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APPROVED
ITEM 4.2

Desktop Support Standards

Standard Equipment

“Standard Equipment” is defined as being ITS approved computer equipment (configurations, hardware, components, peripherals and software), sourced via one of the current preferred suppliers, and wholly owned by the University. This combination is reviewed regularly, with preferred suppliers reviewed every two years through an open process, to confirm the best interests of the University are being served.

The currently recommended and gazetted University desktop standards may be seen at: 

http://www.adelaide.edu.au/its/helpdesk/desk_soft/
http://www.adelaide.edu.au/its/helpdesk/desk_hard/
Such standards are commonly referred to as the Standard Operating Environment (SOE).

ITS Service Level Agreements cover standard equipment across the Windows, Macintosh and Linux platforms. Non-standard configurations are managed by specific arrangement.

All customers will be asked to adopt desktop standards in any of the three supported platforms. Those customers who have computers that are non standard will be given a full budget cycle to adopt the standard by either acquiring new equipment or upgrading the software configuration on their computers to the University SOE – It is essential that customers contact ITS to facilitate this work. Additionally, when this policy is activated, all new equipment acquired by customers will need to be standard to receive standard ITS support.

Note: Hardware Platform Selection

The PC is the officially supported platform for all administrative activity and for Professional Staff use. There is no undertaking by the University to ensure standard access to business systems or to provide fully compatible desktop SOE applications for corporate administrative activity on Macintosh or Linux equipment.

Staff wanting to work from a non-PC platform despite this constraint, will need to provide justification for that configuration to be accepted under standard support. It is likely that a surcharge to cover additional support and connectivity overheads will otherwise apply.  For example, Designers in Marketing and Strategic Communications do use Macintosh and this can be justified for business reasons.

Standard equipment includes the SOE and defined University Business Applications, as well as software that is licence managed by ITS. This may include particular freeware or shareware software that is required for legitimate business purposes. For a full list of software managed by ITS please go to http://www.adelaide.edu.au/its/software.

Support for non-standard software will be offered by ITS as a chargeable service according to an advertised hourly rate. This service will include software installations, upgrades, fault resolution, reinstalls and uninstalls.

Standard equipment is only supported for a defined period of time. Lease periods, warranty arrangements, and standard desktop configuration requirements will usually govern the endpoint of that support. Equipment configurations once considered “standard”, but which are due to go off support, will be advertised on the ITS web site and notified to budget centres in sufficient time to plan for any expense that may be associated with either anticipated increases in support costs, or their replacement and upgrade. Standard equipment has a 3-4 year life cycle.

ITS recognise the need in some cases for Non-standard equipment to be acquired for specific business purposes which are not fulfilled by standard equipment. Where such a business need can be demonstrated, the customer may contact ITS and via a simple business justification, request central ITS support. Once approved by ITS, this equipment will be supported as standard equipment.

Areas wishing to transfer their IT support to ITS are subject to the same support guidelines. Prior to ITS support, the customer will be asked to fund a project to standardise their equipment if required. Non standard desktop equipment less than 18 months old will be supported by ITS once the SOE image has been installed, and there is an agreed upgrade plan to standard equipment within 18 months. These steps are additional to any discussion regarding the transfer of funds and / or staff to ITS as part of this arrangement.

Non-Standard Equipment 

Non standard equipment is defined as computers that are any one or combination of the following:

· Not owned by the University

· Not adhering to the SOE (hardware and software standards)

· Not acquired via the university preferred reseller

The purchase of Non Standard equipment is contrary to ITS purchasing and support guidelines. 

Costs of all elements of support will need to be met by the Budget Centre for Non-Standard equipment or software, whether this support is internal or external, unless ITS have accepted a business case to classify the equipment as standard.

The University has gained considerable benefits from standardising computer equipment. These benefits include:

· Reduction of the total cost of ownership (TCO) of the equipment, 

· The avoidance of network disruption to other users by incorrectly configured or incompatible equipment, 

· The ability to account for computer equipment and users on a very complex data network, 

· The simplification of computer support issues and improved response times, and 

· The avoidance of litigation associated with illegal software,

· The availability of University provided support services is rationed and focused on standard equipment and software,

· Improved warranty services

Connection to the University network is subject to formal compliance with University networking standards. Where the non-standard device fails to comply with those standards (hardware or software) it will not be connected. Where a non-standard device fails while connected to the network it will be disconnected. 

ITS does not provide IT support to third party service providers, or locally employed staff who are providing ITS Equivalent support services to customers. It is essential that such third parties adhere to the published University security and networking guidelines. 

Budget centres owning non-standard equipment, which may include staff or postgraduate students using personally owned machines, should:

1. Track the performance of all non-standard equipment

2. Establish a formal support structure for all non-standard equipment
This should include: 

· Pre-purchase quality assessment. 

· Selection of suitable Operating System 

· Terms and conditions of warranties and licensing

· User support 

· Hardware event reporting 

· Hardware support event reporting and resolution 

· Software support event reporting and resolution (including Desktop support)

3. Abide by any and all Warranty and Licensing conditions

4. Abide by all University IT policies (http://www.adelaide.edu.au/policies)

5. Register the equipment with Information Technology Services

Recommendation:

That this definition of ITS Desktop Support Standards and management practice be adopted as the University of Adelaide standard.

Mark williams

Manager, Desktop Management Services, ITS
1st August 2006

