	DITCHE Service Support Event

	Day 1: 14th November 2007

	Time 
	Title of Presentation
	Presenter

	13:30 – 14:00
	Registration
	

	14:00- 14:15 
	Registration
	

	14:00 – 14:15
	Welcome
	Geoff Hoy

	14:15 – 15:15
	Spyware and Viruses – Group presentation
	Mariska Herman, Petro Uys el al (SUN)

	15:15 – 15:35
	Service Desk Management in the Residence Environment
	Lynette Goldschagg (UP)

	15:35 – 16:00
	TEA
	

	16:00 – 17:00
	Birds of Prey
	Birds of Prey

	19:00 - 
	Banquet
	

	
	
	

	Day 2: 15th November 2007

	09:00 – 09:30
	Case Study: User Service Support Jomo Kenyatta University
	John Mwangi ( Jomo Kenyatta University)

	09:30 – 10:00
	Help Desk Activities: Procedures and Processes
	Gideon Ledwaba 9UL)

	10:00 – 10:30
	Customer Relationship Management
	Theo Toko ( UFH)

	10:30 – 11:00
	TEA
	

	11:00 – 11:20
	ITIL Topic
	Bongiwe Nzimande (HP)

	11:20 - 11:50
	Change Management 
	Jan  Niezen (TUT)

	11:50 – 12:10
	Service Desk Application HEAT
	Dilip Jeena  (DUT)

	12:10 – 12:40
	Adopting IT Best Practice at CPUT
	Liezel Iambo (CPUT)

	12:40 – 13:40
	LUNCH
	

	13:40 – 14:00
	Academic Freedom: Challenge or Obstacle
	Lindi Scott ( UP)

	14:00 – 14:40
	Academic Freedom: Hardware & Software perspective in relation to Standardisation (Support Perspective)
	Izak van der Walt (UP)

	14:40 – 15:10 
	Making a Service Desk Work
	Duke Simons (UWC)

	15:10 - 15:30
	TEA
	

	15:30 -  16:00
	Discussion on Virtual Expert Desk
	Arthur Baijnath (UP)

	16:00 – 16:30
	Service Support after “the merger”
	Aldine Oosthuyzen (NWU)

	18:00 – 19:00
	
	

	
	
	


	Day 3: 16th November 2007

	09:00- 10:30
	Service Support Metrics – Talk followed by discussion
	Geoff Hoy (TENET)

	10:30 – 11:00
	TEA
	

	11:00 – 11:30
	UFS Service Desk
	Thulani Shabalala (UFS)

	11:30 – 11:50
	How to Manage the IT Service Desk
	Rose-Bella Engelbrecht (UNAM)

	11:50 – 12: 10
	ICT Services- Helpdesk
	Redene Vermaak (NMMU)

	12:10 – 12:30
	First Line Support
	Lucas Tau (TUT)

	12:30 – 13:30
	LUNCH
	

	13:30 – 14:00
	Effective Service Support Communication
	Danie Visser (Henrian Pieterse (UL)

	14:00 – 15:00
	Collaboration between Universities
Discussion
	Tracey Chambers, Dianne Amos, Akeelah Langson (RU)

	15:00: - 15:10
	Closing 
	Geoff Hoy (TENET)

	
	
	

	
	
	


