Division of Information Technology

Goals and Objectives for 2009-10
Goal 1.  Continue developing and maturing of the Information Technology Division into a “world class” organization.

Objective 1a: Reduce the number of technology-related issues addressed in crisis mode by 80%.


Action items:

· Provide staff training to optimally support the IT infrastructure. 

· Effectively monitor and analyze the IT workload through implementation of an incident management system to produce reports and other metrics to be more proactive in preventing problems. 
· The Media Center will provide more detailed information about technology problems experienced by the University community to better track problem areas to develop proactive solutions.
· Implement and follow an IT-wide change management process to plan, implement and monitor system and infrastructure changes. 
· Prepare DoIT for the NC Information Technology Audit.

· Update and further develop procedures manual.

· Install server and application monitoring tools.
Objective 1b:  Provide effective IT leadership to UNCP based upon information technology best practices. 


Action items:
· Ensure the campus receives timely, consistent information concerning technology.

· Effectively use industry best practices for technology systems and support. 

· Ensure DoIT does what it says it will do, when it says it will be done. 

· Clearly demonstrate and articulate the value-add IT provides to the university with the resources allocated to it. 

· Become known for helping campus offices and operations find solutions, even when they are not IT’s problems to solve. 

· Communicate, communicate, communicate! 

Objective 1c:  Create a genuine “team-based” organization within Information Technology.


Action items: 

· Free up 80% of staff “fire fighting” time 

· Fill Applications Director position by creating two Operations positions focused on supporting current infrastructure and to add additional scripting capabilities.

· Restore Operator position to focus on supporting e-mail and potentially Moodle/Blackboard.

· Upgrade vacant administrative support position to include greater technology skills to support web and similar technologies.

· Work to transition existing full-time temporary positions in Client Services to full-time permanent positions.

· Increase computer repairs and services revenues to create second full-time temporary position in Media Center.

· Provide technology staff time and resources to, in a focused way, investigate new technologies, directions, etc. that can enhance the university. 

· Further develop partnerships with campus offices and departments, helping them to maximize the use of our technology.
· Provide ongoing development opportunities for staff to enhance expertise and skills. 

· Reward team efforts and individuals who effectively work together. 

· Provide meaningful opportunities for staff input. 

Goal 2.  Effectively and efficiently implement Goal 3 of the Strategic Plan for UNCP to improve the access, application, and quality of information and computing technologies utilized by the University and the region to optimize and exchange intellectual capital.
Objective 2a: Develop a comprehensive process to evaluate and address computing and information technology needs of students, faculty, and staff and to provide resources (both human and material) and training that supports continuous and stable day-to-day operations and new technologies as they become available.

Action Items:

· Continue implementation of the IT governance structure with the creation of an Academic Advisory Committee for IT standards.

· Work with the IT hierarchal committees to make decisions, create policies, etc. and communicate results to faculty and staff.
· The Media Center will meet per semester with deans and faculty leaders by department to inform them on current IT projects and initiatives and address technology in the classrooms and other learning environments on campus. 
· Create standard documents (approved by governance) and disseminate.  Set and maintain hardware and software standards, including standardizing an IT “tool set.”

· Facilitate better communication with faculty and provide easily-accessible foundational documents to lessen the digital knowledge base divide.

· Seek faculty input and feedback on ongoing technology upgrades and new installations.

· Make available an online listing of all campus licenses of software for faculty and staff referral.

· Make available an online FAQ for users to consult.
Objective 2b:  Develop criteria by which technology-based teaching, scholarship, and service are recognized, measured, and evaluated for purposes of faculty promotion and tenure.


Action Items:
· Investigate creation of an “umbrella organizational structure” to become the home for all information & instructional technology activities.

· Develop a mission statement.

· Realign the organizational structure.

· Create an organizational chart.

· Establish framework to coordinate ongoing initiatives re development of the evaluation of technology-based instruction (DoIT, TLC [“Quality matters], DE [Student evaluation of instruction], FERS:  Faculty evaluation, Administration).

· In conjunction with the Teaching Center engage Faculty Governance to assemble necessary committees or task forces to facilitate the development of criteria for consideration of technology integration within the tenure and promotion process
· Create award criteria for technology-based teaching (university or community).

Objective 2c:  Encourage and provide support for the integration of computing and information technology into the curriculum.


Action Items:
· Create an Instructional Technology Center to assist with faculty training and media development support.

· Work with the Teaching Center and Distance Education to further refine service offerings and the transition between service providers to create a “seamless” technology support environment for faculty.

· Continue efforts at creating standard classroom technology configurations which include simple to use switching and laptop connections.

· Improve classroom technologies including installing new sound systems or refreshing existing teaching technology in selected classrooms in Business, Education, Dial and Oxendine

· Improve and expand technology infrastructure to better support teaching and learning activities such as podcasting, virtual reality, and online communications such as Web conferencing.

Objective 2d:  Develop a policy and plan for equal access to informational and instructional technology for all members of the University community
· Work with appropriate IT Governance to begin policy development and to refine existing policies.

· Engage Governance advisory structure to develop standard software and hardware configurations for faculty and staff.

· Continue efforts at initiating a student computer requirement.

· Continue development of a “standard” slate of services for faculty, staff and students to encompass the majority of user needs with technology including shared storage, remote access, robust communication tools, and simple, yet secure authentication processes.

· Provide professional and reliable technology assistance in the most efficient and timely manner as feasible, while making the experience for as seamless as possible.

· Take advantage of training opportunities to hone internal IT customer service skills and technology skills through online tutorials and courses, as well as face-to-face workshops and conferences. 

· Advise clients to contact the Helpdesk for assistance so that requests are assigned to the most qualified staff and the process is streamlined through one area.

· Implement an Incident Management system to track work order requests and allow follow-up work orders for feedback and satisfaction.
Goal 3.  Provide stable and reliable network and enterprise technology systems to support the effective and efficient operation of institutional processes.

Objective 3a.  Provide a stable and current technology infrastructure to support university operations.


Action items:
· Begin refresh of campus network infrastructure including the replacement of network switches.

· Expand fiber to encompass perimeter campus buildings including Distance and Continuing Education, International Programs, Institutional Effectiveness and DoIT in Carter Hall.

· Continue investment in high quality, reliable IT infrastructures, including replacement of network mediation (Clean Access) systems, outdated servers, and build off-site business continuity system.

· Install necessary network technology in compliance with Higher Education Re-authorization Act to regulate peer-to-peer file sharing.
· Acquire and effectively use system monitoring tools and establish an operations monitoring center. 
· Refresh classroom teaching technologies in Oxendine.

· Refresh computer classrooms and labs including investigation of new client-server technologies.

· Expand server virtualization to further support “green” computing efforts.
· Complete migration from eDirectory to Active Directory to create a modern and secure authentication infrastructure.

· Rollout to campus Microsoft Unified Messaging replacing the aging voice-mail system.

· Support rollout of Office Communication Server and inform campus of increased communication capabilities including secure chat, document sharing and desktop conferencing.

· Complete technology risk assessment to ensure appropriate security process and systems for new enterprise systems and in response to IT Audit.

· Complete implementation of the virtual server environment to include moving Braveweb application servers in a virtualized environment as part of another campus initiated PACE initiative

· Complete migration to Moodle or Blackboard 8.x, inform and train campus users in the new system, integrate course creation and population with students.

· Complete migration of Domain Name and DHCP Services to new servers
· Continue gradual introduction of roll-based network access to support end-user access to necessary campus technology resources.

· Improve operational uptime by reviewing redundancy provisions and eliminating potential single points of failure in operations center and network systems, ie power, data, environmental conditions, etc.

· Expand distributed management system for departmental control of access to network resources such as shared storage, printers, etc.

· Complete McAfee epolicy client rollout

Objective 3b.  Support functional offices in the implementation and continued development and support of enterprise applications.


Action items:
· Complete UNC Payroll project as part of FIT initiatives.

· Deploy Microsoft Reporting Services

· Implement Clean Address Software in support of Payroll project

· Implement Intellecheck software in support of Payroll project.

· Complete migration of targeted Banner infrastructure to MetroCluster storage area network to increase redundancy and reliability.

· Migrate remaining SQL Server databases to SQL Server 2005
· Complete LANDesk/Active Directory integration for greater efficiency in determining inventory, resolving issues, and for audit monitoring processes.

· Complete Banner winter Financial Aid upgrade in support of Business Affairs

· Implement New Faculty Account application

· Implement annual Payment Card Industry training
· Place application analyst in functional offices two days per week for observation, consulting, and sharing of information and services.

· Implement Online giving application for Advancement
· Redesign and implement AWD database in Oracle
· Redesign and implement Banner/AWD interface
· Redesign and implement AWD/Blackboard/Moodle interface
· Redesign and implement AWD/Active Directory interface
