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XYZ University Information Technology Unit Unit Plan, FYs 2003-2005

	Information Technology Unit Vision Statement
	To support the realization of XYZ University’s mission, goals, and objectives as a top 100 national research university that is student centered, practice oriented, and urban through the innovative, strategic deployment of information technology products and services.


	Information Technology Unit Mission Statement
	To enable learning, teaching, research, and administrative services for the extended XYZ University community through the effective and efficient deployment and support of proven information technologies and the best IT business practices commensurate with the highest levels of customer satisfaction.


	Information Technology Unit Goals and Objectives
	· Goal 1: To enable and support the University’s learning, teaching, service, and research objectives, through the delivery of information technology products and services in keeping with available University resources. [aligns with xxxxxxxxxxxxxxxxxxxxxxxxxxxxxxx  enterprise strategic goals.]
· Goal 2: To enable the administrative needs of XYZ students, faculty, and staff in an effective and efficient manner, through the deliver of information technology products and services, reflecting best higher education business practices.  [aligns with yyyyyyyyyyyyyyyyyyyyyyyyyyyyyyyy enterprise strategic goals.]
· Goal 3: To establish and maintain a robust, scalable, flexible, reliable, and cost effective information technology infrastructure that supports the current needs, and that anticipates the future needs of the XYZ University community.  [aligns with zzzzzzzzzzzzzzzzzzzzzzzzzzzz enterprise strategic goals.]
· Goal 4: To establish and maintain IT Division policies and practices that protect the University’s investments in information technology, business systems, and enterprise data and that respect the rights and privileges of all community members. [aligns with xxxxxxxxxxxxxxxxxxx enterprise strategic goals.]
· Goal 5: To strengthen the performance of the Information Technology Unit Division through the recruitment, retention, ongoing development, and tools enablement of the very best information technology professionals.  [aligns with cccccccccccccccccc enterprise strategic goal.]

	Information Technology Unit Competitive Profiling:
	· As XYZ University’s Information Technology Unit Division delivers on its goals and objectives, IT will baseline and measure its performance against various internal metrics as well as the profiled performance of IT organizations at the following institutions of higher education [as identified by XYZ Institutional Research and updated as appropriate]:

Competitor Schools:                          Comparable Schools:                         Aspiration Schools:

* 



	Note: All commitments are based on a July-June fiscal year, thus 3rd Q 2003 = January – March 2003.

	Information Technology Unit Guiding Principles
	A critical element of building a high performance, service-oriented team within the Information Technology Unit is to establish a number of cultural characteristics that permeate the organization. These guiding principles provide both the framework and the expectation for maturing the organization.

· prioritize for customer value.
· manage through consensus and deliver as a team.
· make and honor commitments but make no commitments for others.
· go direct to the person or the problem and seek out the root cause(s).
· value collaboration and information sharing.
· respect each other and value difference.
· manage by fact and not by assumption, rumor or personal agenda.
· take responsibility for the team’s success.
· celebrate the journey and learn from the experience.
· 

	Information Technology Unit Critical Success Factors
	A critical element in running IT as a business is setting clear operational characteristics regarding how our projects and services will be managed and delivered. As with the guiding principles for cultural characteristics, these critical success factors provide the framework and the expectation for our operational maturation.

   COMMUNICATION:

· clear, continuous communication throughout Information Technology Unit and with University customers and external partners that focuses on the XYZ’s academic and business objectives, and that clarifies roles, responsibilities, and deliverables.

   DELIVERY MANAGEMENT:

· predictable delivery of products and services.

· project management, subcontractor management, requirements management, and IT architecture management that leads to timely and cost efficient implementation and/or operation of the IT products and services.

   RESOURCE MANAGEMENT:

· resource flexibility, deployed and allocated to highest-value XYZ educational and business requirements.

· ability to attract and retain top performing staff who are aligned with XYZ University’s priorities.

   ARCHITECTED AND MANAGED SOLUTIONS:

· products and services, whether developed in-house or provided from external sources, that are well integrated with both customer needs and XYZ’s existing base of information technologies.

· adherence to XYZ’s IT architecture and engineering standards and the consistent use of QA processes.

· the baselining and ongoing measurement of performance and regular reporting to the appropriate stakeholders.

	Note on Funding
	Information Technology Unit operating and staffing costs are addressed through the annual budgeting process and are managed through both university and IT financial systems providing both general service and project specific information. All capital and project-related incremental costs are addressed through specific project allocations prior to and during the fiscal year in which those projects are executed.  The three-year horizon of this plan combined with the fact that not all project-related deliverables and/or funding are finalized requires a designation (underline) within the Unit Plan.  If and when the deliverables and funding for these particular efforts are defined and approved, the underline will be removed.  Clearly the level, extent, and timing of IT commitment deliveries are gated by the availability and timing of resources.

	Performance and Satisfaction Measurement
	IT will employ two complementary processes to baseline and measure its performance.  First it will quantify its performance against industry standards, such as system availability, response time, mean-time to failure, etc., in line with recognized best practices.  Secondly, we will systematically poll our customer communities on their satisfaction with the delivery of specific services and products.


	Strategic Goal # 1
	To enable and support the University’s learning, teaching, service, and research objectives, through the delivery of information technology products and services in keeping with available University resources. [aligns with xxxxxxxxxxxxxxxxxxxxxxxxxxxxxxx  enterprise strategic goals.]

	Key 

Initiatives
	Responsible Parties
	Timetables /Resources
	Performance

Metrics
	Self Review
	Manager's Review

	A. Maintain and enhance collaboration with and within XYZ’s academic programs/schools concerning IT product & service integration, through the University Technology Council and more broadly defined IT Academic Customer Councils.
	· J Smith, VP of IT (initiative leader)

· S Jones, Director, ATS 

· Z Zack, Director, ESS

· constituency stakeholders
	· 2003 - establish customer councils and their charters

· 2004 - integration IT Division planning with  governance structures

· 2005 - ongoing adjustment of IT objectives
	· structure in place

· alignment of IT investment w/XYZ priorities

· academic program/school satisfaction

· faculty satisfaction
	· completed UTC work for FY03;  delivery award allocations and communicated results to stakeholders.

· met with over 250 members of the faculty as part of a systematic survey of University academic departments to discuss current IT Division performance and future opportunities for collaboration with XYZ academic programs.

· more formal faculty forums/councils under consideration.

· formal process for gather student focus-group input designed and will be launched in 2nd Q FY03.
	· Great strides have been made in building relationships between IT and the XYZ Academic community.  However, it is not clear at this time if additional formal advisory boards for IT will serve a useful purpose.

	B. Catalyze the use of  educational technology  to augment teaching and learning through collaborative applied research, the provision of test beds and infrastructures, and enabling support.
	· S Jones, Director, ATS (initiative leader)

· IT Division Senior Management

· University faculty
	· 2003 – offer programs, seed new IT applica-tions, provide enabling infrastructure and support

· 2004 – ongoing

· 2005 - ongoing
	· program offerings

· performance against benchmarks

· student satisfaction

· faculty satisfaction
	· Start-of-school programs to promote the effective use of Blackboard.

· Start-of-school programs to promote the effective use of new classroom audio visual technologies.

· 
	

	C. Expand and improve the delivery of IT-enabled systems and services to XYZ’s student populations.
	· T Checkers, Director, CS (initiative leader)

· Z Zack, Director, ESS

· M Mouse, Director, EAMS

· S Jones, Director, ATS
	· 2003 – enhance InfoCommons services, pubs, and training; enhance ResNet services; enhance dial-up and Web accessible services

· 2004 – ongoing

· 2005 – ongoing


	· program offerings, staff and funding in place

· performance against benchmarks

· student satisfaction

· student programs satisfaction
	· delivered myNEU Portal student experience and associated uPortal mail services; move student population off old Domino mail and onto new student mail platform.

· delivered second Cyper Café to Shillman Hall.

· installed phones in all major classrooms for faculty use along with contact information for IT and AV support.
	

	Strategic Goal # 1
	To enable and support the University’s learning, teaching, service, and research objectives, through the delivery of information technology products and services in keeping with available University resources. [aligns with xxxxxxxxxxxxxxxxxxxxxxxxxxxxxxx  enterprise strategic goals.]

	Key 

Initiatives
	Responsible Parties
	Timetables /Resources
	Performance

Metrics
	Self Review
	Manager's Review

	D. Provide support services, training, documentation, and support to all XYZ community users of IT products and services.
	· T Checkers, Director, CS (initiative leader)

· B Bob, Director, EO

· IT Division Senior Management

· constituency stakeholders
	· 2003 – enhance services, pubs, and training; enhance ResNet services; enhance dial-up and Web accessible services

· 2004 – ongoing

· 2005 – ongoing


	· program offerings, staff and funding in place

· performance against benchmarks

· student/faculty satisfaction


	· maintained and expanded Help Desk and Call Center services; received high approval ratings in customer satisfaction surveys.

· converted the remainder of the student residential campus to high speed Internet services.

· delivered new student phone support service.

· continued to deliver training classes, and Web and paper training materials for Domino, Blackboard, Microsoft Office, et al., in keeping with the needs of the XYZ community.
	· 

	E. Develop and enhance a robust platform for collaboration and information sharing to create and support a single electronic community, and associated services, across all XYZ constituencies 
	· M Mouse, Executive Director, EAS (initiative leader)

· B Bob, Director, EO
	· 2003 – establish myNEU Portal as the basis for a single electronic community.

· 2004 – single sign-on, integrated services.

· 2005 – virtual desktop
	· program offerings, staff and funding in place

· performance against benchmarks

· student/faculty /staff satisfaction
	· implemented new Call Center (ACD) phone system to better support the IT customer services function.

· expanded the use and support of Blackboard services for faculty and staff, including an upgrade to the latest version of Blackboard (5.0).

· completed computer lab upgrade in 100BL.

· completed computer lab upgrade in 200SL.

· completed computer lab upgrades in 103BL, 408CSC, 420CSC, #%DK, 36DK, SL Ebar, IC Scanning.
	· 

	F. Support and enable emerging XYZ distance learning strategies and associated offerings.
	· J Smith, VP of IT (initiative leader)

· S Jones, Director, ATS

· IT Academic Customer Councils

· IT Division Senior Management
	· 2003 – collaboration with XYZ entities responsible for distance learning

· 2004 – assistance with program/offering development

· 2005 - ongoing
	· processes in place

· performance against benchmarks

· academic program/school satisfaction

· student/faculty satisfaction
	· provided consulting and support services to the university-wide efforts in this area.
	· The primary focus for this effort and associated resources now reside with the Provost’s Office.


	Strategic Goal # 2
	To enable the administrative needs of XYZ students, faculty, and staff in an effective and efficient manner, through the deliver of information technology products and services, reflecting best higher education business practices.  [aligns aligns with yyyyyyyyyyyyyyyyyyyyyyyyyyyyyyyy enterprise strategic goals.]

	Key 

Initiatives
	Responsible Parties
	Timetables /Resources
	Performance

Metrics
	Self Review
	Manager's Review

	A. Delivery all of the Information System and related process changes associated with the move to a Semester-based academic calendar, including:

· Enrollment management production systems

· Voice Response systems

· Web servicing systems

· Degree Audit system
	· R Simon, Director, AAS (initiative leader).

· P Trip, V.P. for Enrollment Management

· IT Division Senior Management

· constituency stakeholders
	· 2003 – deliver SSEP calendar changes, DARS system, Web and IVR services
· 2004 – deliver system enhancements, go live on Semester calendar and business processes
· 2005 – clean-up work and close down project

	· systems and processes in place

· performance against benchmarks

· academic program/school & XYZ administration satisfaction

· faculty satisfaction

· student satisfaction
	· delivered the Degree Audit System, now in limited production and Beta testing.

· delivered the replacement for the UC Maxwell System, now in parallel operation with Maxwell.

· delivered the upgrades to the student voice response system.

· delivered all SSEP project deliverables in terms of system changes for the move to semester; now at work on system enhancements.

· delivered myNEU Portal and associated student self-service applications.
	· 

	B. Establish and implement a “best-of-breed” enterprise application strategy for the renewal of a common administrative applications suite across the University community. This is a strategy to replace the PeopleSoft ERP approach. PowerFaids is a prime example. 
	· M Mouse, Executive Director, EAMS (initiative leader)

· R Simon, Director, AAS


	· 2003 – Grad Admission system implemented; PeopleSoft applications outsourced
· 2004 – Undergrad Admission system implemented
· 2005 - TBD

	· plan in place

· system replacements accomplished

· risks mitigated for remaining legacy systems

· academic program/school & XYZ administration satisfaction
	· completed IT work associated with Web Financial Aid interface.

· implementing Recruitment Plus in the fall term to replace key components and enhance existing functionality of the XYZ Undergraduate Admissions system.

· upgraded the health services systems server for the Lane Health Center.
	· Delays in implementing PowerFAIDS for the Web due to resource constraints within the Financial Aid Office.


	Strategic Goal # 2
	To enable the administrative needs of XYZ students, faculty, and staff in an effective and efficient manner, through the deliver of information technology products and services, reflecting best higher education business practices.  [aligns with yyyyyyyyyyyyyyyyyyyyyyyyyyyyyyyy enterprise strategic goals.]

	Key 

Initiatives
	Responsible Parties
	Timetables /Resources
	Performance

Metrics
	Self Review
	Manager's Review

	C. Establish and implement an enterprise-wide data model and an associated data management practice across the University community.
	· M Mouse, Executive Director, EAMS (initiative leader)

· Y Thomas, Director, EDS

· M Park, Dir., University Plng & Res 
	· 2003 – deliver Enterprise Master database services; IT Registry services; Enterprise Reporting

· 2004 – enhanced data mining and warehousing

· 2005 - TBD
	· systems and processes in place

· performance against benchmarks

· academic program/school & XYZ administration satisfaction
	· initiated the Enterprise Master project for enabling Enterprise Directory (authentication) services.

· completed the “Kernel” bio-demographic data store for Enterprise Reporting.

· established and now maintaining a data issue resolution process that involves all the owners of XYZ systems of record (e.g. Registrar, HR, Finance, UC, IT).
	· 

	D. Expand IT administrative enablement of Cooperative Education.
	· M Mouse, Executive Dir., EAMS (initiative leader)

· R Potter,  V.P. Coop Ed

· IT Senior Mgt 
	· 2003 - enhanced advisement support and data utilization

· 2004 - increased use of Web services

· 2005 – deliver more learning experiences via the Internet
	· systems and processes in place

· performance against benchmarks

· academic program/school & XYZ administration satisfaction

· student satisfaction
	· moved PlacePro to the new student Web portal (myNEU).

· moved Co-op Calendar to the new student Web Portal (myNEU).
	· 

	E. Support for enrollment Management’s “One Stop” student servicing model through enhanced Student Interactive Self-Service via the Internet.
	· M Mouse, Executive Dir., EAMS (initiative leader)

· Philomena Mantella, V.P. for Enrollment Management

· IT Senior staff
	· 2003 – deliver reengineered Web platform with expanded service offerings

· 2004 – further expansion of Web-based offerings, including interactive services
· 2005 - TBD
	· systems and processes in place

· performance against benchmarks

· academic program/school & XYZ administration satisfaction

· student satisfaction
	· delivered myNEU Portal for all students (key-secs 1-6).

· delivered announcements and alerts through the Portal rather than via e-mail.

· moved existing student Web self-services to the myNEU portal.

· testing for implementation later this fall Web Add/Drop on myNEU Portal. 
	· 


	Strategic Goal # 2
	To enable the administrative needs of XYZ students, faculty, and staff in an effective and efficient manner, through the deliver of information technology products and services, reflecting best higher education business practices.  [aligns with yyyyyyyyyyyyyyyyyyyyyyyyyyyyyyyy enterprise strategic goals.]

	Key 

Initiatives
	Responsible Parties
	Timetables /Resources
	Performance

Metrics
	Self Review
	Manager's Review

	F. Support and enable an integrated XYZ distance learning administrative platform in line with the University’s distance learning strategies and associated offerings.
	· M Mouse, Executive Director, EAMS (initiative leader)

· S Jones, Director, ATS

· R Simon, Director, AAS 

· M Storey, Assoc. Dean, UC
	· 2003 – collaboration with XYZ entities responsible for distance learning

· 2004 – assistance with program/offering development

· 2005 - ongoing
	· processes in place

· performance against benchmarks

· academic program/school satisfaction

· faculty satisfaction
	· no activity at this time.
	· 

	G. See Goal 1 initiatives A, D, and E above for commitments that also apply to XYZ administrative and business functions.
	· See 1A, 1D, and 1E
	· See 1A, 1D, and 1E
	· See 1A, 1D, and 1E
	· See 1A, 1D, and 1E
	· 

	Strategic Goal # 3
	To establish and maintain a robust, scalable, flexible, reliable, and cost effective information technology infrastructure that supports the current needs, and that anticipates the future needs of the XYZ University community.  [with zzzzzzzzzzzzzzzzzzzzzzzzzzzz enterprise strategic goals.]

	Key 

Initiatives
	Responsible Parties
	Timetables /Resources
	Performance

Metrics
	Self Review
	Manager's Review

	A. Maintain the availability of the University’s core networking and computing services and maintain ongoing service and support levels & tools in keeping with XYZ community needs.
	· Z Zack, Director, ESS (initiative leader)

· T Checkers, Director Customer Services 
	· 2003 – deliver per service level agreements with the XYZ community

· 2004 – ditto

· 2005 –ditto
	· performance against benchmarks

· SLA terms and conditions met

· academic program/school & XYZ administration satisfaction

· student, faculty, and staff satisfaction
	· completed a major expansion of the data center facilities; including the deployment of electrical back-up systems.

· completed the EMC storage back-up solution.

· initiated the move from IBM to Sun servers as part of the upgrade of XYZ/IT’ server farm in the Data Center.

· completed a series of server consolidations and software upgrades, including move of Domino from IBM to Sun.

· completed upgrade and redundancy of DNS, DHCP, et al., hardware.

· completed ACD phone services install for student services and Internet 2  routing for community use.
	· 

	B. Expand and enhance the NUnet campus infrastructure in line with the needs of the University, including work delivered in conjunction with Physical Plant Improvements (PIF’s).
	· Z Zack, Director, ESS (initiative leader)

· T Checkers, Director Customer Services
	· 2003 - upgrade backbone and hub electronics; bring Behrakis and “E” online

· 2004 – ditto; bring “G” and “H” online

· 2005 – ditto; TBD
	· work delivered on time and within budget

· performance against benchmarks

· customer satisfaction
	· completed all data, voice and audio visual technology installations associated with the delivery of the Behrakis Health Sciences building.

· completed an overall of IP address on campus which in turn allowed the extension of network addressing and access to Behrakis and other XYZ facilities.

· completed all data, voice and audio visual technology installations associated with the delivery of the new Buildings and Grounds facility.

· completed firewall and network traffic shaping architecture.
	· 

	C. Expand and improve ResNet and other student community IT infrastructures in line with the needs of those communities, including satellite campus facilities and remote student access.
	· Z Zack, Director, ESS (initiative leader)

· T Checkers, Director Customer Services 
	· 2003 - upgrade remaining 50% of ResNet 

· 2004 – expand services in conjunction with “G” and “H” deliveries 
· 2005 - TBD
	· work delivered on time and within budget 

· performance against benchmarks

· student satisfaction
	· renewed the second half of the Residential community network for high speed Internet access, now ResNet is 100% 10/100 switched typology.

· completed the relocation of the Smith Hall network hub and reconnected Smith Hall to ResNet.

· extended ResNet to the YMCA.

· completed all data, voice and audio visual technology installations associated with the delivery of Residence Hall E (in conjunction with the Behrakis Building).

· completed the network efforts associated with the delivery of the Stetson Hall East renovation.

· not as yet complete the IT planning phase for Buildings G and H.

· terminal server services updated.
	· 

	Strategic Goal # 3
	To establish and maintain a robust, scalable, flexible, reliable, and cost effective information technology infrastructure that supports the current needs, and that anticipates the future needs of the XYZ University community.  [with zzzzzzzzzzzzzzzzzzzzzzzzzzzz enterprise strategic goals.]

	Key 

Initiatives
	Responsible Parties
	Timetables /Resources
	Performance

Metrics
	Self Review
	Manager's Review

	D. Establish and expand a robust and comprehensive platform form the management of key university data.
	· Y Thomas, Director EDDS

· Jon Salwen, Manager, EDS

· Yvonne Mulligan, Director, SS
	· 2003 – implement base platform and MQ series

· 2004 – data warehousing implemented

· 2005 “data layer” in place
	· work delivered on time and within budget

· performance against benchmarks

· customer satisfaction
	· initiated the Enterprise Master project for enabling Enterprise Directory (authentication) services.

· completed the “Kernel” bio-demographic data store for Enterprise Reporting.

· established and now maintaining a data issue resolution process that involves all the owners of XYZ systems of record (e.g. Registrar, HR, Finance, UC, IT).
	· 

	E. Maintain a core set of desktop and network applications in keeping with the needs of the University community as well as the underlying computer platforms that enable these services.  
	· M Mouse, Executive Director, EAS (initiative leader)

· S Jones, Director, ATS

· Z Zack, Director, ESS

· F Hill, Director, DAS

· B Bob, Director, EO
	· 2003 – maintenance of classroom applications; upgrade of campus desktop and OS standards

· 2004 - maintenance of classroom applications; complete upgrades

· 2005 - maintenance of applications; TBD
	· performance against benchmarks

· academic program/school & XYZ administration satisfaction

· faculty satisfaction

· student satisfaction
	· completed the refresh of all classroom software installations in advance of the start of both Summer sessions and the fall opening of school.

· upgraded Computer Labs in 100BL and 200SL.

· completed computer lab upgrades in 103BL, 408CSC, 420CSC, #%DK, 36DK, SL Ebar, IC Scanning.

· built Linux server for use by community.

· refreshed desktop PC standards.
	· 

	F. Maintain a current, consistent and well-support audio/visual systems standard across XYZ’s classrooms
	· Nancy Frank, Manager, MS (initiative leader)

· Leo Hill, Director, DAS

· Bob Whelan, Director NS
	· 2003 – expand, upgrade and maintain currency of standard deployments

· 2004 – ditto

· 2005 - ditto
	· work delivered on time and within budget

· academic program/school & XYZ administration satisfaction

· faculty satisfaction

· student satisfaction
	· completed all of the A.V installs for Behrakis.

· A/V upgrades completed in 200RI, 300RI, 458RI, 201MU, 201FR, 153SN, 308SN, 245CN, 247CN, 404RB, 411RB, 413RB, 50DG, 70DG, 130DG, 140DG, 170DG, 230DG, 270DG, 330DG, 370DG, 119DG, 150DG, 173DG, 235-238FR, 153-159RY, 161RY, 15SL, 17SL, 31SL, 33SL, 240EG, 340EG, 440EG, 11KA, 102KA, 110KA, 202KA, 302KA, 309KA, 427RY, 429RY, 431RY, 433RY, 435RY, 452RY, 454RY, 456RY, 39SL, 105SH, 135SH, 205SH, 210SH, 215SH, 220SH, 305SH, 315SH, 320SH, 325SH, 415SH, 420SH, 425 SH.
	· 


	Strategic Goal # 3
	To establish and maintain a robust, scalable, flexible, reliable, and cost effective information technology infrastructure that supports the current needs, and that anticipates the future needs of the XYZ University community.  [aligns with zzzzzzzzzzzzzzzzzzzzzzzzzzzz enterprise strategic goals.]

	G. Establish enterprise IT architecture and standards practice governing the current acquisition and ongoing renewal of computer hardware (including enterprise servers) and software assets.
	· M Mouse, Exec Director, (initiative leader)

· B Bob, Director, EO

· IT Senior Management

· XYZ and External Experts
	· 2003 – map and document leading IT initiatives

· 2004 – expand documentation efforts

· 2005 – complete and maintain process going forward
	· practice in place

· performance against benchmarks

· Return on Investment/Total Cost of Ownership

· cost avoidance achieved

· IT organization satisfaction

· community satisfaction
	· standardized on Campus Pipelines Luminis Portal (myNEU) product as well as CP’s version of Documentum for Web content management.

· standardized on Sun servers and Unix platforms for the XYZ/IT server farm.

· adapted Windows 2000 and Windows XP as the non-Unix platforms for XYZ server and desktop installations.

· implemented Wireless technology standards and test sites for the potential application of this technology across XYZ.
	· 

	H. Utilize knowledge management to formalize & enable IT operations, and IT asset and architecture management.
	· B Bob, Director, EO (initiative leader)

· IT Senior Management

· XYZ and External Experts
	· 2003 – platform in place and fully deployed within IT; leveraging of IT knowledge across XYZ
· 2004 – collaboration with other XYZ busi-ness units re: KM
· 2005 – ditto
	· practice in place

· performance against benchmarks

· cost avoidance achieved

· IT organization satisfaction

· community satisfaction
	· completed and launched IT Knowledge Portal.

· completed training of all IT personnel on use of Portal.

· completed training of content providers to Portal.

· continuing to build content repository and service integration functions into portal.

· implementing WebTrends to analyze usage patterns and improve portal performance.
	· 

	I. Provide enhanced Internet capabilities across the University in keeping with the education and research needs of the institution 
	· Z Zack (initiative leader)

· Bob Whelan

· S Jones
· T Checkers
· College & Research leadership
	· 2003 – expand and strengthen Internet  infrastructure; deploy Internet2; formal monitoring of utilization

· 2004 – ditto

· 2005 - ditto
	· services in place

· documentation in place (technical and user)

· user training in place

· performance against benchmarks

· community satisfaction
	· completed upgrade of Internet service improvements.

· completed rollout of Internet 2 services.

· completed implementation of new use policies and filters to facilitate the best use of Internet resources.

· completed install of additional firewalls and virus protection technologies
	· 


	Strategic Goal # 4
	To establish and maintain IT Division policies and practices that protect the University’s investments in information technology, business systems, and enterprise data and that respect the rights and privileges of all community members. [aligns with xxxxxxxxxxxxxxxxxxx enterprise strategic goals.]

	Key 

Initiatives
	Responsible Parties
	Timetables /Resources
	Performance

Metrics
	Self Review
	Manager's Review

	A. Maintain University-wide information security practice.
	· F Olds, IT Security Manager (initiative leader)

· IT Senior Management

· constituency stakeholders
	· 2003 -  XYZ-wide adoption and   enforcement of best practices

· 2004 – ditto

· 2005 - ditto
	· practice in place

· performance against benchmarks

· risks mitigated

· cost avoidance achieved

· community satisfaction
	· IT Registry process completed, allowing for the development of a LDAP-enabled authentication process by individual and role; strengthening/improving access control.

· ongoing day to day support of XYZ community security functions including:  the processing of AUP cases, security cases, and risk management cases.

· Ongoing training and communication of security and risk management concerns across the university.
	· 

	B. Improve and maintain IT internal asset management process, with a focus on managing the total cost of ownership.
	· B Bob, Director, EO (initiative leader)

· IT Senior Management
	· 2003 – gather data and reshaping Is budgeting, purchasing and management practices

· 2004 – maintain

· 2005 - maintain
	· practice in place

· performance against benchmarks

· risks mitigated

· cost avoidance achieved
	· business requirements gather completed.

· selection of enabling technology completed.
	· awaiting approval of XP migration funding which as a by-product will allow for the purchase of Alteris which has an asset management module.

	C. Improve and maintain Enterprise data back-up and recovery process.
	· Z Zack (initiative leader)

· ESS Senior Management

· constituency stakeholders
	· 2003 – complete EMC migration; complete server platform consoli- dation; processes in place

· 2004 – maintain

· 2005 - maintain
	· practice in place

· performance against benchmarks

· risks mitigated

· cost avoidance achieved

· IT organization satisfaction
	· completed back-up services onto EMC systems and tested same for all mainframe and Unix servers.

· planning for NT/Windows 2000 server backups onto EMC systems underway.  NT servers currently backed up individually.

· completed NT backups for NT systems onto EMC.
	· 

	D. Implement and maintain a business continuity and disaster recovery planning process.
	· F Olds, Director Security (initiative leader)

· Z Zack, Director, ESS 

· constituency stakeholders
	· 2003 – implement processes for core XYZ applications

· 2004 – expand coverage as funding allows

· 2005 - TBD 
	· practice in place

· performance against benchmarks

· risks mitigated

· community satisfaction
	· completed phase 1 work and data center power back-up and disaster recovery testing.

· presented phase 2 recommendations to University Risk Management and Audit groups for their consideration.
	· Awaiting direction from XYZ Executive Management.


	Strategic Goal # 4
	To establish and maintain IT Division policies and practices that protect the University’s investments in information technology, business systems, and enterprise data and that respect the rights and privileges of all community members. [aligns with xxxxxxxxxxxxxxxxxxx enterprise strategic goals.]

	Key 

Initiatives
	Responsible Parties
	Timetables /Resources
	Performance

Metrics
	Self Review
	Manager's Review

	E. Expand and improve internal IT release, change, and configuration management and Quality Assurance process.
	· S Waters, Manager of QA (initiative leader)

· B Bob, Director, EO

· IT Senior Mgmt.
	· 2003 – establish and enforce processes

· 2004 – improve, expand, keep current

· 2005 - ditto
	· practices in place

· performance against benchmarks

· risks mitigated

· IT organization satisfaction
	· Quality Assurances processes and staff in place.

· Release Management processes and staff in place.

· Developed and now streamlining an IT point-release process.

· Test Lab phase 1 tools and processes in place.  Phase 2 underway.
	· 

	F. Expand and improve the IT project management office to drive project delivery and adherence to best practices in the delivery of projects and services.
	· B Bob, Director, EO (initiative leader)

· the Enterprise Operations Team

· IT Senior Management

· constituency stakeholders
	· 2003 – deliver improved services; oversee a larger percentage of IT projects.

· 2004 – ditto

· 2005 - ditto
	· practices in place

· performance against benchmarks

· risks mitigated

· cost avoidance achieved

· IT organization satisfaction
	· ongoing management of 70+ active projects.

· ongoing monthly service and project operational reporting.

· communication of best practices through project management and through the IT Knowledge Portal.
	· 

	G. Establish and maintain IT metrics and accounting practices in support of product & service delivery.
	· B Moss, Director, ITBO and B Bob, Director, EO (initiative leaders)

· ITBO/EO teams

· IT Senior Mgmt 
	· 2003 – expand customer satisfaction surveying and ops reporting; improve financial controls and practices

· 2004 – ditto

· 2005 - ditto
	· practice in place

· performance against benchmarks

· risks mitigated

· cost avoidance achieved

· IT organization satisfaction
	· restructured the Remedy problem tracking system to more effectively address the problem and request management needs of IT.

· developed new metrics for both problem resolution and request processing; implemented both in Remedy.

· ongoing tracking of performance metrics, project statuses, and customer satisfaction through the monthly operations report process.

· implemented new automated call directory system for the IT/CS Call Center
	· 

	H. Enhance and maintain a problem management process within IT.
	· T Checkers, Director, CS (initiative leader)

· IT Senior Management

· EO Team
	· 2003 – formalize SLA and CRE processes; expand role of Remedy; improve processes

· 2004 – maintain

· 2005 - maintain
	· practice in place

· performance against benchmarks

· risks mitigated

· customer and IT staff satisfaction
	· restructured the Remedy problem tracking system to more effectively address the problem and request management needs of IT.

· developed new metrics for both problem resolution and request processing; implemented both in Remedy.
	· 


	Strategic Goal # 5
	To strengthen the performance of the Information Technology Unit Division through the recruitment, retention, ongoing development, and tools enablement of the very best information technology professionals.  [aligns with cccccccccccccccccc enterprise strategic goal.]

	Key 

Initiatives
	Responsible Parties
	Timetables /Resources
	Performance

Metrics
	Self Review
	Manager's Review

	A. Maintain a competitive, proactive recruiting posture in the Northeast Region’s IT marketplace.
	· B Moss, Director, BO (initiative leader)

· IT Senior Management

· XYZ and External Experts
	· 2003/4/5 continue current successful practices


	· positions recruited

· per capita cost for recruiting

· staff retention/turnover

· IT Management satisfaction.
	· IT staffing at its highest level in many years with only five staff openings.

· little to no unplanned staff turnover.
	· 

	B. Expand and maintain IT technical staff training and development programs.
	· B Bob, Director, EO (initiative leader)

· B Moss, Director, BO

· IT Senior Management
	· 2003 continue to invest in technical training through leveraging external alliances

· 2004 – ditto

· 2005 - ditto
	· offerings in place

· per capita cost for recruiting

· staff retention/turnover

· IT Management satisfaction.
	· ongoing as driven by IT’ choices of technologies and service offerings.

· the current focus is on Sun, Campus Pipeline, Microsoft and IBM technologies.
	· 

	C. Develop and maintain IT management training and development programs.
	· B Bob, Director, EO (initiative leader)

· B Moss, Director, BO

· IT Senior Management
	· 2003 – expand and improve internal offerings and ensure performance plans in place

· 2004/5 ditto
	· offerings in place

· per capita cost for recruiting

· staff retention/turnover

· IT Management satisfaction.
	· completed the first offering of a team building class for IT managers.

· completed the first offering of a customer relationship management class for IT personnel.

· completed the first offering of a project management class for IT personnel.
	· 

	D. Expand our knowledge management program to enable cross-team communications and collaboration
	· B Bob, Director, EO (initiative leader)

· Enterprise Operations Team

· IT Senior Management
	· 2003 – deploy IT Intranet Site
· 2004 – expand and enhance KM services
· 2005 - ditto

	· services in place

· performance against benchmarks

· cost avoidance achieved

· IT organization satisfaction
	· completed and launched IT Knowledge Portal.

· completed training of all IT personnel on use of Portal.

· completed training of content providers to Portal.

· continuing to build content repository and service integration functions into portal.


	· 


	Strategic Goal # 5
	To strengthen the performance of the Information Technology Unit Division through the recruitment, retention, ongoing development, and tools enablement of the very best information technology professionals.  [aligns with cccccccccccccccccc enterprise strategic goal].

	Key 

Initiatives
	Responsible Parties
	Timetables /Resources
	Performance

Metrics
	Self Review
	Manager's Review

	E. Select and implement enabling tool sets (system monitoring tools and applied research tools) that facilitate the effectiveness and professional development of the IT Team
	· Z Zack, Director, ESS and M Mouse, Executive Director, EAMS (initiative leaders)

· IT Senior Management

· Enterprise Operations team
	· 2003 – tools purchased and training provided in line with needs and available resources
· 2004 – ditto
· 2005 - ditto
	· tools in place/in use

· IT organization satisfaction

· productivity measures for IT staff

· risks mitigated
	· Network monitoring tools purchased and implemented.

· Campus Pipeline and Domino tools purchased and implemented.

· WebTrends implemented for Web site monitoring.

· eSurveyor implemented for Web-based surveying of XYZ Web users.
	· 

	F. Establish a formal Performance Management program that aligns the evaluation of staff performance with service and project delivery, with IT commitments and best practices, and with IT operating principles
	· B Bob, Director, EO (initiative leader)

· B Moss, Director, BO

· IT Senior Management
	· 2003 implement IT performance management system throughout IT
· 2004 – maintain

· 2005 - maintain


	· practice in place

· alignment of performance rewards and recognition with delivery and customer satisfaction

· IT organization satisfaction
	· second phase of new IT performance management system rolled out to IT extended management.
	· 


Table Key: 

The performance metrics section of this form refers to various measurement processes that are linked directly to the critical success factors for that action item.  While the action items themselves are discrete deliverables in the overall IT Division plan, measurement mechanism will be more common.  For example, the references to a “customer satisfaction” concerns a single tool administered to IT Division customers about all aspects of IT Division operations.  Thus, this plan envisions a capability whereby common tools will measure the performance of discrete products and services.  As part of this plan, the IT Division will develop these measurement capabilities.

Table Components:

1. key initiatives – strategic objectives, while they may be single deliverables more often then not, they will encompass a series of action items and associated critical success factors.

2. responsibility: primary/others – the name of the individual responsible for the initiative as well as others from within or outside of the team who play an important role in the delivery/success of that particular initiative.
3. timetables/resources – typically the delivery date and any special resource (a.k.a. cost) or revenue considerations.
4. performance metrics – the actual measures or methods of measurement – the focus here is on results (outcome) measures and NOT activity measures.  Performance metrics are often the same as the critical success factors for a product or service.
5. self review – provided by the responsible party; an accounting of key measure results (e.g. if customer satisfaction is a key measure of a product’s success, this column would include data conveying the change in customer satisfaction directly attributable to that product).
6. manager’s review – finally space is provided for comment by the appropriate executive or process owner. 
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