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Executive Summary

The Macintosh Computer Service Level Standard defines and outlines the relationship between North
Central Information Technology, the General Institution Computer Equipment Account Fund, the North
Central Mac User Group and the individual employee using a Macintosh computer on campus.

This Service Level Standard should assist in more expedient customer service, better communication and
better guidance on the level of support from the above areas.

General Overview

There are times when Faculty or Staff deems a Macintosh more appropriate for their work than the
Windows based PC normally provided by North Central and North Central’s Information Technology
Department. In an effort to accommodate these requests, yet maintain fiscal responsibility, guidelines,
support standards and agreements have been established.

Around 2002, Professor and Macintosh Coordinator Chair (Dr. Tim Berkley), Vice President of Business
and Finance (Cheryl Book) and Director of Academic Computer Technology (Scott Hayes) implemented a
system to allow Faculty to use their preferred system within the North Central System. The standards
have been modified over the years to reflect the changes in technology, the resources available and the
needs of the end users.

This document outlines the most current standards.

Roles and Responsibilities

Information Technology

Information Technology provides oversight to Fleet Management and network connectivity. They
maintain the General Institution Computer Equipment account and work with the Business and Finance
Department and the Accounting Department to procure equipment. When funds are available,
Macintosh computers are cycled for replacement on a four year rotation as normal Windows PCs. The
upgrade is the same as the original purchase. GICE will cover the same amount as a comparable
Windows based PC and the department will contribute additional resources if necessary.

Macintosh User Group

The Macintosh Users’ Group will provide a structure for Macintosh support issues now and in the future.
The group, in conjunction with Information Technology, will choose a chair for the Group in the event of
a vacancy. Mac issues and problems should be sent by email to the whole Mac Users’ Group or by
voicemail to the Mac Users’ Group chair. Through a list-serve arrangement, members of the group will
provide mutual support, as they are able. While members will provide mutual support according to the
constraints of time and ability, neither the chair nor any member of the group will be held to be
responsible to solve support issues. Macintosh users will cultivate a “culture of self-reliance.” Macintosh
users who believe they have a software or networking problem will address those problems through the
Mac Users’ Group chair or designated alternates, who will determine if the problem requires a call to



the IT help line. When members of the Users’ Group cannot solve a support issue, the user with the
issue will be responsible to contact Apple Computer themselves, under the terms of the 3-year support
contract.

Service Level Standards

This section defines the procedures and steps necessary to accomplish service for Macintosh Computers
on campus. These Standards only cover equipment within approved infrastructure standards and non-
legacy systems (systems no long compatible with North Central Infrastructure). Information Technology
determines what hardware or software is compatible with NCU network and systems.

Approved standards:

Operating System 10.3.11
256MB RAM

40GB Hard Disk

10/100 Ethernet

Purchasing a Macintosh Computer

A North Central Faculty member who desires a Macintosh for work purposes must present their request
to their Department Chair. Upon approval the Chair may bring the request to Academic Affairs.
Academic Affairs with input from the Business Office and Information Technology, will determine the
eligibility for this request. If approved, Information Technology will work with the user to obtain the
system. Users purchasing machines without the proper permissions will be subject to disciplinary
actions. North Central will not reimburse Faculty or Staff if they purchase a Macintosh computer and
request a refund.

At no time on campus can the number of Faculty Macintoshes exceed one third of full-time faculty.
Macintosh computers purchased will have speed, usability, and pricing comparable to current PC use on
campus. Any additional costs for purchasing Macintosh computers over PCs must be approved and paid
for by the requesting department.

Macintosh Computers purchased with General Institution Equipment funds are considered part of the
NCU Fleet and receive the service outlined within this document. The purchase must include a three
year hardware and software support agreement.

If GICE funds are not available, departments may pick up the full purchase price; however, the
Macintosh computer becomes part of the NCU Fleet and receives the service outlined within this
document.

The cost of purchasing and maintaining of Macintosh software becomes the sole responsibility of the
user or the Macintosh User Group. Any licenses or maintenance contracts must be filed with the

Information Technology Department to assist in reassigning a laptop when a user departs. Users who
put non-NCU software on an NCU Macintosh will be solely responsible for any related support issues.



Users will be responsible to set-up their own software preferences, email accounts, browsers, and
network connection settings when necessary.

Information Technology maintains the replacement schedule of all GICE computers. Computers may not
be redistributed to other users or departments without direct coordination with Information
Technology.

Faculty Members bringing their own Macintosh computers to campus will receive the Macintosh Service
Level Standard.

Staff members requesting a Macintosh computer must prove their work cannot be effectively or
efficiently done on a PC. Staff members are strongly discouraged from receiving Macintosh equipment.
To date only the Media Relations and University Relations departments are authorized to have
Macintosh Computers.

Support Issues
Information Technology requires all systems to be compliant with this policy before support is rendered.

Initial Setup

I The end user will be responsible for setting up the Operating System when a Macintosh is
deployed. Information Technology will record the MAC Address and serial number, and then
assign the Macintosh a computer number. All other setup is the responsibility of the end user.

9 The end user will be responsible for installing any required software for Macintosh computer.
Information Technology will sign out the software to the end user for the installation. The
software along with any product keys must be returned to the Information Technology office no
later than 72 hours after issued. The end user may put the software on North Central owned
computers only.

File Transfers
9 If an end user receives an upgrade through General Institute funds, they will more than likely
need to transfer the files from the old Macintosh to the new Macintosh. Information Technology
will allow the end user to have both computers in hand for a period of no longer than 72 hours
from the time the new Macintosh has been received. The old Macintosh must be returned to
Information Technology within the specified time frame.

Printing

I Macintosh users with printer problems must contact the Macintosh User Group first for
assistance, unless a recent update in Information Technology caused the failure.

9 Special Fonts and Printers — Some Windows based network printers do not support special
character or Macintosh fonts. The use of special fonts is discouraged. Any questions regarding
special fonts and their printing issues should be directed to the Macintosh User Group or the
appropriate support contract.

9 Password Changes and Printers — Macintosh Computers not printing due to password upgrades
may direct their call to the Technical Support Center. Information Technology will assist in



verifying that the NCU password is working with all infrastructure systems. If the printer still
does not work the Macintosh user must contact the Macintosh User Group or their support
contract.

Incompatible Macintosh with Printer Server — At times certain Macintosh systems are not
compatible with network printers or servers even though the computer system falls within
approved standards. In this case Information Technology will not be able to set this machine to
print on the network and may require the department to purchase additional or specialized non-
networked printers. The cost is the responsibility of the department and becomes the property
of North Central University.

Wireless Access

1

Setting Macintosh Wireless — Information Technology will provide basic setup instructions with
the proper links and information. However, computer configuration varies per computer and
adjusting any configuration requires assistance from the Macintosh User Group or from the
Apple Support contract.

Personal Macintosh Wireless - Information Technology will provide basic setup instructions with
the proper links and information. However, computer configuration varies per computer and
adjusting any configuration requires assistance from the Macintosh User Group or from the
Apple Support contract.

Wired Network Access for Internet

T

Broken Network Jack — Information Technology will maintain the network jack on the wall. If
there seems to be no network connection contact the Technical Support Center. Tech Support
will test the jack on the wall and verify connectivity. The connection from the wall jack to the
computer is the responsibility of the end user or the Macintosh User Group. If Information
Technology verifies connectivity and still no Internet connection is established the end user may
have a configuration issue and must contact the Macintosh User Group or Apple Support.

Network Access

T

Beginning during the summer of 2009, Macintosh computers will be able to access the network
drives (N: and P: Drives). Upon request, the Technical Support Center can provide a how-to
document to the end user that explains the typical configuration. Any further problems will
need to be directed to the Mac Users Group or Applecare.

Classroom Use

T

End users are responsible for the total connection and support of Macintosh in the classroom.
Windows workstations are provided in the classrooms for ease of use with the North Central
infrastructure.

Administrator Password Resets

1

End users may receive the administration disk from the Technical Support Center in order to
restore the administrator password. The user will be required to check out the disk and return it
within 24 hours. Further instructions will be supplied by the Information Technology
Department.



Dual Boot/Windows Parallels Systems

T

Information Technology in 2009 attempted to support the Windows side of a dual
boot/Windows Parallel on Macintosh computers. The support for this became complicated,
requiring additional licensing for the Windows applications and a blurring of responsibility
issues. Therefore, Information Technology will no longer service or procure the Windows side of
a Dual Boot or Parallels system except on the current serviced system: University Relations,
(Nate Ruch).

Operating System Upgrades

1

Operating system upgrades are the responsibility of the individual Macintosh users. The
upgrade version of the software must be approved by Information Technology. Macintosh users
are responsible to back up their files before they perform and upgrade. The user will be required
to check out the Operating System disk and return it within 24 hours.

Microsoft Office

T

Information Technology will supply the latest version of Microsoft Office for Macintoshes for the
end user. Macintosh users may download the software via Unet.

Information Technology will supply general information on how to setup Entourage with North
Central staff e-mail accounts. If a Macintosh user still cannot get Entourage to work properly,
they may contact the Macintosh User Group or Apple Care for assistance.

Antivirus Software

T

Information Technology will provide Antivirus software for Macintosh users. If any further
problems arise, the Macintosh user may contact the Macintosh User Group or Apple Care for
assistance. Macintosh users may download the software via Unet.

Recommendations

1

End users are strongly encouraged to set a screen lock on their Macintoshes for security
purposes. This helps secure private, confidential and FERPA related materials. Beginning during
the summer of 2009, Macintoshes will be able to access their network drives directly from their
computers which will create another area of possible insecurity of private information. Since
Macintoshes are not centrally managed, it is the responsibility of the individual user to setup
screen locking on their workstation. Typically this can be done by setting to screen saver to 15
minutes and selecting the requirement to enter a password when waking from the screen saver.
Information Technology strongly recommends all Macintosh computer users to back their files
up to the network drive. This can be archived through the new Fileserver (N drive) directly.

Fine Arts Macintosh Lab
The Fine Arts Macintosh Lab is funded and supported by the Fine Arts Department. All equipment in the
lab is replaced from the Fine Arts Department. Information Technology maintains the Windows

Workstation and ceiling projector.



Historical Documentation

Original Macintosh User Agreement

Macintosh Computer Purchase and Support Policy

Policy Date: July 31, 2006

Policy Version: 1.0.0

This report is being presented for information and response. Formal approval may not be required.

An agreement has been reached for the purchase of Macintosh computers for faculty members who have a strong
need for them. Thi s ni{sabouwone thid M the fedifneafaculty. Wy liaye the eppartunisy e

to purchase Macintosh computers for fAMac facultyd who |
represents a significant portion of the budget for this year. As part of this agred¢ine maximum number of

faculty members who have NCU Macintoshes will be capped at one third of the faculty.

The agreement has two major components:

1. Macintosh computers purchased will have speed, usability, and pricing comparable to PCs selected for
purchase. Macintosh purchases must receive department approval for faculty to receive them. Any
additional cost for purchasing Macs over PCs must be approved and paid for by the departments involved.
These costs may not always exist and should never balecatsle. Those who prefer a desktop
Maci ntosh, or who belong to a department wunwilling
compared to a PC laptop, will receive a less expensive desktop Mac with no cost to the department. All
computers, aftware, and related equipment purchased with NCU or departmental funds remain the
property of NCU.

2. Our IT department is not equipped to support the Macintosh platform. IT will be responsible to provide
support only for networking and software issues #natnot Macintosispecific. For all other issues, the
alreadye x i sting AMarcelciudnaowee wifl sebdcome more formali ze

Because this policy has universityde effect, Cheryl Book suggested we present a report to the Academic Affairs
Committeebefore making a purchase.

Respectfully Submitted,
Ti mot hy W. Berkley, Chair, NCU Macintosh Computer User

Scott Hayes, Director of Academic Computer Technology



Current Macintosh User Agreement

- AAET O1 OE 50A060 ' COAAI AT O 011 EAU
Policy Date: une 1, 2009

Policy Version: 2.0

This agreement is to be signed by all faculty members of NCU prior to purchasing an NCU supplied Macintosh
computer. It represents the NCU policy concerning the purchase and support of the Macintosh platform.

The maximum number of faculty members who have NCU Macintoshes will be capped at one third of the faculty.
Faculty members who already have an NCU-supplied PC will have to return it in order to receive a Macintosh.
Macintosh purchases must receive department approval. At the discretion of the Vice President for Business and
Finance, it may be required that any additional cost for purchasing Macs over PCs be approved and paid for by the
departments involved. All computers, software, and related equipment purchased with NCU or departmental
funds remain the property of NCU. Each computer must have a 3-year hardware and software telephone support
contract through Apple Computer and must install Anti-Virus Software.

The Information Technology Department will be responsible for upholding a Minimal Service Standard or services
at a minimal standard requiring end user self support or non-NCU support such as a user group or an outside
vendor. North Central has a Macintosh Users’ Group which provides a structure for Macintosh support. The
group, in conjunction with Information Technology, chooses a chair for the Group in the event of a vacancy. Mac
issues and problems may be sent to individual users in the Macintosh User Group or emailed to the whole Mac
Users’ Group. While members will provide mutual support according to the constraints of time and ability,
neither the chair nor any member of the group will be held to be responsible to solve support issues. Macintosh
users will cultivate a “culture of self-reliance.” All Macintosh users are required to participate in the Macintosh
User Group. When members of the Users’ Group cannot solve a support issue, the user with the issue will be
responsible to contact Apple Computer themselves, under the terms of the 3-year support contract.

Users who put non-NCU software on an NCU Macintosh will be solely responsible for any related support issues.
Users will be responsible to set-up their own software preferences, email accounts, browsers, and network
connection settings when necessary.

| understand and agree to the policy stated above.

End User Signature: Date:

Information Technology Representative: Date:

Macintosh Computer Information

Model of Macintosh:

MAC Address of Machine:

Serial Number:

Software Issued:




