
FACCUS Minutes 
Helpdesk Initiatives meeting Winter2013-Part 1 
May 8th 2013, 10:30-12noon 
 

Minutes 

1. Welcome 

2. Goals of this meeting – to discuss new initiatives and 

collaboration between help desks on campus.  We always 
seem to run out of time at FACCUS meetings, so decided to 

make this a separate effort. 

3. Present: 
 Bob Hicks – Director, Client Services 

 Charles Woods – Library (for Carl Nagel) 

 Cheryl Skingley – IST–Housing  
 Nitish Khiria – IST-Housing 

 Ashish Bhagat – St. Jeromes 

 Chris Mathers – Optometry 
 Lowell Williamson - AHS 

 Glenn Anderson - IST 

 Lisa Tomalty – IST-ACO 
 Sara Jones – IST (CHIP and Residence Help Desk) 

 Peggy Day – IST CHIP 

 Lori Suess– Math - MFCF 
 Sandra Laughlin – IST Software 

 Mary Burden - Environment 

 Lawrence Folland – Math - Computer Science 
 Steven Markan - Science 

4. Thanks to Cheryl for doing minutes this meeting. 

5. Review minutes from last meeting. 
◦ Common services between help desks 

◦ Special services help desks do 

◦ Tools we’re all using (Bomgar, RT, emergency rescue 
disk) 

◦ Malware 

◦ 2 help desk meetings (some items split into both 
meetings) 

◦ important to use the logos designed and name tags 

(how to order them, etc) 

http://ist.uwaterloo.ca/cs/faccus/Meeting%20Minutes/FACCUSHDInitiativesOct25-2012.html


◦  

6. Agenda items to add? 
◦ Added to end of agenda 

▪ Organize for Success 

▪ Champions List 
7. Customer Service training through OHD and helpdesk 

collaboration (co-op students and their supervisors) 

◦ Topics: 
▪ communication for exceptional service 

▪ three dimensions of service (hidden, business, 

human) 

▪ basic principles of the uWaterloo workplace 

▪ CALM response to difficult behaviours 

▪ escalating difficult behaviour 
▪ positive language 'rephrase' 

◦ Dates for this term: May 31st in the AM  

◦ Sue Grant offered the customer service training and 
had a good result from it.  The supervisors should also 

attend this training and are expected to follow up with 

staff to see if there are things that need to be added 
or adjusted. 

◦ 9:30 – 12:00 noon on May 31st 

◦ 9 people are registered and 15 is the maximum – let 
Lisa know if you would like to attend 

◦ Would like to bring everyone and their co-op students 

together at the beginning of each term for this 
customer service training and help with collaboration 

efforts 

How do all help desks operate/collaboration? 
◦ Environment operates differently – Mary works the 

help desk and has student assistants she hires – 
should she hire co-op students – for first one, maybe 

one or two full time staff could attend instead for this 

time – Mary Burden will attend 
8. ACO co-op/supervisor social events ->"open to the campus 

helpdesk community" social nights 

◦ Could open up this event to other places as well to 
have some social get to know each other events 

◦ Everyone pays their own way 

◦ Let Lisa know if you are interested in attending 
9. Round table on how areas feel their helpdesks are doing 



 

◦ What needs to be improved and how 
▪ What do you see as problems to be addressed at 

your helpdesk 

▪ Suggestions to improve? 
▪ Clients don’t want to be referred to someone else 

when they visit a helpdesk, other issues? 

▪ From Bill E - psychology: 
▪ a tool to indicate where a userid had previous 

successful or failed login attempts. For 

instance, a person is locked out of their 

account because of failed attempts, it 

would be useful to know if it may be their 

cell-phone wi-fi which is misconfigured or if 
someone is using a brute force attack 

against their userid on Nexus, myWaterloo, 

mailservices, unix hosts, etc. Also, knowing 
the IP name of Nexus stations they logged 

into recently would also be useful in some 

cases where users report problems, but 
don't indicate what machine they were 

working on.  Peggy says that Dave Hinton 

and that group are working on something 
to do this for people (Peggy will ask him 

about this and see if the help desks can use 

it – can one person from eacharea) 
▪ Net-id’s – Cheryl to forward the instructions 

made for Conference Centre to Peggy and 

put it on the  
▪ Lisa Tomalty - Arts – referrals – students are 

told to only refer someone if they’ve contacted 
the area first and if possible do it over the phone 

for them 

▪ Lawrence – still building structure – challenge is 
knowing which passwords are required for which 

systems and then making sure they have the 

access to reset them for people (not too much 
power).  The challenge is to train everyone and 

get them ready to handle the load.  They have 

tried having people come in early for training.  
She’s putting together a binder – get Nitish to 



send Lawrence a copy of the binder – Cheryl to 

put on website 
▪ Mary Burden – Environment – she sits with new 

people for a shift if it’s their first time.  She tries 

to bring people back term after term.  She has a 
manual – she advises them of new things.  She 

asks them for feedback.  10-12 hours per week.  

9-11:30 and 1:30 – 4 for help desk in spring 
term.  They work on special projects as well.  All 

familiar with remote sensing and GIS and the 

other apps used in Environment.  Majority of 

questions are assisting with laptops.  They also 

help faculty and staff.  Makes people fill out an 

RT.  We should make sure to notify the CHIP 
when help desks are closed between terms and 

Cheryl should post this on the new website. 

▪ Sandra Laughlin – working with Will Lewis to get 
more software on the web for faculty and staff.  

We will have to figure out what we do with 

student software. 
▪ If it’s one stop shopping, do we let Retail 

Services do it, or we increase services? 

▪ Gordon – CS – not everyone knows they have a 
help desk.  Office is in the IT hallway – they 

need to advertise – doesn’t know what others do 

– do .  Glen Anderson recommends directional 
signs.  9 – 5 hours . 

▪ Lori – Lori collaborates with Gord on they do 

their own accounts and her co-op is doing 
documentation.  They also set up workstations 

and load software for staff and labs.  Easy to 
refer to the CHIP because it’s just downstairs.  

Working for them – they have a list of what the 

CHIP does on the door so they know where to go 
for those types of issues (wireless, email, etc).  

They use RT and make people put in work 

orders.  They  are instructed to put in an RT and 
they don’t do anything without one.  It’s their 

own RT implementation there – not the central 

one. 
▪ Steven Markan – Science ins unique and he 



thinks that’s part of the problem.  They are 

keeping things isolated and he would like to see 
more unification of web sites.  Why does 

everyone have their own telephone numbers.  

Why not a central call center.  Need to break 
down that barrier and unify the same things and 

keep the unique separate.  The Science students 

get bounced around and he is frustrated by that.  
He thinks that people are weakest in the first 

week on the job in the fall and that is our busiest 

time.  Students get frustrated if they’re not 

receiving good help by people who are not fully 

trained.  Science DOES have a help service 

contrary to popular belief. 
▪ Keith McGowan – Arts – defer to Lisa – more 

involved – retired people support – he believes 

that will be an increasing problem and Peggy 
says you should send them to the CHIP.  They 

get frustrated if they have to go somewhere 

else. 
▪ Peggy Day – CHIP – deals with all the same 

things on a heightened scale because they are 

the general helpdesks.  Don’t just send people 
off – some people you really have to hammer it 

it.  Follow up is important and having that final 

contact and making it personal is always a good 
thing to do.  Retirees – CHIP will deal with those 

people, new laptop set up, etc.  All jubilation 

users will be moving to mailservices in future 
over the summer months.  Initial email will be 

coming out in the next week (200 users).  June 
is when they’re trying to get it done. 2 gb limit 

on mailservices.  Peggy to copy the helpdesks on 

this email.  Training on the fly lots of time.  
Question from Charles – social media – facebook 

page, chat.  Both of their co-ops do this.  Half 

hour free support after that a flat rate of $30.   
Lawrence thinks it is silly that we support 

retirees.  Natasha Jennings will be looking at 

social media as part of her new communications 
position in Client Services.  She will be looking at 



this. 

▪ Lisa – Arts – 3 students – 1 help desk advisor, 
technical web advisor and helping with move to 

WCMS.  They also do front line help stuff.  The 

other 2 are technical and also look after 
deployment of workstations.  There is a wiki for 

them.  There’s a ton of stuff and its kind of 

messy. 
▪ Glen Anderson – he gets calls to go down to the 

CHIP or they can send people to him for Mac 

issues, etc.  Find out when your expert is around 

when you have someone coming in.   

▪ Lowell – one co-op student and their primary 

responsilibity is the help desk.  They participated 
in Housing training and thought it was very 

good.  Loosy goosy in AHS. 

▪ Optometry - No formal help desk. Advertising 
services is a big concern this year and looking at 

social media.  Proper seminars for their first year 

class this year.  Start off with a better 
relationship with them this year.  They see a lot 

of AHS students there as well as they spend a lot 

of time in their building.  There is some 
specialized stuff from undergrad students.  Their 

biggest failing is documentation for users.  

Central collection of instructions would be useful 
for them.  Cheryl putting this stuff on the new 

website 

▪ St. Jerome’s – first call comes to them.  Problem 
reports – they contact CHIP on their behalf for 

their customers.  Staff and faculty more than 
students.  Dorms take care of most of the 

ResNet problems and report.  Lisa can create a 

queue for them. 
▪ Nitish – after hours – referrals are the biggest 

challenge – mostly with faculties and specialized 

services.  When will things get looked after.  A 
list and contacts would be good for them to 

have. 

▪ Charles – more different – 140 staff – inward 
looking support – co-op student carries pager – 



moving equipment – no support for applications, 

etc.  They will be looking at this part of things 
and to mesh with the rest.  They appreciate the 

heads up Peggy gives him when they send 

someone over. 
▪ Question about ITIL training from Mary.  Pink 

Elephant will do an overview course and we will 

send 20-25 people from IST first to make sure 
the training is good before it is offered out to 

others.  Then it will be offered to campus – 

especially to FACCUS. 

▪ Student Printing initiative coming to a location 

near you. 

 
◦ Interest in implementing ITIL best practices 

▪ Interest in collaborating on these as a subsection of 

IT Best Practices project? 
10. Review agenda for HD Iniatives Part 2 meeting (if time) 

11. Champions List – off the software page of the IST website 

 There are contacts and champions (champions will be 
marked in the future with a *)  Champions are 

considered to be experts. 

 It was suggested to have a list of internal contacts of 
those people who wouldn’t mind support staff calling with 

questions versus having anyone on campus contact them 

for help.  Lowell is working on this list and will share the 
location with Cheryl for the internal staff website (only 

accessible by the people in this group) 

 Suggesting for improving the list – break into more 
columns (Mac vs PC) 

 
 

Action Items: 
1. Lisa – put together a mission statement and place it on the FACCUS website 

(also put it on the new helpdesk site) 
2. Sara – to share report on Help Desks at the end of her term 
3. Let Lisa know how many students you have on staff so she can check for 

training 
 

http://ist.uwaterloo.ca/cs/faccus/Agendas/FACCUSHDInitiativesPart2-Winter2013Agenda.html


Bob Hicks – Organize for Success 
 
IST re-organization done through external consultants.  The report they submitted 
re:  helpdesks was a recommendation that all helpdesks should be reporting 
through the same reporting structure on campus.  That really wasn’t feasible, but all 
helpdesks reporting to IST will report to the same person. 
 
Bob has requesting a help desk in Needles Hall 
 
2 requests for help desks from students – one stop shopping and no walking from 
students.  How we proceed when there is a need for a referral, how do we handle 
this.  We need to come up with a procedure for this going forward.  What if the 
person you send them to is away that day?  No walking?  He has spoken to Chris 
Read about a help desk in the SLC, but space is another issue there as well.  That 
discussion will continue.  The afterhours helpdesk has the ability to expand and do 
more.  Could the extended hours helpdesk be of help to other help desks that are not 
open in the evenings and on weekends.  If there is a critical service that you offer is 
down on a week end, you could pass on a number to the after hours desk so they 
know who to contact when there is an issue after hours or on weekends.  Specialized 
services are good – Mary is a good example – remote sensing and GIS.  Training is 
key.  We did document those services. 
 
We want to implement ITIL best practices procedures at the help desks.  Referrals is 
one of the most important things we can do a better job at. 
 
Sara is our co-op student this term and one of the things she will be doing this term 
is to report on how we can do a better job.  She will share her report with this group. 


