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1.      INTRODUCTION

         University desktop computer fleet support policy

2. SCOPE

This document covers the support of CSU owned and imaged desktop computers (Including laptops and net books), referred to as ‘desktop computers / computing’ in this document.

3. OBJECTIVES

The objectives of this policy are to ensure that desktop computer users are aware of the University’s support levels for that environment.


4. TIMING

Whenever support for a desktop computer is required


5. REFERENCES

Public available web link to spreadsheet

6. RESPONSIBILITIES

NIL

7. METHOD

NIL






8.	DESKTOP SUPPORT MATRIX - GUIDELINES
DIT is responsible and accountable for the strategic management, development and support of information technology across the university and the provision of related services to all staff and students of CSU. The DIT Service Catalogue provides details regarding the services supported by the division. DIT regularly consults with appropriate groups and individuals to ensure we have the most appropriate services for CSU needs.

The supported services for desktop computing for academic and general staff that the university requires for the conduct of its activities have been identified in the support table matrix.

8.1	DIT will provide support for and maintain a desktop computing environment that provides as a minimum:
· Access to the Internet.
· Access to the university’s academic and administrative information and services.
· Access to a maintained standard suite of software including Microsoft Office, Internet Explorer and Anti Virus software.
· The ability to print to a networked multifunction device within the near vicinity. (On CSU Campuses only).
· Access to the universities Thin Client computing environment.
· Access to the universities shared network storage drives. (P: & S: drives).

The DIT service catalogue details the support services provided by the division. Included in that is coordination with vendors for maintenance support for personal computers under warranty.


8.2	There are a range of services that DIT do not provide. Examples of these types of services include:
· Maintenance of printers, (installing toner / ink etc).
· Moving of computer related equipment between offices / rooms / campuses.
· Installation, configuration and maintenance of photocopiers.
· Installation of non-standard hardware to a workstation (unless agreed to under a Service Level Agreement ( SLA)) 
· Installation of non-standard software (unless agreed to under a Service Level Agreement ( SLA))

8.3	Priority Process

In providing support, priority is given to the standard services DIT provides. Non standard services may be impacted to a point where it is not possible for the division to provide appropriate or timely support. This will mean that it will be necessary to prioritise standard services over non-standard services at all times.

Non-standard service calls will need to be logged to the DIT Service Desk from sectional managers rather than from individual members of staff. It should be noted that the division does support various non standard installations of software where that software can be demonstrated to be crucial to that sections work. These occurrences are governed by a Service Level Agreement update link(SLA).

8.4	Service Lifecycle 

The service lifecycle refers to the lifespan of a service from introduction to retirement. 

8.4.1	New Services: Requests for new services can be made by submission through the DIT Service Desk. The Division of Information Technology will investigate with the requestor the requirements for the new service and related details such as support, training, funding, licensing and other relevant matters.

8.4.2	Service Retirement: Services are retired for various reasons such as:

· A vendor is no longer able to support an existing service as it has gone “end of life” and this either forces CSU to upgrade to a new version or retire the service as support is no longer available.
· Business needs change and require the introduction of a new service to meet those needs.
· The service will no longer function within the CSU IT environment due to the environment changing.
· Costs of the service no longer provide enough value for CSU to continue to use it.
· Please refer to Service Catalogue for current list of services

8.5	Service Level Agreements

There are a number of areas within the university that require support for unique services, or those outside the definition of standard supported services. Where there is agreement with any particular section that a unique or greater level of service is necessary and it can be provided by DIT then a Service Level Agreement may be developed with the school, section, individual or researcher.  Supporting research is a strategic objective of DIT and researchers requiring support are encouraged to negotiate with DIT for an SLA to support them with their research activities.

8.6	Out of warranty PC support

Unless otherwise agreed to, support of the desktop fleet of computers at CSU is provided to those under hardware warranty. Older computers out of warranty will not receive standard DIT support. Unless otherwise agreed to, computers out of warranty will not be reconnected to the university network once they have been disconnected. Information on disposal of computers can be found at the DIT Service Catalogue.



8.7	Non-networked PC support

The desktop PC fleet at CSU is designed to be supported and maintained via the network.  Users who wish to disconnect their computers from the network and only access via the ad-hoc registration page will receive a reduced level of support. That support will only be hardware support for those computers under warranty.  

8.8	Macintosh Support

Macintosh computers sold through the Computer Shop are provided a different level of support than that provided to standard Windows PC computers. Further details on support of Apple Macintosh computers can be found on the DIT Computer Shop web site.

8.9	Further Information

Services detailed in this document refer to Computers that are CSU owned and imaged. Software that is available for download for both staff and student home computers cannot be supported on the person’s home computer by DIT. All of the levels of support listed in the support table matrix only apply to computers owned by CSU with the standard CSU image and connected on a permanent basis to the CSU network.
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