁ“‘mppmt Inttiative (BEDSDH

Problems ~how the ‘\ewexsbagi}\cd up in Utopia
® Traditional services —cpulled too fast

© Eishtlircs - or-- build the sprinkler system?

1\
@ Dissatistaction as ki rvices for users shrank

& Re-investment needed for traditional support
(5250.000 1 staff/one time, overnext 5 yis)

X
X
X
X
X
X
1
|
¥
:

o
G

. the Leverngsed Supputt Model
o
Enhancine Distil 31:1&1“&133;70” Initiative (EDS1

Problems -how the sewer Q\bﬁd\ed up in Utopia
8 New Webh-based services are nice but

.. ifyoindont have a
Netseape-vapable machine. you can’t play the e

® ATUB. we estimate S3million is needed 1o bring all
avademic

[ Up to J486/8mb o1 better, Better than we | )uoht
bul still 1 major investment,

-
X
@ Departments need o better leveraee their capital iesource

® [nstitution nuy want 1o consider computing part of human
resource expenses. nitich like benehits (S 1000/E TE/year)
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~ - The Leverpoed Suppoil Model
-

Now are we done? 777

Only for today.

Tomoiow beckons

T

What's next?
. . e
Distributed development& data management

e Leveraoed Support Model

@ Domg the same tor informationsmanacement
~ Distributed development suppori proeram alieady in sear
- Poul of departmental developers ¢ DSA
~ Education in tools/methods - like TIES/EdCer
~ Developers tesource eenter - like PICS

® Keep a walchiul eye one
= Buture of ClienyScrver
~ Web-based upplications
~ New “cheap & §Ki

® Possibility of re-centralization of computine
= Decentralized rather than distributed

‘Uhe Leveraced Support Model
Questions? )’ \\\
See us at our poster sessiondor details

Biian Voss, Senior Manacer Suppoit Delivery
bvoss@ indiamiedu

R12/853-7676

Diane June-Gribble, Mannser Education Programs
June@indiana.cdu

812/855.2408

Craie Stewart. Munager UCS Suppoit Cenler
stewan@i

812/855-2483




