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APS IT Help Desk
Support Team

 AOD/IT Group
– Team of 21 full-time employees, 1 STA, and 1 co-op student

 Degreed and professionally certified
Wealth of technical expertise (over 400 years of experience in the field)
Work together to resolve complex IT problems
 Each IT professional has multiple duties

– Help Desk
– Beamline support
– Infrastructure maintenance (Network, Servers, …)
– Projects (Infrastructure, user requested,…)
– Other Assignments



3

AOD/Information Technology Group
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Remote Access to PC-based Instrument Project
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Scope Signal of "SR P0 Bunch"
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APS Streaming Video Requirements
 10/2003 Committee of those interested in streaming video formed to

explore
– Project requirements
– Current technology
– Rick Fenner led APS participation: Ken Sidorowicz, Rodney East,

Steve Shoaf, and Chris Klaus
 Video project requirements

– Integrated presentation: video and slides
– Presentation viewable by all APS supported platforms

• Solaris
• Linux
• MAC OS
• Windows

– Prefer freely downloadable client
 Committee identified SofTV Presenter software solution
 Hardware solutions were examined

– Too expensive
– Locked into hardware
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Streaming Video Infrastructure and Software

Capture: XStream SofTV Presenter

Publish: Macromedia Dreamweaver

Real Network’s Helix Internet Server
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APS Streaming Video Project Web Presence
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APS IT Liaison to the CATs

 Assist APS-CSPR in CAT compliance with ANL and DOE Cyber Security
Policies

 Assist in facilitating their access to APS Services: email, web, …
 Assist with any APS or ANL IT related projects: MS Software Inventory,

RHE Linux licensing,…
 Assist with CAT DNS registrations with APS DNS Server
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User Access to IT Support within the APS
 Log a support case within APS Help Desk System

– Simple Web page for submitting and monitoring requests
 IT Phone Support 2-9273
 Contact IT Group Secretary, Diane Wilkinson, 2-7810
 Page IT staff directly
 Contact IT Group Leader, Ken Sidorowicz, 2-6699
Off-hours support:

– Contact MCR 2-9424
– Contact Floor Coordinator on duty 2-0101
– Operators and floor coordinators contact IT staff via emergency on-

call phones
 Arrangements can be made for IT staff availability off-hours and off-site

– APS-UO Meeting, web-camera and video camera/Netmeeting
– Future Scientific Directions for the APS and Strategic Planning

Meeting at the Abbey in Lake Geneva, PCs and network support

IT professionals are reachable 7x24 for emergencies
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Help Desk Productivity

One measurement of productivity is via Help Desk statistics
 It’s important to note that these statistics do not capture everything:

– Help desk cases range in complexity
• Some involve multiple problems (not always 1 to 1)

– Some problems are not recorded in the help desk system
• Walk-ins, walk-ups, emails, and phone calls
• Helping others in group troubleshoot help desk cases
• Return cases (“1 more thing”)

– Maintaining infrastructure (Servers, Backups, …)
– Other projects
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FY2005 Distribution of Help Desk Requests
Windows PC cases

– Represent over 40% of the 5,250 FY2005 Help Desk Requests
– 8 Windows administrators
– Average of 263 closed cases/admin per year (in addition to other duties)
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Help Desk/Windows Administration Goals

 Strive to:
– Improve overall efficiency
– Decrease cost of IT support
– While maintaining high quality IT support:

• Minimal response times, follow-up, service with a smile, resolve
problems to the user’s satisfaction,…

 How?
– Standard PC hardware
– Standard PC software: operating system and applications
– Standard PC Windows image
– Evolving PDA standards as industry matures
– Remote administration
– Communication with users

 APS User feedback regarding Help Desk
– Invaluable
– Used as a compass to guide future directions
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APS Windows Desktop Administration
Accomplishments FY2005

On average, 22 new help desk cases/day
 Closed 2,100 Windows PC help desk requests
 Deployed 101 new Windows PCs
 35+ Recycled PCs
 59+ PCs sent to surplus
 Virtually eliminated Windows NT in APS

– 8 NT systems tied to instruments and special applications
Made great strides in eliminating cyber security vulnerabilities

– September 2005 scans reported no windows desktop deficiencies
 Have switched our support model to remote administration and

assistance
 Performed inventory all Microsoft client software: Windows, Office and

other applications within APS to comply with Laboratory call
 Performed upgrades of Microsoft Office, removed unnecessary Microsoft

software: Front Page, Visio,… on APS Windows desktops
 Contributed to other APS projects: wireless upgrades,…
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PC Recycling Initiative
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Windows Desktop Initiative

Migration to Windows XP within APS
– remote administration and assistance
– 465 Windows XP PCs and Laptops*
– 304 Windows 2000 PCs and Laptops*
– 8 Windows NT PCs

Windows 2K to XP upgrade project in progress
*Including home systems
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APS Standard Windows Operating System

Why standardize on Windows XP?
– Improved security
– Improved mobile computing support
– Enables remote support infrastructure
– Improved device support (PnP)
– Improved power management



19

Windows XP Remote Administration

 Remote Desktop Connection
– Admin logs in and takes over PC

Console
– User can access their desktop

and hard drive from anywhere*
 Remote Assistance

– Remote Assistance
• Admin requests Remote

Assistance connection
• User approves
• Admin joins user session with

user’s profile
• Both user and admin viewing

console and interacting with
operating system and
applications
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Windows XP Hardware Requirements

256 MB

P3 500 to 866 MHz

APS
Minimum “Practical”*
Requirement

128 MB64 MBRAM

P2 300 MHzP2 233 MHzProcessor
(1-2)

Microsoft
Recommended
Requirement

Microsoft
Minimum
Requirement

Component

*Practical: Based on resource requirements of today’s operating system and

applications
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Intel Processor Evolution

 Current APS Standard Desktop unit:
– HP Compaq dc7100 Convertible Mini-tower
– 3.2 GHz, 512 MB, 40 GB hard drive
– Factor of 10 times faster than P2 technology still

in use at the APS

1300 to
3800

Pentium 42000

450 to 1400Pentium III1999

233 to 450Pentium II1997

60 to 200Pentium1993

25 to 100804861989

16 to 33803861985

8 to 12.5802861982

Processor
Speed
(MHz)

ProcessorYear

500-866 MHz
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IT Cost Savings can be Realized at the APS

 Elimination of outdated PC hardware
– 499 APS Employees
– 780 Windows PCs (not including servers)
– 1.5:1 ratio of PCs to Employees
– P2 and early P3 technology (233 to 750 MHz) is 6-8 years old

• Painfully slow to service and use
• Below APS “practical” minimum requirement
• Need to be replaced

 Progress in past year
– 11/10/2004 <= 450 MHz PCs: 70
– 10/12/2005 <= 450 MHz PCs: 38
– In past year, ½ of <= 450 MHz PCs have been eliminated

 Today, <= 750 MHz PCs: 135
– Still work to be done
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Windows Administration Staffing Level

 Last hire, M. Westbrook 02/2004 as a replacement (T. Smith)
 Last increase in Windows administrators was 2000 with hire of C.

Dannenberg
 Since 2000, 8 Windows administrators have been supporting “more and

more”:
– PCs, laptops, and tablet PCs
– Beamline PCs
– Techno-gadgets
– Operating System migrations: W98 and NT4->W2K->WXP
– Others

 Keeping up has been a challenge that we continually strive to meet
When short-handed, response time and quality of service suffer
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Variety of Other PC Equipment Supported
on a Daily Basis
 Variety of PDAs
Modems cards
 Printers and plotters
 Scanners (local and network-based Canon)
 Projectors
Wireless Access Points
Wireless NICs
Wired and wireless routers for home use (Linksys)
Web cameras
 Computer-based Oscilloscopes
 Digital cameras
 Various peripherals: floppy drive, disk drives, USB memory sticks, card

readers, track balls, wireless keyboards and mice
 Card Key Systems
 Vocera wireless transmitter/receiver
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Windows Desktop Administrators

 Ryan Brody
 Tad Budraitis
 Tim Hentsch
 Christy Dannenberg
 Steve Potempa
 Darryl Reigle
 Jason Stevens
Mary Westbrook
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Questions?

 Thank you for you time and attention
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What’s included in Windows Desktop Administration? (1)
 PC Hardware: Desktops, Laptops and Tablet PCs

– New Installations
– LAN integration
– Replacements and Upgrades
– Warranty claims through vendors
– Research hardware upgrades
– Surplus equipment

Microsoft Software
– Windows Operating System, IE and Office Suite

• Maintain current Windows Service Pack levels
• Upgrades and recommended updates
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What’s included in Windows Desktop Administration? (2)

Other Software
– McAfee antivirus

• Maintain current engine and definition files
– Other applications

• Citrix ICA client, Exceed, PSP, Acrobat, Dreamweaver, Autocad, …
• Work with vendor to resolve technical and licensing issues

 Email client
Maintain Windows PCs current with ANL and DOE cyber security policies
 Password assistance

– LDAP (Unix and Email)
– APS Windows Domain
– ANL Domain

 Proactive approach to desktop support
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IT Support Request Web Page
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Ease of IT Problem Submission & Monitoring
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Support Access to APS IT Help Desk

 Support staff can perform the
following tasks:
– Create, update, and

resolve support requests
– Search for and view

assigned support requests
– Create and look up

potential solutions to
support requests

– Create support requests
– Track requester information
– Generate reports
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New Remedy Help Desk
Version 6.0

 Remedy Help Desk upgrade of the current system's hardware and
software, including:
– Setup and installation of a new server
– Installation of the latest server and help desk application software

packages
– Customizing the out-of-the-box application to meet our needs
– Manually importing data
– Full testing before deployment
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Benefits of the
Remedy Help Desk v6

 Vendor support
 Enhanced user interface
 Built in knowledge base
 Self-service options for users
 Increased reporting options


