A Day
in the Life
of IT Ops
How Has the Hybrid Workplace
Changed Device Support?

Hi, I’m Jennifer,
and I’m an IT ops specialist
for Liteyear Technology.
My job is to evaluate, test, and deploy new computers and
peripherals for our employees. My team’s goal is to make
sure our users have the best technology for their jobs and
resolve any problems they have quickly. We also want to give
users choices in the technology they use to empower them
to work the way they work best.
Our team has always worked out of several different offices,
so we’ve always had to be flexible in how we collaborate.
It’s different for our users. Some never worked from home
before we had to close offices temporarily due to the global
pandemic. Now, we’re entering more of a hybrid working
environment. Some folks are in the office, while some are
still working remotely — and who is working from where can
change daily. That has brought new challenges, but it has also
driven us to find ways to adapt and do our jobs even better.

Let me show you what
my typical day looks like.

8 a.m.
My day begins by looking to see
if there are any MIs — major
incidents — that my team needs
to resolve. The team only deals
with critical incidents for our
environment. Those issues will
go to my patching team, who will
start working to get a patch out.
We’re always working on some
problem tickets — users may have
performance-related problems, a
hardware failure, or a connectivity
issue. When we select new devices,
we consider how better technology
can help minimize these issues.

9 a.m.
In today’s team meeting, we’re discussing special projects
we’re working on. First on our agenda is a new program we call
persona-based device provisioning. In the past, it was common
for our users to get one-size-fits-all solutions that didn’t always
work for their needs. After listening to their feedback, we’ve
decided to categorize our users into “personas,” letting them
pick from different laptops within that category. Whichever
they choose, it will have the performance and features that
specifically address their needs. Today, we’re looking at
ways to refine this process further.

9:30 a.m.
Another topic for our meeting is modern device provisioning.
When people began working at home more often, it was a big
chore to refresh their computers or get new users set up. We
had to deal with shipping devices, which took up a lot of time.
With modern device provisioning, laptops get sent directly to
users from our PC manufacturers, which is helpful when a lot of
our employees don’t regularly come into the office. Today, we’re
making sure we’ve addressed every issue and gotten everything
right before we roll out this new process.

How We
Personalize
PC Refresh

Road
Warriors
need lightweight
machines with long

Builders
work in a lab
or factory

battery life

Liteyear aims to give employees not
only the latest technology but also the
right technology to do their jobs. We
use telemetry to collect anonymized
data about usage: CPU and memory
utilization, wait time, on/off times,
wireless network connections, and
applications being used and for how
long. Based on this information, we’ve

Gear
Heads
need powerful PCs

Free
Dwellers
work from anywhere
in the office
environment

broken down our users into six personas,
and we give them device options within
each group.

Learn more about this
PC refresh process.

Meeting
Masters
spend lots of time
in meetings and
collaboration

Co-working
Crew
work primarily
at their desks

10 a.m.
Now it’s time to start working
on my main job: the overall
platform configuration and
release of new computers and
peripherals for our users.
Our cycle for introducing
new technology starts with a
pre-launch review of our PC
manufacturers’ new products,
and this is what I am working
on now.
We use a scorecard to track
which products have the
features that we want, like
upgradeable memory, total
battery life and certain
built-in security features.
Once my team completes this
work, we choose which devices
meet our needs so we can
bring them in for testing.

1 p.m.
Because new, better technology is always being introduced,
this cycle of evaluating, testing and rolling out new devices
never ends. So after lunch, I work on the second part of this
cycle: testing new devices. I start by wiping their installed
OSs and other software so we can standardize them for a
better user experience and easier management. Then I install
the OS, drivers, firmware, security apps and productivity
apps that we provide consistently across platforms. We also
include remote manageability software so we can remotely
configure and deploy all necessary patches and updates,
no matter where our users are working.
Once I’ve created that new image for these devices, my team
and I will start testing them, including performance testing
of hard drives, memories, etc. After they’ve been tested,
we’ll give them to select users within the company, providing
“white glove” support if there are any problems. If everything
looks good, we move to general availability. This entire new
device evaluation, testing and roll-out process takes from
eight to 12 weeks.

3:30 p.m.
In the afternoon, I spend time
talking to our PC manufacturers.
We address any problems we’re
having and then talk about new
hardware and peripherals coming
down the pike.

4:45 p.m.
It’s time to review my day and plan
for tomorrow. Our team is engaged
in an ongoing cycle of helping our
users stay productive now and
looking down the road to anticipate
and meet their future needs.

Select the technology
that will support
your hybrid work
environment
The Intel® Evo™ vPro® platform is
designed to give IT Ops confidence
that the PCs they choose will have
the performance and reliability to
meet today’s most challenging
work environments.
To learn more, visit Intel.com.
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