
An Introduction to 4Help

The Front Door for Division of IT Support at Virginia Tech

Presenter
Presentation Notes
Introductions:  We can each state our title and role



History of Division of IT Support @VT

• Circa 2000: Several disparate units made up "IT Support"
• 2005:  Assistant Director of Support position created

o Support still two separate units:  “VTOC” and “UCS”
• 2008:  Manager, UCS retired
• 2010:  Inherited University Switchboard
• 2014:  Creation of Information Center
• 2015:  Reorg of NI&S and decommission of NOC
• 2016: Creation of ITE² announced
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Presentation Notes
JL:  Around 2000, there were “computer operators”, a university switchboard, a NOC (network operations center), and 4Help (UCS) helpdesk – there was no real cohesive “support unit”

2005: The groups were brought under the umbrella of Network Infrastructure and Services, the unit responsible for networking, phones and some infrastructure and the asst dir of support position was created – I was the successful candidate

There were still 2 units, not co-located, and not really working together
VTOC:  Consisted of a 24x7 call center (mostly re-homed computer operators) and a NOC devoted to network issues
The “call center” concept came from a need to find positions for computer operators who were no longer needed in that role.
UCS:  University Computing Support – a group made up of mostly desktop support folks who handled escalated tickets and ran around campus providing DTS support – branded as "4Help" as early as the late 90s

2008:  Manager of UCS retired and I inherited 10 direct reports
I began thinking about how we could retool the IT Support organization to make it more effective
2010:   University SB was moved into the VTOC because they were in a mouse infested basement in another building (NOT kidding!)
2014:   Began merger of VTOC so that all staff (call center and switchboard) could take ALL types of calls
purpose was to create an optimized, state of the art, 24x7 INFORMATION CENTER providing front-end support for all CIT services and SB calls
involved about 2 years of cross-training to come to fruition
2015:  NI&S was reorganized, we lost our NOC Manager and the NOC was decommissioned – the IC began taking all initial calls for network support 
The Information Center became THE front door for all first level support for the entire Division of IT, including network and phone support
March 2016:  Announcement of the creation of ITEE
IT Support (4Help) became User Engagement within ITE²








Implementation

• Information Technology Experience & Engagement (ITE²) is focused on 
collaboratively evolving and actively ensuring a high-quality user experience 
when interacting with the Division of Information Technology. ITE² serves as 
the “front door” for users across the university, providing support and 
coordination of activities. ITE² also works closely with Division units to 
continuously review and improve the user experience. The unit’s work is 
divided across three primary functions:
o User Engagement: the main point of engagement for users including areas 

such as: the IT Information Center (a call center open around the clock, 365 
days a year) and 4Help 

o Experience Design and Improvement: dedicates team members to working 
across the IT organization to improve the user experience

o Communications and Outreach: includes team members focused on 
communications, documentation, and customer outreach
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Presentation Notes
Claire:  Our articulated mission statement 

Conducted peer benchmarking to determine desirable structures & needed functional areas to meet these goals






User Engagement: The Landscape Changes! 
• University Computing Support, the VT Operations Center, the 

Switchboard, and Communications partner to form a cross-
organizational team that serves as the “front door” for users 
across the university, providing support and coordination of 
activities
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Presentation Notes
LUKE:  Description of User Engagement part of ITEE – pull up our Service Catalog entry:  https://vt4help.service-now.com/sp?id=sc_cat_item&sys_id=8353be880ff30e00005de498b1050e74   




4Help: How can you get in touch?

• Portal Help Requests at 4help.vt.edu
o User-generated requests for assistance; typically respond within 15 

minutes during standard business hours either by phone or email
• 4Help is always available by phone at by calling 231-4357. 

Tier 1 Agents are available 24 hours a day 7 days a week
• We also offer in-person computer support in two locations:

o Torgersen Hall Bridge, Monday through Friday from 12:00-5:00pm
o Appointments for in person support at the CRC can be requested

• For reference: 4Help Service Catalog Entry
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Presentation Notes
LUKE:  4Help provides support to users in many ways.  
bring up MAIN 4help.vt.edu page:  show SC, KB and how to put in an incident



http://4help.vt.edu/
tel:231-4357
https://vt4help.service-now.com/sp?id=sc_cat_item&sys_id=e4650133dbc45f841c1e86171b96198a
https://vt4help.service-now.com/sp?id=sc_cat_item&sys_id=8353be880ff30e00005de498b1050e74


Faculty and Staff Technology Resources(FASTR) 

• Support escalations from 4Help
• Partnering with Distributed IT
• VIP Support
• Administration of various applications and servers (e.g., 

BigFix)
• Administrative Computer Refresh Program
• Oversees electronic equipment disposal for Surplus 

Property
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Presentation Notes
Carol – description of each service




Special Programs

• New Student Orientation
o Assist all incoming students in getting 

their 2-factor authentication setup
o IT and Security focused presentation

• Get Connected
o Help new students in getting their 

computers and software setup for a 
successful semester

• Gobblerfest/Staff Appreciation Day
o Give out swag to students/staff so they 

know how to get technical support
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Presentation Notes
JL:  Unfortunately, Ryan Gorkhalee, our Student Programs Manager is at a conference this week and couldn’t be with us. 

4Help has a variety of outreach and support events staffed by our student consultants. 

We help incoming students during orientation with their 2 Factor Authentication so that they are able to register for classes as well as give a presentation on everything they need to know about computing at Virginia Tech. 
Get Connected is our program at the start of Fall semester to coordinate our busiest time of the year. It's our busiest time of year for support, and we help new students get their devices and software set up to ensure that they are prepared for class. 
We also have events such as Gobblerfest and Staff Appreciation day, where we give out prizes and make sure people know who we are and how they can contact us. 



Distributed IT Partnerships and Engagement

• Incident management, 
catalog, and other 
partnerships on a common 
platform to promote shared 
awareness and better 
support

• Techsupport
• Departmental Computing 

Support Symposium
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Claire:  Incident partnerships 

JL:  We have a google group, techsupport, where folks in information technology (central and distributed), or those simply interested in technology issues at VT, can discuss topics of interest or ask questions
We also host DCSS:  Departmental Computing Support Symposium, a biannual event designed to bring together members of the Division of IT and our distributed IT partners.  
AND we like to have fun DCSS:  ITEE -- Halloween 2016




Thanks for Letting Us Talk with You Today! 

Claire Krendl Gilbert
Executive Director, ITE²
gilbert@vt.edu

Lucas Sullivan
Assistant Director, IT Support
Lucas.Sullivan@vt.edu

Joyce Reish Landreth
Deputy Executive Director, ITE²
jlandret@vt.edu

Carol Hurley
Associate Director, FASTR
Hurleycj@vt.edu
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Presentation Notes
JL:  We’ll take just a few more minutes of your time for questions…

Thanks for coming!  Feel free to reach out to any of us with additional questions.  Here is our full contact information.  

mailto:gilbert@vt.edu
mailto:Lucas.Sullivan@vt.edu
mailto:jlandret@vt.edu
mailto:Hurleycj@vt.edu
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