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Charge 
Investigating an improvement in Macintosh suppƻǊǘ ƛǎ ƻƴŜ ƻŦ L¢{Ωǎ YŜȅ ƛƴƛǘƛŀǘƛǾŜǎ for 2006.   This document outlines  
efforts taken to assess the needs for Macintosh support on campus. 

Project Efforts  
The Mac Support Needs Assessment team engaged the campus community (both IT support staff and Mac Users) 
with the following questions in mind: 

1. How do you use Macintosh computers in your work?  What is your motivation for using Macintosh 
computers? 

2. Where do you currently get support for your Macintosh computers? 
3. What Macintosh support resources work well? Do not work well? 
4. What changes in Macintosh support would you like to see? 
5. Who else should we talk to? 
6. How are other peer institutions handling Mac support? 

 
Beginning with those questions, the Mac support team: 

¶ Convened a core group to engage the campus 

¶ Conducted two rounds of interviews with campus Mac users and IT support personnel 

¶ Created and revised a set of themes based upon interview data 

¶ Surveyed peer CIC & regent universities regarding Mac support efforts 

¶ Analyzed available data regarding the campus Macintosh population 

¶ Revised our themes and created an initial set of broad recommendations 

¶ Reviewed themes and recommendations with internal and external partners 

¶ Created and charged an implementation team with developing concrete plans based on 
recommendations. 
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Interview Schedule  
 

Who Department Role Date 

Aletia Morgan CLAS IT IT Support\Mac User May 3, 2006 

Sue Otto Language Media Ctr IT Support\Mac User May 4, 2006 

Jim Pusack German Mac User May 4, 2006 

Tom Rocklin Associate Provost Mac User May 4, 2006 

Jan Fassler Biosciences Mac User May 4, 2006 

Tracy Scott ITS Help Desk IT Support\Mac User May 4, 2006 

Ben Lewis IMU Marketing Mac User May 4, 2006 

Jim Duncan Info Commons IT Support May 5, 2006 

Scott Fiddelke Info Commons IT Support\Mac User May 5, 2006 

Dave Eichmann Info Sciences Mac User May 5
, 
2006 

Chris Wilkins University Relations IT Support\Mac User May 31, 2006 

Lisa Troyer Sociology Mac User May 31, 2006 

Steve Alessi College of Ed. Mac User May 31, 2006 

Lola Lopes Associate Provost Mac User May 31, 2006 

Axel Ruprecht Dentistry Mac User June 1, 2006 

Christopher Smith Internal Medicine IT Support June 1, 2006 

Faculty COM Mac User June 1, 2006 

Marc Wold Biochemistry Mac User June 1, 2006 

Paul Reimann Anat/Cell Biology Mac User June 1, 2006 

Chris Roy Art and Art History Mac User June 1, 2006 

Patrick Duffy HCIS IT Support July 14,
, 
2006 

Paul Soderdahl UI Libraries IT Support July 17, 2006 

Lance Bolton ITS IT Support\Mac User July 20, 2006 

Mac Administrators Various IT Support\Mac User August 16
, 
2006 

CITL Various IT Support November 10, 2006 

ITS Staff Various ITS Depts. IT Support January 8
, 
2007 
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Summary of Themes from User Interviews  

How do you use Macs & what is your motivation for using Macs? 

For users interviewed, using a Mac was ǘȅǇƛŎŀƭƭȅ ŀ άǇŜǊǎƻƴŀƭ ǇǊŜŦŜǊŜƴŎŜ,έ ƻǊ ōŜŎŀǳǎŜ ǘƘŜȅ ŀǊŜ ŀ άƭŜƎŀŎȅ ǳǎŜǊέ 
ŎǊŜŀǘŜŘ ƻǳǘ ƻŦ ŀ άaŀŎ ƭƛŦŜǎǘȅƭŜΦέ aŀƴȅ ƛƴǘŜǊǾƛŜǿŜŘ indicated their preference for Macintoshes was based on a 
need for specialized graphics and media applications or on a need to interface with specific instruments within 
their research labs that is ƻƴƭȅ ǇƻǎǎƛōƭŜ ǳǎƛƴƎ ŀ aŀŎΦ {ƻƳŜ ƛƴǘŜǊǾƛŜǿŜŘ ƎŀǾŜ άǎŜŎǳǊƛǘȅκǊŜƭƛŀōƛƭƛǘȅκŜŀǎŜ ƻŦ ǳǎŜέ and 
άtakes little effort ǘƻ ƪŜŜǇ ǳǇ ŀƴŘ Ǌǳƴέ ŀǎ ǊŜŀǎƻƴǎ ŦƻǊ ǳǎƛƴƎ aŀŎƛƴǘƻǎƘ Ŏƻmputers. Some said  using Macs was 
simplyάǳǎƛƴƎ ǘƘŜ ǊƛƎƘǘ ǘƻƻƭǎ ŦƻǊ ǘƘŜ ǊƛƎƘǘ ǇǊƻƧŜŎǘΦέ ¢ƘƻǎŜ ǿƘƻ ŘŜǾŜƭƻǇ ǎƻŦǘǿŀǊŜ ŀƴŘ ǿŜōǎƛǘŜǎ ǳǎŜŘ aŀŎǎ ǘƻ ǾŜǊƛŦȅ 
that their software functions properly on a Mac and that their websites work with Mac browsers. 

How do you get support for your Mac? 

Interviewees indicated they typically find support in three ways: 
1.  ά{ŜƭŦ ǎǳǇǇƻǊǘŜŘέ Many do not use the Help Desk (especially within the medical community) 
2. Their departmental IT consultant 
3. Colleagues or people that have lent them support/answers in the past: A few staff members were 

mentioned by name: Jason Prell, Brad Gunnells, Greg Johnson and Phil Maul (HCIS), as providers of Mac 
support 

²Ƙŀǘ ǿƻǊƪǎ ǿŜƭƭ ŀƴŘ ǿƘŀǘ ŘƻŜǎƴΩǘ ǿƻǊƪ ǿŜƭƭΚ  

Mac Users indicated positive experiences with: 

¶ Self-support of personal Macs 

¶ Colleague-based support  
Mac Users indicated dissatisfaction with: 

¶ Lack of application training for Macs 

¶ Average email service & lack of comprehensive calendaring support 

¶ Lack of Skillsoft support  

¶ Lack of administrative functionality within SharePoint 

¶ hǊŘŜǊƛƴƎ ƛǎǎǳŜǎ ϧ άbƻ aŀŎ ŎƻƴǎƛŘŜǊŀǘƛƻƴέ ǿƘŜƴ ǎȅǎǘŜƳ ǘȅǇŜǎ ŀǊŜ ōŜƛƴƎ ŎƻƴǎƛŘŜǊŜŘ ό¦IL/ L¢{ύ 

¶ Lack of hardware support from ITS  

¶ Patient care applications that ǿƻƴΩǘ Ǌǳƴ ƻƴ aŀŎǎ  
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Summary of Themes from IT Support  Inter views  

How do you the users you support use Macs & what is their motivation for using Macs? 

IT support staff indicated that their users use Macs for many of the same reasons those users themselves indicated 
they use Macs. Reoccurring themes here were Mac use based on personal preference, specialized application and 
hardware needs and user perceptions of Apple computers superior security and ease of use. Many members of the 
IT support community used Macs themselves so they could better support their population of Mac users. 

²Ƙŀǘ ǿƻǊƪǎ ǿŜƭƭ ŀƴŘ ǿƘŀǘ ŘƻŜǎƴΩǘ ǿƻǊƪ ǿŜƭƭΚ 

IT support staff indicated positive experiences with: 

¶ Mac Administrators group 
o Getting information from the Mac Administrators group & listserv 
o Prior Mac Administrators connections with Apple support staff  
o Placing faces with names within the Mac community  

Items that were mentioned as not working well include:  

¶ Lack of application training 

¶ Lack of Mac system administrator training for student IT employees (vs. Windows admin training that is 
currently available) 

¶ Unorganized Mac Administrators meetings 

¶ Connectivity to enterprise applications 

¶ Ordering issues ; άbƻ aŀŎ ŎƻƴǎƛŘŜǊŀǘƛƻƴέ ǿƘŜƴ ǎȅǎǘŜƳ ǘȅǇŜǎ ŀǊŜ ōŜƛƴƎ ŎƻƴǎƛŘŜǊŜŘ ό¦IL/ L¢{ύ 

¶ Lack of administrative functionality within SharePoint 

¶ Lack of hardware support from ITS  

¶ tŀǘƛŜƴǘ ŎŀǊŜ ŀǇǇƭƛŎŀǘƛƻƴǎ ǿƻƴΩǘ Ǌǳƴ ƻƴ aŀŎǎ  

¶ Change of Apple vendor rep (current rep. is based out of Omaha and makes less contact with Mac 
Administrators) 

¶ Current support from Apple systems engineer 

¶ Lack of enterprise-level system administrator tools & information 

What changes would you like to see in Mac support? 

Interviewees specifically recommend the following improvements to Mac support on campus: 
1. Communications and virus alerts from ITS could be identified as to whether they are relevant to Mac 

users 
2. An ITS Mac-focused support team to provide 3

rd
 tier support 

3. A web-based FAQ or knowledge base 
4. A local IT team trained in Mac support 
5. Training for various applications 
6. ITS network services changes that affect DNS and AD should be clearly communicated to Mac users 
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General observations from interviews:  
 

¶ Mac users seem to expect less from the enterprise in the form of applications and services. 

¶ Users do not always use best practices (e.g. antivirus software, data backups) when using Macs within the 
campus network.  

¶ Total cost of ownership appears lower for individual users while support costs may be higher for IT service 
provider in the form of needing more IT staff. 

¶ In some areas there is increasing use of Macs in specialty labs that support the Arts (School of Art, 
Journalism) and media applications (English, IMU).  

¶ There is decreasing use of Macs in some shared labs and within some colleges ς Dentistry, Education, 
Medicine, Biosciences.  

¶ ! ǇŜǊǎƻƴΩǎ ǊƻƭŜ ƛƳǇŀŎǘǎ ǘƘŜƛǊ ŀǘǘƛǘǳŘŜ ǘƻǿŀǊŘ ŀƴŘ ƴŜed for Mac support: A high-ŜƴŘ ǳǎŜǊΩǎ ƴŜŜŘǎ 
(application training and heavy system usage) vs. a casual user with simple support needs (email, web 
browsing) ǾǎΦ ŀƴ L¢ ǇǊƻǾƛŘŜǊΩǎ ƴŜŜŘǎ όŀǳǘƘŜƴǘƛŎŀǘƛƻƴ ǎǳǇǇƻǊǘΣ ŜƴǘŜǊǇǊƛǎŜ ǎŜǊǾƛŎŜǎύΦ 

¶ Whether or not, and if so how much Macintosh support ITS offers is unclear to many campus Mac uses & 
IT support personnel. 
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Needs expressed by the Mac users 

¶ Create an ongoing training program for Mac applications. 

¶ Communicate enterprise decisions and demonstrate consideration of Macs. 

¶ Support an enterprise, cross-platform calendaring solution. 

¶ Improve or add hardware support for Macs. 

¶ Discuss the value of desktop diversity. 

¶ Add dedicated Mac support to help desks. 

 
Needs expressed by IT support community:  

¶ Provide opportunities for Mac users and Mac administrators to interact (like the OU Admin group). 

¶ Include Mac administration and troubleshooting in ITS student training. 

¶ Improve information resources for connecting to the enterprise.  These should all have versions for Macs. 

¶ ConsidŜǊ ŎǊŜŀǘƛƴƎ {[!Ωǎ ōŜǘǿŜŜƴ aŀŎ ƴƛŎƘŜǎ όŀǊŜŀǎ ƻŦ ŎŀƳǇǳǎ ǿƛǘƘ ƭƻǘǎ ƻŦ aŀŎǎύ ŀƴŘ L¢ tǊƻǾƛŘŜǊǎΦ 

¶ When making changes to the IT architecture, consider Macs. 
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Macintosh Population on Campus  
 
The size and scope of the Macintosh presence at UI is a source of debate, as previous studies of Mac ownership 
and use in departments have yielded inconsistent and disputed measurements. Our group used several methods 
to obtain an estimate as to the number of Macintosh clients and servers on campus. 
 

1) Network port analysis ς An analysis of devices connected to the UI wired network for the 2005/2006 
indicated 4,085 devices reporting a Macintosh-based network interface card. 

a. Additionally 1,130 devices reported as Macintoshes on the wireless network. For the purpose of 
this report, we assumed these devices connect to both wired and wireless networks. 

b. The 2005/2006 IT review estimates the total campus computer count at 40,000, thus implying 
that 10% of the campus computer population is Macintoshes. 

2) Server registry ς The security offiŎŜΩǎ ǎŜǊǾŜǊ ǊŜƎƛǎǘǊȅ ƛƴŘƛŎŀǘŜǎ 24 devices, out of 1620 registered servers, 
are Macintoshes (1.5%). 

3) Departmental counts ς Departmental counts in CLAS, HCIS and ITS, the largest campus concentrations of 
Macs, indicated CLAS supports approximately 1000, HCIS approximately 600, and ITS approximately 250 
Macs. This count suggests that a substantial number of Macs are distributed outside these 
concentrations. 
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Summary of Peer Responses 
 
In the fall of 2006, Mac support team members surveyed the CIC Customer Support Services group and our regent 
peers regarding their support of Macintosh computers. Five peer institutions (Michigan, Wisconsin-Madison, 
Indiana, Northwestern and Purdue) responded to the survey and the following themes were observed: 
 

¶ All responding universities offered centralized Mac OS support including central directory authentication 
support and tier 2/3 Mac OS support. 

¶ Four of five respondents offered centralized support of network printing and file access. 

¶ Three institutions offer data center hosting for Mac support. 

¶ Two universities sponsor Mac administrator and user groups. 

¶ Three universities offer Mac OS-specific training. 
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Recommendations of the Core group:  
1. Clearly define ITS support for Macintosh OS. 

A reoccurring theme in our discussions with campus Mac users & support personnel was confusion about 
whether and how much Mac support central IT provides to campus. Most parties we interviewed 
indicated that increased clarity of central Mac support would improve their situation. 
 
Suggestions: A concise statement of Mac support from ITS administration indicating what support 
offerings are available for Macs and how Mac clients fit into AD and our enterprise infrastructure. 
 

2. Identify and promote existing Mac support resources.  
Our interviews indicated that a customer perception gap exists in regard to Mac support. Several Mac 
support resources (Help Desk support, documentation, user/administrator groups, etc) exist on 
ŎŀƳǇǳǎΣ ōǳǘ ŜƴŘ ǳǎŜǊǎ ŀƴŘ ǎǳǇǇƻǊǘ ǇŜǊǎƻƴƴŜƭ ŀǊŜƴΩǘ Ŧǳƭƭȅ ŀǿŀǊŜ ƻŦ ǘƘŜƛǊ ǎŎƻǇŜ ŀƴŘ ŀvailability. Several 
users & support personnel were unaware of existing Mac support resources and indicated a need for 
existing support resources during interviews implying that Mac support could be improved through 
better resource organization and promotion.   
 
Suggestions: Statement of Mac support. Create a website specific to Mac support resources for users 
and IT support staff. Advertise Mac support options to campus. 
 

3. Find ways to accurately and efficiently measure Mac use in an on-going basis.  
The size and scope of the Macintosh presence at UI is a source of debate, as previous studies of Mac 
ownership and use in departments have yielded inconsistent and disputed measurements. In order to 
continue to effectively allocate resources for Mac support, we need to quantitatively understand the 
Mac support needs on campus.  
 
Suggestions: Measure OS traffic on key UI websites. Continue to measure OS counts with network port 
scans. Continue to monitor Mac server count from server registry. 
 

4. Find ways to provide Mac support expertise to the campus IT support personnel and the Macintosh 
user community. 

In addition to improving the organization and promotion of existing Mac support resources on campus, 
additional support expertise is required in some areas of campus. At present, campus lacks access to 
high-level support resources to resolve the most complex user issues, implementation problems and 
other technological issues for Macintosh users and support personnel. In order to provide support 
comparable to Windows clients, this technology gap needs to be addressed, specifically in regards to 
workstation configuration and management. 
 
Suggestions: Explore improving vendor support channel (premier agreement-ŜΦƎΦύΦ /ǊŜŀǘŜ ǎǇŜŎƛŦƛŎ άǘƛŜǊ 
нκоέ aŀŎ ǎǳǇǇƻǊǘ Ǉƻǎƛǘƛƻƴ όǎŜǾŜǊŀƭ ǇŜƻǇƭŜ ƛƴŘƛŎŀǘŜŘ ŀ ǎƛƳƛƭŀǊ ƴŜŜŘ ŦƻǊ ²ƛƴŘƻǿǎ h{Ωǎύ [ŜǾŜǊŀƎŜ 
departmental expertise via websites and Mac Administrators group. Investigate ECM-like Mac 
workstation management. 
 

5. Formally Sponsor Mac Events and Groups. 
Our interviews indicated that the Mac Administrators group has been a successful support resource for 
participating staff in its ability to draw together Mac support personnel from across campus. We feel 
that formalizing this group, in a fashion similar to the OUA and Campus Web Masters group, and 
perhaps creating additional support/user groups and events at the institutional (CITL) level will further 
help bring together the various Mac users/support personnel and also improve awareness of Mac 
support resources. 
 
Suggestions: Create executive team to organize Mac Administrators group & meetings. 
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6. Include and address the needs of Macs when developing training. 

Mac users, support personnel and system administrators have specialized training application and 
support training needs. Offering low-cost, local training options on Mac-specific topics will increase the 
effective use of Mac clients across campus. 
 
Suggestions: Offer training on common Mac applications and on OS use/management.  
 

7. Include and consider the needs of Macs when deploying enterprise applications and services. 
Many campus Mac users and support personnel feel that decisions to implement significant enterprise 
applications and services are made without appropriate consideration for cross-ǇƭŀǘŦƻǊƳ ǎǳǇǇƻǊǘΦ LǘΩǎ 
unclear to our committee whether Mac support is fully considered in enterprise technology decisions, 
but it is clear that the Mac community perception is that enterprise decisions are made with a Windows 
client base in mind. 
 
Suggestions: Review appropriate enterprise decisions with Mac Administrators group. Make enterprise-
considerations of Mac use more transparent. Create a process to consider Mac implications of 
AD/Enterprise changes. 

 


