CD/CSS
ESE Support Requirements
This document outlines ESE support requirements, how they are presently managed, and recommendations on improving management where necessary. 
ESE Support Requirements
Background
The ESE department provides OS, software and hardware support to their engineers and test stands. This is accomplished with a subset of time by three people: Rick Kwarciany, Ken Treptow, and John Chramowicz
.  This document seeks to identify the needs of the ESE department and identify the most efficient way to support their systems with resources available inside the Computing Division. 
Requirements
This section outlines the specific support requirements provided by ESE, how support is provided and whether the support can be better provided by a central service.  

Task: Remove/Add test stands and new/rebuilt desktops in the Fermi domain in a timely manner. Some ESE test stands need to be rebuilt because of problems with the system or re-definition of the test stand purpose and this requires the ability to add the system back into the domain. Some test stands may remain powered of for a period of time causing them to be removed from the domain. 

New or rebuilt ESE desktops require addition to the domain.

Current Support: Ken, John and Rick provide this service for ESE.

Recommendation: Test stands should always be left on so that they can report into the site SMS server and site AV service. If a test stand is left off for a period of time that causes it to be removed from the domain then the system can no longer be considered safe to participate on the FNAL network and should be rebuilt. 
ESE support people should continue to have the ability to add systems to the domain. 

Task: Reset user passwords in a timely manner.

Current Support: Ken, John and Rick provide this service for ESE.

Recommendation: Make use of the CD helpdesk to reset user passwords. 
Task: Machine Configuration. Presently the ESE machines are built with the FERMI windows CD, ESE Support then installs and configures standard software and special applications based on the Engineer’s needs. In many cases an Engineer may have different versions of the same software on their system. 
Current Support: Ken, John and Rick provide this service for ESE.

Recommendation: CSS should work with ESE to automate the builds as much as possible via SMS and Active Directory. This is something CSS expects to make available to the lab over the next year. ESE Support will need to continue to install special applications.
Task: Local Admin Rights. ESE users have full admin rights on their computer system so they can download software and perform various other tasks without bothering the ESE Support group. 
Current Support: N/A

Recommendation: CSS and CST recommend that users not be allowed to run with admin rights. There are several ways that this goal can be achieved. CSS will provide documentation and software tools to allow the Engineers to elevate rights when necessary then remove them. CSS will work with ESE to train the Engineers to work in this environment. 

Task: Security Updates/Anti-virus. Presently ESE support patches and maintains security updates for their systems outside of the CD updates.
Current Support: Ken, John and Rick provide this service for ESE.

Recommendation: As the lab moves toward a central patching structure, ESE should participate. The patching updates will be provided on a regular schedule and the rollout of the patches will be handled by the SMS administrators. 
Task: Management Reports/Tools. CSS provides many reports and tools for managing and tracking FNAL owned systems. 
Current Support: Ken, John and Rick currently have access to these reports and tools.

Recommendation:  ESE Support should continue to have access to these tools and reports.
Task: Hardware Management. Support needs to be provided for the Engineering desktop tops and teststands in a timely manner to prevent loss of worktime. New systems should be purchased that meet the Engineers or application requirements as well as the lab supported OS requirements. 
Current Support: Ken, John and Rick provide this service for ESE.

Recommendation: In keeping with the Division Heads requirements, these systems should be maintained by Decision One. New systems can be ordered by CSS with input from ESE support.
Task: Software License Management. Most of the engineering software requires some type of license management. If the service fails the engineers will not be able to work. 
Current Support: Ken, John and Rick provide this service for ESE.

Recommendation: The present license server is running on outdated and unsupported hardware. It is recommended that ESE examine the possibility of moving the licenses to the site license service or, at a minimum, replace the hardware with a server quality box (dual supplies, striped disks,dual memory) located in the FCC2 computer room. 
Summary

The CSS and ESE support people can work together to make better use of central services which should reduce effort for ESE and only cause a slight increase in support for the CSS desktop support personnel.

One recommendation not addressed above is whether the ESE sub OU in the Windows Fermi domain should be removed. After discussing the needs of ESE we recommend that the ESE subOU remain but that the user accounts be moved up to the CD OU. The ESE subOU will continue to hold desktop and teststand computer accounts. This will allow CSS and ESE to better manage these systems.  
It is recommended that ESE follow the CD model of requesting computer assistance. 

	ESE Support Effort for Nov. 05 – Oct 06

	
	Nov
	Dec
	Jan
	Feb
	Mar
	Apr
	May
	Jun
	July
	Aug
	Sept
	Oct

	Rick
	5
	5
	10
	5
	3
	4
	3
	5
	3
	3
	5
	4

	Ken
	11
	15
	10
	15
	15
	15
	15
	10
	10
	18
	15
	10

	John
	10
	10
	10
	15
	10
	15
	15
	5
	5
	15
	5
	5

	Total FTE
	.26
	.3
	.3
	.3
	.28
	.34
	.33
	.20
	.18
	.32
	.25
	.19
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� See Effort summary table at end of document for effort break down per month. Data taken from CD Effort report system.
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