	TENET Service Support Event 2008 

	Tuesday 18th November 2008: Day1

	08:30
	Registration
	

	09:00
	Opening Address
	

	09:15
	Creativity in Software Development
	Puleng Molahlehi (UCT)

	10:30
	TEA
	

	11:00
	NMMU Helpdesk Processes
	Wendy Cameron & Abigail Fortuin (NMMU)

	11:30
	ICT SLA Development and Reporting at NMMU
	Werner Olivier & Alison Moller (NMMU)

	12:30
	LUNCH
	

	13:30
	Birds of Prey
	

	15:00
	TEA
	

	15:30
	Change Control
	Michael Morley (RU)

	16:00
	Disability and Information Technology


	Nditsheni  Osca Sibede (UL: Turfloop Campus)



	16:30
	
	

	
	
	

	17:00
	
	

	19:00
	Banquet preceded by drinks
	

	19:45
	
	


~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~

	TRACK 1

Wednesday 19thth November 2008: Day2 Track 1

	09:00
	Employee Motivation and Satisfaction
	Gavin Heath (UKZN)

	09:45
	User Desktop Configuration and IT Support : the ultimate cycle


	JC Carstens & Hildegard Jacobs (UP)



	10:30
	TEA 
	

	11:00
	PC Replacement Cycle: Planning and Process at NMMU


	Jacques Wessels (NMMU)



	11:45
	Student Computer Booking System


	Sanjay Khoosal & Makalo Motsamai (VUT))



	12:15
	UFS Service Desk
	Boitumelo Priscilla Lekhu & Dirk Kotze (UFS)



	TRACK 2
Wednesday 19thth November 2008: Day2  

	09:00
	Design and Deployment of an Incident Management process for CNS


	Jay Bhugwathiparsad & Zaheda Coovadia (WITS)

	09:45
	Antivirus Upgrade: Case of University of Venda 

	Joel Vele & Nkhumbuleni Tendani Ratshitanga (UNIVEN


	10:30
	TEA
	

	11:00
	Using a tool to aid in ITIL processes UP
	Lindi Scott (UP)

	11:45
	UNISA Helpdesk & Remote Support 


	Thevan Moodliar (UNISA)




	12:45
	LUNCH
	

	13:45
	Service Level Agreements: Gen 3 Case Study
	Duncan Greaves (TENET)

	14:30
	Whats on Len's memory stick? Important fire fighting utilities.


	Len Lotz (TENET)

	15:15
	TEA
	

	15:45
	Challenges of ICT Support in the Academic Sector/World


	Piet Swanepoel (TUT: TP campuses); Lucas Tau (TUT: Soshanguve Campus); Malesa Z Matome (TUT: Ga-Rankuwa Campus)



	16:15
	Support Challenges faced by Library ICT staff


	Pam Govender (DUT)



	16:45
	Penguin influence at UWC
	Siphelo Funani (UWC)

	17:15
	Session End Day 2
	

	19:00+
	Dinner and own time
	


~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~
	Thursday 20th November 2008: Day3 TRACK 1

	09:00
	What Motivational Aspects can IT Support Staff Learn From Ants
	Joel Vele & Nkhumbuleni Tendani N
Ratshitanga (UNIVE

	09:45
	OLA's in a distributed Service Support environment
	Riaan van der Walt  &  Aldine Oosthuyzen NWU: PUK campuses)



	10:30
	TEA

	11:00
	Extending HEAT beyond call logging
	Charl Souma (UCT)

	11:45
	Service Support 


	Rose-bella Engelbrecht (UNAM)

	12:05
	Service Desk Challenges and Service Portfolio Design


	Shinaaz Ismail (CPUT: Bellville campus) Hennie Pretorius (CPUT: Cape Town campus)

	12:30
	Closing remarks
	

	12:40
	LUNCH
	LUNCH

	13:30 
	Departure
	


~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~

	Title
	Abstract
	Presenter(s)

	 Information Overload
	The structural constraints hypothesis builds on the argument that organizational change processes fail or become problematic when the organization is in the tight grip of existing relations – e.g. strong dependence on a supplier – or confirmative pressure of institutions which restrict the manoeuvrability of the focal organization. The management overload hypothesis in contrast sees the reasons for change problems and reorganization failure in the fact that the complexity and opacity of organizational change projects exceed the capacity of management to design and adapt appropriate and successful reorganization plans (Peter Muhlau and Rafael Wittek, 2004). Our focus will be on the internal data  or information dissemination within the organization users that leads to information overload. Our information should be classified into two categories viz public consumption and top secrete information ,therefore these predicament leads to information overloading which is the global problem in all organization worldwide.
	Mike Mdakane (UL: Turfloop Campus)

	NMMU  Helpdesk Processes
	An indepth discussion on Helpdesk and our tools we use to make our service more efficient.
	Wendy Cameron & Abigail Fortuin (NMMU)

	OLA's in a distributed Service Support environment
	The service model at NWU entails three campus IT departments and a central institutional department.  It was therefore necessary to define roles and responsibilities very clearly and to put some or other agreement in place.
	Riaan van der Walt & Aldine Oosthuyzen (NWU: PUK campuses)

	ICT SLA Development and Reporting at NMMU
	Approach to developing ICT Core SLA and the design of the SLA Reporting system.
	Werner Olivier & Alison Moller (NMMU

	UNISA Helpdesk & Remote Support 
	My presentation of the current UNISA Helpdesk processes and experiences will be structured in the format:

1.Background information
2.Our current situation
3.Challenges we are currently facing
4.Service level agreement
5.Training
6.Conclusion
	Thevan Moodliar (UNISA)

	User Desktop Configuration and IT Support : the ultimate cycle
	The process from when a user orders a new PC, the order, the placement, the usage - until the PC is old again and needs to be replaced. 

ITIL connection: We concentrate on the communication between the user and IT. Iow, to enable the user to do his work optimally with (most of) the ITIL principles applied
	JC Carstens & Hildegard Jacobs (UP)

	Design and Deployment of an Incident Management process for CNS
	This presentation follows tracks the development and deployment of the incident management system at WITS
	Jay Bhugwathiparsad & Zaheda Coovadia (WITS)

	Antivirus Upgrade: Case of University of Venda
	The presentation will outline steps and processes that we followed when upgrading antivirus to Symantec Endpoint edition.
	Joel Vele &; Nkhumbuleni Tendani Ratshitanga (UNIVEN)

	Challenges of ICT Support in the Academic Sector/World
	1.Service desk and its role 
2. Support v/s Clients
3. Career Scope within ICT sUPPORT
4. Life spin of Technology
5. Academic engineers exposure to ICT envirornment
	Lucas Tau (TUT: Soshanguve Campus)

	Service Level Agreements: Gen 3 Case Study
	This presentation shows how the principles of creating an SLA were applied in developing and crafting the SLA between TENET, Internet Solutions and Neotel. THE SLA can be found at http://www.tenet.ac.za/gen3-service-information/service-level-agreement/ 
	Duncan Greaves (TENET)

	Disability and Information Technology
	I will present about the Disabled Student Unit and the services that it offers in brief. Then the main part will be the softwares we use to enable these disabled student to use the computers.And the last part will be the challenges I met and how I resolved them, and I will request assistance for those problems I couldn't solve.
	Nditsheni  Osca Sibede (UL: Turfloop Campus)

	PC Replacement Cycle: Planning and Process at NMMU
	This talk will highlight the process the NMMU follows to plan and implement a PC replacement cycle at the NMMU. At the core of this planning is our CMDB and asset register. The Service Desk is instrumental in the implementation and control of the process - the role they play will be highlighted as well.
	Jacques Wessels (NMMU)

	Support Challenges faced by Library ICT staff
	A look at the DUT Library ICT infrastructure and some of the challenges we face. Looking for suggestions on help/service desk software that will increase turnaround time for support and assist in documenting solutions.
	Pam Govender (DUT)

	Student Computer Booking System
	Insight of how VUT used Pharos Computer Reservation System as an automated computer lab software that makes it easier for students to get the lab time that they need to meet their course requirements, without relying on staff management and supervision.
	Sanjay Khoosal & Makalo Motsamai (VUT)

	Employee Motivation and Satisfaction
	The most important resource in an organisation is the human resource as it is this resource that is most easily adaptive to change in the environment. It is also the one resource that can provide an organisation with a unique advantage that can not easily be replicated by other organisations due to the uniqueness of individuals. However, the human resource can also be one of the most costly resources in the company comprising of costs arising from salaries, wages, benefits, training, development, as well as recruitment and selection. These costs can be reduced by reducing employee turnover rates, attrition rates, and increasing employees’ performance through motivation and satisfaction they experience within the organisation. After highlighting some industry trends and stats regarding the effects of employee satisfaction and motivation levels, the presentation will cover the various theories of motivation and summarise the common underlying principles relating them to the results of the research conducted within the UKZN ICT environment. Thereafter the presentation will conclude discussing possible solutions to improving employee performance with a focus on improving employee motivation, moral and satisfaction levels.
	Gavin Heath (UKZN)

	Challenges of ICT Support in the Academic sector/world"
	0.      Deferentiation between IT and ICT
1. Service desk and its role in ICT
2. Support v/s Clients
3. Career Scope within ICT support
4. Life spin of Technology
5. Engineers exposure to ICT environment
	Piet Swanepoel (TUT: TP campuses); Lucas Tau (TUT: Soshanguve Campus); Malesa Z Matome (TUT: Ga-Rankuwa Campus)

	UFS Service Desk
	?
	Boitumelo Priscilla Lekhu & Dirk Kotze (UFS)

	Whats on Len's memory stick? Important  fire fighting utilities.
	Len Lotz has many years of experience in sorting out all sorts of computing and networking problems. He has the most extensive technical knowledge of anyone I have meet. This glimpse at what is on his memory stick will show us what he considers essentially to solving the problems that he is often called upon to resolve.  
	Len Lotz (TENET)

	Change Control
	How it gets used with in the web unit, how it protects are system. and the people within the unit.
	Michael Morley (RU)

	Extending HEAT beyond call logging
	Ways to use HEAT for other purposes than Call Loggin, with a customer focus. 
	Charl Souma (UCT)

	Service Support 
	Mission:
Believable: To exceed user expectation
Achievable:
Recognizable 
Focus on the needs of the institution first
Get users up and running a.s.a.p
Solve problems, don’t just apply fixes
Offer tips and hints, answers f.a.q’s, training suggestion
To help users get the most out of their IT technology

	Rosa-belle Engelbrecht (UNAM)

	What Motivational Aspects can IT Support Staff Learn From Ants
	This paper will briefly discuss the life span of ants, and what they do. Thereafter an analysis from the discussion will follow. The intention of the paper is to provide motivation to its audience.
	Joel Vele &; Nkhumbuleni Tendani Ratshitanga (UNIVEN)

	Service Desk Challenges and Service Portfolio Design
	Discussion regarding current challenges facing the Service Desk and how a Service Portfolio will assist this process.
	Shinaaz Ismail (CPUT: Bellville campus); Hennie Pretorius (CPUT): Cape Town campus)
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