Higher Ed Campus Questions for ITD Regarding Transition

Scheduling Issues:  

1. Please explain in detail how the scheduling process will work. Will consortium schedulers be responsible for scheduling events for their consortium? Or, will anybody be able directly schedule an event into the scheduling software? 
Resources owners will have the ability to determine how their resources are utilized and managed.  ITD will provide, through the service desk, assistance to all scheduling requests
2. Explain in detail the type of scheduling service ITD will provide.
ITD will host and support software that will provide scheduling of video resources.  Customers will be provided the ability to schedule their own events.  ITD will provide scheduling service and assistance to those that request such service.
3. Explain in detail how ITD will handle event notifications/confirmations. 

The scheduling software sends email notifications/confirmations/verifications to parties responsible for the resources.  The nature of those emails is dependent upon how the resource is configured.
4. Explain in detail how ITD will handle change requests or cancellations. 

Resource owners will have the ability to make changes to events that they schedule.  ITD will provide assistance, through the service desk, as requested.
5. Who will receive ITD’s notifications? For events involving a NDUS site, who will receive a notification? Will the campus site coordinator; the IVN scheduler, and/ or both? Will ITD distribute these notifications or will the distribution be the responsibility of the host site?

Notifications will be sent to whoever is listed as the contacts for each NDUS site within the scheduling software. In order to schedule a NDUS site, personal contact and verification should be made to the owner of that site prior to scheduling the event.
6. Who has been identified as the ITD scheduling contact or ITD Scheduler? Or, will ITD not provide one?

The ITD Service desk will be the primary contact for all scheduling questions or contact.

7. Will NDUS sites have view-only access of ITD’s scheduling software?

IVN have access to schedule events for resources they own and have the ability to view other events in the scheduling software. In addition, ITD will have read-only access to the scheduling software utilized by IVN.
Help Desk Issues:

1. What will be the hours that direct video support will be available/staffed? What will be the on-call hours of the video support staff?  

ITD’s Service Desk can be reached via telephone 24 hours a day, 7 days a week at (701) 328-4470 or (877) 328-4470.  Incidents may also be reported anytime online at www.nd.gov/itd.

ITD’s Service Desk is staffed from Monday at 7am through Saturday at 7am.  Over the weekend, an automated voice-recording system may be used to page an on-call technician.

2. What type of support will the help desk provide?  
ITD’s Service Desk is the “Single Point of Contact” for technical support.  All problems, questions, requests, and feedback will be managed using ITD’s Incident Management process.

ITD is dedicated to our customer-centric approach to service.  We go beyond handling calls effectively; we address all customer issues fully and resolve them completely.  Being customer-centric means that customers are the heart of our business.  We are empowering employees to:

· Understand our customer’s business

· Take personal accountability for our customer’s issues

· Explain solutions in layperson’s terms

· Refer to more technical intervention as needed

· Be innovative in addressing the unique business needs of each customer

3. What will be the turnaround time for solving video problems?  
Due to the nature of video-conferencing, ITD expects the majority of incidents will require immediate and continual attention.

4. How will the ITD help desk solve local equipment problems? Identify a third party vendor to identify and solve the problem? 

ITD is recommending that all sites have a plan for resolving equipment failure.  Options may include vendor support from Qwest or AVI, acquiring spare equipment within a consortium or relying on assistance within the Consortium Directors network. ITD will assist in whatever option a site chooses.
5. How will the ITD help desk be able to solve user error problems? What kinds of training will the help desk have in terms of how the various codecs work; how they are configured; and how the room systems are built and integrated?
Supporting video conferencing will become a core competency of ITD’s Service Desk.  Training will be “fast-tracked” in an effort to develop the knowledge and relationships required.  Ultimately, ITD’s Service Desk will become proficient in supporting various devices and configurations.
6. How will the ITD help desk solve scheduling problems? Will someone be identified as the state scheduler or will sites be on their own to sort out whatever problem (technical or user error) that may have occurred?
The ITD Service Desk will use staff knowledge and resources to solve any issue that may arise.

7. How will the ITD help desk respond to questions regarding event/site testing prior to a scheduled event (i.e., in-state/on network; BTWAN or Telepharmacy; out of state; etc)?  

The ITD Service Desk will assist customers in all of their testing and scheduling needs.  
8. Will ITD be able to connect ISDN calls?  
Customers should request this information from ITD.  ITD will utilize IVN to provide this service.  
Administrative Issues:

1. Will there be a site directory for the K-12s, state agencies, and political subdivisions? 

A site directory has been identified as a required resource however a specific solution has not yet been identified.

2.  Will ITD maintain the integrity of the site directory data (make sure site information is up-to-date) or will ITD leave that responsibility with each individual site?    

ITD will maintain the database however the resource owners will need to provide ITD with the updated and accurate information.      

Reporting Issues:

1.  Year End Statistics - With two scheduling entities, the ability to present statewide class statistics will not be available. What type of reporting will ITD provide? Or, will this responsibility be left to the individual users?

ITD intends to use the reporting abilities available within the Renovo software.  A full understanding of reporting capabilities is being researched and will be communicated as soon as ITD has validated the specifics of the software.

Miscellaneous Issues:

1. ITD is changing IP addresses at K-12s – what is ITD’s communication plan for updating this information with anyone?   

ITD has held multiple meetings where this was discussed and has shared this information via email to multiple distribution lists. The ITD NOC will inform IVN of the changes as they occur.   

2. ITD is changing IP addresses at K-12s – how will the IP addresses be distributed to all users? Will ITD provide a list of the fixed IP numbers?   

All sites (that can be) are being converted to DHCP prior to the ip address change.  ITD will work with all sites in the change process and the resulting changes will be communicated to interested parties.
3. ITD is considering a change in the dialing scheme – what is ITD’s communication plan for keeping users informed of the decision making process? Will users have any ability to provide input on the decision-making process?

ITD has no intention to change the dialing scheme at this time however it does intend to review the dialing scheme as part of a longer term strategy in managing the video network.  ITD fully intends to include all interested parties in the decision making process.

4. Will ITD have MeetMe Room capabilities?  Explain in detail how the process will work.

ITD intends to offer this service.  The process for MeetMe Room capabilities will be communicated once it has been completed.
5. What about K-12s that have indicated they want IVN to schedule, bridge, and support their events rather than ITD?      

To date no K-12 school has identified a justification as to why they should not be transitioned to ITD video support as scheduled: http://www.stagenet.nd.gov/video/index/schedule.html 

Any K-12 school that has such a request should contact either Dan Pullen, ND ETC Director, or Lisa Feldner, state CIO. A response will be made based on deliberations by Lisa Felder, Dan Pullen and Randall Thursby.
