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Events Calendar

Annual Conference April 14-17,2013 Manchester Grand Hyatt

San Diego, California

Fall Seminar October 6-9, 2013 Renaissance Grand Hotel

St. Louis, Missouri

Winter Seminar January 12-15,2014 Pointe Hilton Tapatio Cliffs
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ACUTA's Mission is to advance the capabilities of higher education communications

and collaboration technology leaders.

ACUTA's Core Values are:

. Encouraging and facilitating networking and the sharing of resources

. Exhibiting respect for the expression of individual opinions and solutions

. Fulfilling a commilment to professional development and growth

. Advocating the strategic value of information communications technologies in higher

education

. Encouraging volunteerism and individual contribution of members
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The focus of this issue of the Journal, The

New Face of Il provides me an opportu-

nity to report on a project that our depart-

ment has undertaken at Indiana University

(IU). When I lirst started in telecom-
admittedly, a few years ago-such a project

would have been straight out of someone's

imagination. But technology has changed

our Iives in so many ways, including the

paths our careers have followed. Read on'

You'1l see what I mean.

Indiana University embarked on a bold

new direction for innovative teaching and

learning environments with the develop-

ment of the "immersive classroom." We

were increasingly seeing a shift of focus

from the teacher to the student. The pro-

cess started early in 201 1 with the concept

of creating an immersive classroom that

removes the barriers typically present in

traditional videoconferencing classrooms

and promotes active engagement by all

participants regardless of their location'

We started with our experience with

Cisco TelePresence, which represents the re-

finement of some key collaboration design

concepts. The remote participants are pro-

jected exactly iife size on the TV monitor'

and they aPpear to be just across the table

from you. This is accomplished by specific

design dimensions spelled out by Cisco in

their installation guidelines. The TV cam-

era, and table must be a certain size, and are

locked in place and don't move'

Of course, typical classrooms come

in all different shapes and sizes making

it difficult to control the design factors

necessary for a successful TelePresence

experience. Traditional thinking around

classroom design has been the model of

rows of seats and other immovable seating

configurations along with fixed technology'

Videoconlerence classrooms pose a unique

set of chalienges with the position of the

lectern and where to place the cameras and

monitors to get the best shot of the instruc-

tor and for the students to be able to see the

instructor's content.

We had signs in one of our videoconfer-

encing classrooms that show how rigid the

furniture and cameras were in order to keep

the cameras positior.red properly. Figure 1 is

an example:

The position of the lectern is very prob-

lematic in creating a TelePresence experience

in the ciassroom because there are two di-

rections for gazing-the instructor looking

in the direction of the students and the stu-

dents Iooking back at the instructor. Placing

the lectern at the front of the room breaks

all the design rules of TelePresence because

you would need forward and reverse camera

shots to get the instructor and students'

Someone would have to select these cameras

and zoom them in on the current speaker'

The chiel design priority is ease of use' If
using the system isn't intuitive, no one will

use it. The other critical piece is the camera'

Typically a videoconferencing camera has

six buttons: up, down, left, right, zoom in,

and zoom out. When is the last time you

saw someone move the camera during a

videoconference? It's usually a boring wide

shot ofthe room because no one wants to

bother with it. We also want to bring remote

participants forward into the space and try

to minimize the "second class citizen" feeling

you get from seeing tiny people on a fararvay

TV screen. A key priority is to somehow

promote active engagement by all students

Building an

lmmersive

Classroom

Figure 1. Signage relays the message'
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with the instructor and fellow students, which means freedom of move-

ment within the space.

During the research phase of this project, we looked at various solu-

tions and visited a room that Cisco developed in conjunction with GE,

called the ACR (Active Collaboration Room). This room (uses a Cisco

CTS1300 TelePresence system mounted in the corner of the room to be

able to capture the whole room. This system uses three cameras and only
displays one third of the room or a third wedge at a time. They use caf6

tables, and one table up front featured a Steelcase Media:Scape unit to
allow for multiple participants to plug in their laptop and share their con-

tent with the group. We liked the open feel of the room but didn't like that
you couldn't see all the remote participants at one time.

We needed to actually build something which synthesized a lot of these

design ideas and do it in a space we had set aside for this use. The room
dimensions are 24' x22'-which is only conducive for a small classroom.

Last fall we saw a demonstration of a new product from Polycom called

EagleEye Director. Basically this is a combination automated camera-

tracking and camera-switching system. There are two cameras mounted

on an intelligent base plate. One camera is the face-tracking camera that
takes close-up shots of the current speaker. The other camera just takes

a static wide shot of the room. \Arhat you see is a close-up of one person,

then when another person starts talking you see an automatic cut to the
wide shot, then you see a cut to the next person talking. There are no but-
tons for the instructor to push because it is all automatic.

Our final arrangement appears in Figure 2. The two 80" TVs display

the remote camera view and the instructor computer content and docu-

ment camera. The 80" TV gives us that life-size display we were after. This

room is on the IU Bloomington campus. We also built a very similar room
on our Indianapolis campus. This fall we have three classes being taught

in these rooms with students from both campuses in the rooms and the

instructor teaching from either the Bloomington or Indianapolis room.

So far, the instructors and students using these rooms have had very

positive comments about their experience. One instructor said the experi-

ence is pretty close to having the remote students in the room with them.

She likes the ease of use and commented that she didn't have to have a sec-

ond degree in technology because she doesn't need to worry about where

she is supposed to be and what buttons to push.

Another instructor feels this room makes him a better teacher because

he doesn't have to think about so many different things simultaneously,

such as constantly tracking the camera angles. He likes that the students in
both rooms can see both his content and him at the same time because it
creates a more personal experience. His two favorite parts of the room are

the camera auto tracking and the different table heights.

Students commenting about the immersive classroom include one who

Iikes the round tables because it promotes and enhances conversations.

Another student likes the camera tracking the person speaking rather

than a wide shot of the room because it allows him to get to know the

distant students much better and creates a strong connection. My favorite

comment was from a student who said that he feels more engaged and he

needs to be more prepared for the class because there is more attention on

individual students when the camera does a close-up on them when they

are speaking.

c ffio
EasleEye oie.irr

Figure 2. The final arrangement for the Bloomington classroom

Figures 3 and 4 are pictures of the immersive class-

rooms in use. The first picture is the immersive classroom

in Bloomington, and the second picture is a view of the

remote students whom the Bloomington students see in
their room.

Overall, the immersive classroom has been very suc-

cessful and we have even more classes scheduled in these

rooms for the spring semester.
a
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Figure 3. The immersive classroom in Bloomington

Figure 4. Remote students on camera



A CIO Looks at Where We've Been and

Where We're Going

The pendulum always swings ... in my
20+ year career in technology I have seen

the change from cloud-based provision of
telecommunications services to proprietary
and now, perhaps to a hybrid cloud-based

provision of IT enterprise services. \Arho

knows where we will go next, but isn't it
exhilarating to chart the changes?

Yes, our landscape is changing, but I'd
like to suggest that we consider the use of
topology as the descriptive agent. In my
opinion, landscape is the physical result
of a multitude of efforts, and topology is

the result of convergence, connectedness,

and continuity. And that is exactly what is
happening on our campuses as we assess our
ability to play an important role in sup-

porting the many businesses that comprise
higher education, always vigilant of emerg-

ing technologies and how they can and

should help all facets.

Topology is a branch of mathematics
predicated upon transformation. One of
the hrst papers that many of us studied is
a problem set forth in Leonhard Euler's

Seven Bridges ofKonigsberg. How do you

cross each bridge only one time? What is the

most efficient route to resolution? Well, the

surprising answer to the infamous problem
is based upon connectivity-which led to
the study of graphs, which, in computer
science and in a round-about manner, leads

us to different organizational structures in
information technology.

Do you see your organizational structure
depicted in the network architecture types in
Figure l?

In the following pages of orr winter Jour-
nal you will read about the various stages of
resultant topology that is reflected by many
different campuses. Where they are today is

contingent upon many contributing factors:

culture, organization, type of service that

;:;:: 
a' them, geographical location, and

I asked Keith Fowlkes, vice chancellor
for Information Technology and CIO at The

University of Virginia's College at Wise, to
do a "deep dive" into the questions that we

attempt to answer in the ensuing pages. Here

is his "take":

Q. Describe, briefly, the merging/converg-
ing and leveraging of financials, operations,
systems and more within IT.

A. I believe that this directly relates to the
increasing and diversilring role the CIO
plays within an institution. In the past,

people in technology leadership were called

upon to carry out the "techie" duties, run
the mainlrames, lead programming projects,

and manage the networks. Today, it is much
more important for top technology leader-

ship to be involved in processes throughout
the organization, including business process

Figure 1. Network architecture lypes
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redesign, financial planning, business
continuity planning, and research into new
practical technologies that could have a use
within the enterprise. Today's CIO has to
be prepared both to meet the technology
needs and to give input into the overall
business needs of the institution. The CIO
has to see through the technology and see

what the short- and long-term needs of the
institution are and how to meet them.

Q. Address the business and social impact
of the anticipated exodus of retirees.

A. One of my senior technology leadership
team retires in the next year. She has been
at our college for 35 years and has not only
stellar technology skills but a deep knowl-
edge oI organizational history, processes,
and data. There is no replacing that kind of
person who is respected for her expertise,
loyalty, and positive relationships. We are
planning to overlap her retirement with
mentoring a professional for 6-8 months to
learn the basics of her position and just a
bit of her history on data and relationships.
Then, we plan to hire her as a consultant
after her retirement as needed. I believe
that other groups must look at succession
planning like this to address the future and
have a grasp on the past. We all need men-
tors, and it is time that we plan to mentor a

new generation without feeling threatened
for the sake of our organizations.

Q. What has been the impact of merg-
ing departments and implementing new
technologies?

A. So far in my career in higher education,
I've seen IT split apart to specialize, then
merge, just to split apart and merge again.
The one thing that I've seen over and over
is when technology groups are distributed,
computing standards and integration of
systems tend to go out the door. It always
results in greater institutional cost, technol-
ogy standards that run amuck, and terrible
fi nger-pointing matches.

I believe there is a happy medium in
our future. I would call it hybrid distribu-
tion of services. So, each department or
unit wants its own team of specialists. I
say sure, but allow control of this process
to be shared. Have IT and departments
share certain components of technology
services, like user support and systems
support/administration. Continue to have
centralized network administration, system
administration, standards management,
and high-level analysis personnel in central
IT but also departments to share the hiring,
evaluation, equipment/software procure-
ment, and budgeting components. With
this approach, some very careful planning,
and the right collaborative leadership,
organizations might have a shot at meeting
needs without breaking the IT bank of the
institution.

Q. What are the main challenges of sup-
porting students, faculty, staff, research,
administration, and satellites?

A. There are so many choices for technol-
ogy constituents that adhere to so many
diverse standards, it is getting very difficult
to support and maintain them. That is
one of the major problems today that has
intensified. An old but good example is
electronic mail. A large group of students
may like mobile Android technology while
a die-hard group of faculty and staff have
BlackBerrys while yet another group love
their iPhones. The key has to be connec-
tion and security standards. If all of these
can speak the same language (protocol)
with a strong standard security mechanism
(encryption), great! But, if someone wants
to start using something that only supports
POP mail standards or wants to adopt the
newest DMARC authentication, then you
have to stop and guide the process a bit.
Otherwise, it will get messy and costly very,
very fast.

The other concern is that with the
newest technologies so accessible, everyone
becomes a technology "expert" and a cheer-
Ieader for their favorite tech of the month.
The CIO has to attempt to guide the
organization with experience and a deeper
understanding of those new technologies
and what is best for the long-term success

of the organization and the underlying
costs associated. One person's beautiful
tablet OS could be tomorrow's incompat-
ible door stop.

Q. What impact will open source, WiMAX
and derivatives, and LIE have on how IT
provides services?

A. I'm a cautious advocate of open source.
I think that we've seen the impact of open
source and its hidden costs enough by now
to make a good evaluation of those op-
tions. The server and mobile OS, Iearning
management, Web content management,
and even VoIP markets have changed, but
with little or no serious cost impact to or-
ganizations. Organizations are much more
hesitant to trust their enterprise resource
planning (ERP) software to an open-source
solution without heary in-house support
and expertise.

If I knew the true future impact of
WiMAX derivatives, I would be a very rich
man! LIE is going to be the standard that
changes everything after carriers complete a

full buildout. The next generation of cellu-
lar data technology-6G-will most likely
get speeds over 1Gbs. I guess my question
is if students have a full lGbs connection
to the Internet with their smartphone/
tablet computer, how can the majority of
small/mid-sized institutions economically
provide similar service unless the carriers
cannot deliver a good quality of service? If
providers can provide this level of service,
it will drastically change the landscape of
institutional technology data service, much

ACUTA Journal of lnformation Communications Technotogy in Higher Education Winter 201 2 I



as it has already deeply affected telephone

long-distance resale operations.

Q. Is social media under the umbrella of
IT? If not, who oversees and makes deci-

sions?

A. I believe the public relations people are

the best choice to manage the core insti-

tutional social media site, but I believe

social media will develop into what our

institutional websites look like today. Most

departments within an institution will have

their own social media outlets. The chal-

lenge I see for the future is for the social

media providers to develop a good way to

somehow associate these various pieces.

Q. Do Web developers work for IT or
some other area of the universitY?

A. Web administrators and developers

should be in IT but content should (and

mostly does) belong to some other area

of the institution. The key is the establish-

ment of a symbiotic relationship between

them. In many institutions, non-IT content

providers look at IT as "techie plumbers."

That does not go down well with most of
the Web administrators and developers

with whom I've talked over the years, and

it causes lots of communications troubles.

Again, this is a good example of an area

that could benefit by that hybrid distribu-

tion concept. There is definite dissonance

today between the new silos being built
between the "creative people" and the

"technical people." It takes special leaders

to tear down those silos and not have seri-

ous territorial and/or ego issues.

Q. Have reductions in budgets resulted in
the expansion of the distance education

environment and outsourcing?

A. For LIVa-Wise, no for either of those. We

have been on hold while looking for a new

chancellor, so distance education is hold-

ing steady with no growth or changes. I
believe that people in higher education are

beginning to see the outsourcing "catch." all to complement our existing streaming

Outsourced services are definitely cheaper services for our athletic events and college

in the short run but, depending on the educational cable television channel' We

service, become increasingly expensive with are now using FUZE for Web conferences

regard to customer satisfaction, organiza- with inter- and intra-campus meetings just

tional mission fit, and overall quality and to get everyone in a virtual room to discuss

control. the needs ofthe institution'

Q. How are cloud services bringing chang-

es in staffing, budgets, and bandwidth

needs as bandwidth"hogs" are finally

outsourced due to unsustainable costs?

A. Cloud services are definitely having a

tremendous impact on bandwidth needs

for institutions, but some of that is offset

by cost savings in core services. A good

example is e-mail outsourcing. UVa-Wise

has not outsourced our e-mail services; we

are relatively small and the incremental cost

of keeping students on our servers is small.

On the other hand, our parenl institution,

University of Virginia, has outsourced its

student e-mail services to Google, as have

many others. Cost savings reported at many

schools have been pretty significant, and

that definitely contributes to the mount-

ing need for more bandwidth on campus.

I think we will see other similar types of
trade-offs in the coming years out of neces-

sity to feed the "cloud monster" for video,

audio, file storage, and telePhonY.

Q. Have broadcasting and/or video

conferencing become the norm for both

educational and administrative purposes?

A. For UVa-Wise, the answer to this ques-

tion is YES. I see online video as the future

replacement for all sorts of services and

communication to students, alumni, par-

ents, donors, and others. Streamed event-

based video, streaming video on-demand,

and instructional online video is the future

in my opinion as schedules get tighter

and budgets get smaller. We have started a

new online video initiative that includes a

campus video newsletter production and

IT video training "on-demand." This is

Q. How are strategic plans across campus

including technologies that demand the

attention of IT?

A. One of the major problems that has been

developing for a while is the decentraliza-

tion of technology services on campuses of
every size. It seems that every area of the

institution has a strategic plan that includes

some type of technology. Sometimes, these

are formulated without consulting with

technology leadership to see if resources

are available to suPport them. UVa-Wise is

fortunate in that we are small, but technol-

ogy leadership in larger institutions is really

feeling a pinch and gets left holding the

proverbial bag when things do not work.

Information technology organizations are

having a hard time developing their own

strategic plans because of the hundreds

of different pockets of "departmental

technologists" developing new ways to use

central IT resources. The challenge for IT is

to bring all the people together on a regular

basis to discuss needs and plan resources

necessary to provide solid service for all.

Q.What is the imPact of changing

technologies, organizational models and

financial strategies as we (IT in general)

move forward?

A. I believe that the IT organization will
have to evolve into something much differ-

ent from what it is today. As I noted earlier,

technology leadership is going to be forced

to become a more synergistic organism

in the enterprise. Technology profession-

als have to become more well-rounded

and invested participants in departmental

projects. Gone are the days of the IT profes-
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sional who sits in front of a desk all day
coding projects. Most of us will have to
learn to be people-people to some degree,
translators, analysts...even therapists!

Senior IT leadership has a tall order to
fill. We must be able and willing to help
our professional staff groups develop into
more well-rounded professionals. In some
organizations, this will require the coder
to develop a knowledge of databases. Some
will need to develop marketing skills.
Others will have to improve their grasp of
accounting principles.

The tendency of non-technical people
today is to pigeon-hole technology pro_
fessionals into being "techies,, without

interests or talents outside technology.
We cannot allow that to happen. Senior
IT leadership must help their technol_
ogy professionals grow in other areas of
functionality or be forever banished to the
basements and data centers of academe
without a voice in how to address technol_
ogy needs in the best ways possible. Senior
institutional leadership must help their
CIOs understand what business needs have
to be addressed and what skills are needed
from IT to help address them.

As Keith handled all of the routine op_
erational challenges, Hurricane Sandy
intruded forcefully, demanding his atten-

tion in ways that could not be refused. yet,
he responded to our questions thought_
fully, and we appreciate his contribution to
this issue of the JournaL He is, indeed, an
insightful leader who "gets IT,,l

I encourage all those who aspire to do
great things on their campuses within the
realm of technology to attend the l Tth An_
nual ACUTA Strategic Leadership Forum
April 15 - 76,2013, at the Hyatt Regency
in San Diego, held in conjunction with the
42nd Annual ACUTA Conference.

Please contact me with any questions or
comments at any time: choch@acuta.org.

a
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Paul Korzeniowski

The Changing Skill Set for lT/Telecom

Wanted: intelligent, quick-thinking, and

versatile individual experienced in com-

munications technology and familiar with

the higher-education culture to direct

campus technology services department'

Must be familiar with voice, data, and video

technologies, able to strategize for cost-

efficient provision of services, and capable

of interacting effectively with students as

well as faculty and administration' Con-

tract negotiation skills essential, as well as

familiarity with budgeting and accounting

principles. A lifelong learner who is flexible

enough to ad.iust to constant innovation'

That about covers the requirements of

today's IT/telecom professional in higher

education. Whewl

On one hand, the fast Pace of change

in technology often attracts people to the

IT field. But new technologies emerge, gain

acceptance, and are soon cast aside for

something faster or better, so it is not a field

for those who depend on routine. Holding

an IT position seldom leads to boredom,

but neither does it guarantee security'

As technologies evolve, mature products

and long-standing processes are routinely

eliminated, and sometimes experienced

individuals are shown the door as well'

To position themselves for professional

growth, technology managers and direc-

tors need to understand their role in the

university as well as which skills are hot

and which are not. But with change being

so constant, making that determination

has become more difflcult than ever before'

"Many communications professionals are

struggling to determine how to position

themselves for future professional growth,"

says Tammy Browning, senior vice presr-

dent for Yoh Services LLC, a technology

staffing firm.

Currently, there is both good news and

bad for communications managers' Yes,

salaries are rising, and people with certain

skill sets, such as network engineers, are

especially in high demand. However, the

requirements typically specified for com-

munications positions have been changing'

so executives cannot become complacent'

To ensure that their future remains bright,

they need to evolve and develop new skills'

Signs of Hope?

Since the economic downturn in 2008,

communications budgets have been con-

strained, but lately they seem to be loosen-

ing. Robert Half International expects IT

salaries to rise 4.5 Percent in 2012, which

is much higher than the 1 percent to 2

percent increases seen in most corPorate

departments.

Overall, demand for telecommunica-

tions professionals and their associated skill

sets remains high. In fact, the Robert Half

International survey found that network

administrator is the most sought-after po-

sition: 64 percent of colleges surveyed are

looking for people who have those skills'

More than one in four universities (28 per-

cent) are looking for telecommunications

personnel-and perhaps surprising, such

people are in higher demand than techies

who understand virtualization technology

(22 percent).

Schools continue to invest in individu-

als running their networks. For instance,

network engineers should see their salaries
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rise 5.8 percent due to increased demand,
and they will range from $75,000 to
$107,750 per year, according to Robert Half
International.

Security Remains a Hot Area

Universities are also in the market for
security professionals. IT security jobs have
seen a 50 percent spike in demand com_
pared to 2010, according to the website IT
Security Iobs. The site added that average
salaries have also seen a substantial riseilO
percent per annum. pay increases for these
positions will slow down a bit this year but
still go up 6 percent.

The influx of mobile phones has cre_
ated a ripple effect. More of a university,s
communication load is carried on wireless
lines and less on the wired connections. So
schools want to hire more wireless network
managers: Robert Half International found
that 38 percent of companies plan such ex_
pansion in 2012,making it the fourth mosr
popular skill. Salaries for wireless network
managers are expected to rise 5.9 percent,
ranging from 979,250 to $108,500.

But the job market also presents some
potentially disturbing news for communi_
cations professionals. In the past decade,
their roles have changed so much that
they are barely recognizable. At one time,
they were King of the Hill at their univer_
slty. Tle telecom department was highly
thought ofon campus because it gener_
ated a lot ofrevenue by providing in_room
phones, individual lines, and long_distance
service. But their lofty status began to erode
when students started to replace those ser_
vices with their own cell phones. Now, that
revenue stream has essentially dried up.

VolP Dramatically Affects Communications
Managers' position

In addition, the advent of voice over Ip
(VoIP) changed how IT departmenrs were
structured. Rather than continue to operate

separate data and voice networks, schools
consolidated them. Recently, video com_
munications has been folded into academic
networks. In many cases, telecom functions
were absorbed by the data group, and the
telecom manager moved down a rung on
the organization chart.

How universities communicate has
changed quite dramatically. Exchanges
now take place via texting, e_mail, instant
messaging, and videoconferencing. In ad_
dition, recently, lines between workplace
and personal communication have been
bh,rred by the unprecedented acceptance
of social network media, such as Twitter
and Facebook. Consequently, the days of
plain old telephone service (pOTS) as the
primary method of information exchange
have passed; now, users have a bew of com_
munication options.

The various changes seem to have
diminished the importance of skilled
telecommunications techies and managers.
Robert Half International expects ,ulu.].,
for telecom managers to increase by 2.0
percent and for telecom specialists by 3.1
percent, about half as much as for other
networking job titles.

The Watls Are Coilapsing

Further erosion of the traditional commu_
nications managert bailiwick seems quite
possible. A new wave of consolidation is
taking shape as the number of hardware
components being monitored in the data
center has been shrinking. In the past, large
university data centers had three g.o.rp, i
techies: server specialists, network admin_
istrators, and storage experts. With the
advent of unified computing solutions,
such as Cisco Systems Inc.,s Unified Com_
puting systems, those different elements
are being folded into single devices that
perform all three functions. As this occurs,
the autonomous fief,doms, along with their

reporting chains, are being reshuffled.
Tiaditional telecom functions may soon
find themselves lumped in with storage and
servers as well as data and video network_
ing, meaning fewer rungs on the corporate
Iadder are open to them.

As these changes have been unfold_
ing, the type of skill sets that universities
desire in their telecom managers has been
dramatically changing. The rise of automa_
tion and virtualization has altered the role
of telecom technicians. In the past, much of
their work centered on developing a deep
understanding of how telecom hardware
worked. The majority of their day was
spent configuring various devices and then
troubleshooting them whenever problems
arose, which was quite common. Conse_
quently, the telecom team spent their dav
running tests and perusing reports all with
the goal of improving network and system
performance.

But network switches have become
much smarter in the past decade. Rather
than a_tedious, linear process requiring
many hours, configuring a system now
often takes minutes, with the device itself
rather than staff doing the bulk of the
work. In addition, network troubleshoot_
ing tools have evolved and become much
more effective. previously, communication
managers spent time collecting perfor_
mance data from a variety of sources, and
then slicing and dicing it until they found
the source of a problem. Now, with the
advent of big data analltic tools, much of
that work is also done automatically.

The Desire for Technical Skills Diminishes

As a result of these changes, the skill set
for communication specialists is evolving.
In the past, the emphasis was on possess_
ing deep technical knowledge about select
devices. In fact, not that long ago, profes_
sional certifications, such as Cisco Certified
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Network Associate or Microsoft Certified

Systems Administrator, were passports to

high-demand, high-paying iobs' But that

oullook has changed"'I don t see colleges

requiring certifications now as much as

they did in the pastj' stated Yoh Services'

Browning.

A couple of factors may have created

this shift. First' the variety of certifica-

tion programs has grown dramatically'

In the past, companies looked for people

with specific areas of experlise' say an

Arayaiupport Specialist, a Cisco Certified

Network Engineer' or a Microsoft Certified

System Engineer, Communication' which is

its Lync 2013 unified communication sys-

tem. Through the years, these vendors have

dramatically expanded their certifi cation

programs. In fact, Microsoft now breaks

its certification Programs into more than a

dozen subcategories, each touching upon

multiple products. If that is not enough' the

.o-purry hu, three levels of certification in

eactrarea: Associate, Expert, and Master' So'

there are now close to 100 different Micro-

soft certifications.

Another factor is that the volume of

products universities now run on campus

has expanded. Currently, virtualization

software runs on top of operating systems'

A variety of new applications, such as exam

management systems, have emerged' To

suPPort their systems, many vendors have

forged their own certification programs' so

orre is fo.rrrd for just about every piece of

hardware or software'

A Growing Emphasis on Business Skills

Consequently, the traditional telecom

techie seems to be giving way to the rise of

the lelecom accountant"'We are seeing a

shift from times when university manage-

ment valued communication managers'

deep technical skills to one where staff

needs brsiness skillsi'stated Dr' Ward

Ulmer, the associate dean for Walden Uni-

versity's School of Information Systems and

TechnologY.

The curriculum at different universities

illustrates this trend' Two years ago' Walden

University formed an autonomous college

speciflcally for its IT students' "There was

,o -o.h demand for IT professionals that

we needed to break it out and provide

them with the skills needed in today's job

market," noted Ulmer'

The university offers two undergraduate

degrees. A bachelor of science in infor-

mation technology enables students to

concentrate in areas like networking and

operations or security and forensics' A

bachelor of science in computer informa-

tion technology is designed to provide

students with experience in group ana\sis

and design projects; the skills to communi-

cate effectively with coworkers' employers'

and other professionals; and the ability to

use IT management tools'

No More Technical DeeP Dives

Certain courses have a non-techie focus'

Walden University's Business Architec-

ture and Processes course examines the

structure and operations of organizations

from an information-processing point of

view, and helps develop students'skills in

analyzirg,designing, and improving opera-

tions. Topics include fundamental business

structures; business process design' man-

agement, and optimization; decision sup-

port and automation; enterprise resource

planning; and integration'

At the University of Kentucky' students

planning to graduate with a bachelor's de-

gr.. i., t].1..o.nrnottitations must start off

with a statistics course as well as Introduc-

tion to Computing I, Telecommunications

I: Mass Communication SYstems' and

Telecommunications II: Interactive Com-

munication SYstems'

In sum, the communications manager

career path is in flux' The days when a

deep technical understanding of a PBX was

a ti;ket to success are fading away' Time

tinkering with bits and bytes has been giv-

ing way to time fiddling with spreadsheets'

Ralther than digging deep into technology'

communication managers now are exPect-

ed to understand the business implications

of any technical decision'

Another complication is that third par-

ties, such as CompTia, have emerged with

their own spin on the certification process'

So what was once a badge of honor worn

by a select few has become a sticker adorn-

ing millions of individuals' As a result' cer-

tiied technical skills are just not as valuable

as they used to be.

So how can communications execu-

tives ensure themselves a promising future?

According to Dr. Ulmer at Walden"'To be

,.rc..rrfrrl, IT professionals need to be flex-

ible because the job market is quite fluid'"

But there's more. If you're a seasoned pro-

fessional who wants to enhance your value

in the eyes of upper management' keep a

finger on the pulse of technology on cam-

pul so that you know what's coming before

,o-"on. demands it, and what's on its way

out before you supPort it' Stay current on

trends in peripheral areas' such as security'

disaster preparation, and business continu-

ity. B. pr.pu..d to speak intelligently about

budgets.

With the increase in online coursework

likely to accelerate in the near and distant 
.

future, the job market for IT/telecommunt-

cations professionals looks promising' Iust

,.*.-b., that technology today looks for

lifelong learners, oPen to new ideas' Others

need not aPPlY.

Paul Korzeniowski is a freelance writer who spe-

.,atirts ln communications issues and is based in

SrOOrry, Mass. He has been writing about these

Ltr.t iot more than two decades and can be

reached at Paulkorzen@aol'com'
a

14 winterzotz AoUTAJournalotlnlormationcommunicationsTechnologyinHigherEducation



'l.ti

Kathleen Murohv
NCS Service iUrruo.,
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Figure 1 University at Buffalcr
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specialists in that they also possess the local
knowledge and competencies necessary to
exercise leadership vis-i-vis the effective
use of technology."3 Adopting a versatilist
model positions IT organizations to better
meet the rising expectations of the campus
community while also reducing costs.

The versatilist professional is reminis-
cent of another model referred to as the
T-shaped professional, which was lirst
introduced by McKinsey & Company and
later popularized by Tim Brown, CEO of
innovation firm IDEO.a T-shaped profes-
sionals exhibit two kinds of characteristics.
The vertical axis of the T refers to depth of
skill, and the intersecting horizontal axis

of the T represents disposition for
collaboration across disciplines. Brown
prefers to staff his interdisciplinary
teams with T-shaped professionals.

In Morten T. Hansen's interview
with Tim Brown in 2010, Hansen

asked whether an organization could
run with a mix of I-shaped (vertical
axis of the T) professionals and some
integrators. Brown's response echoed
Chester's reservation o[ using a com-
bination of generalists and technical
specialists. According to Brown, "If
you have a company full of T-shaped
people, you don't need the facilitator,
because everybody can do it any'r,vay."s

The growth to the service economy
has fueled demand for more advanced
skills including creativity, problem
solving, communications, customer
relations, collaboration, and team-
work. The Council on Competitive-
ness has sounded the alarm in its
reporr, Thrive. The Skills Imperative,
regarding the shortage of interdisci-
plinary skills in today's workforce.6
The Council on Competitiveness sug-
gests the lack of interdisciplinary skills
poses a threat to the nation's future

economic prosperity and social well-being.
If American engineers and scientists fail to
add value to the service delivery process,

they risk irrelevance due to global competi-
tion.

Engineering for a ChangingWorld, a

report by fames |. Duderstadt, president
emeritus and professor of science and
engineering at the University of Michigan,
offers a new paradigm for transforming
American engineering education to better
meet the needs and priorities of a 2 1st-

century knowledge economy. Contrary
to traditional undergraduate engineering

education that focuses on narrow special-
ization, Duderstadt favors an approach
that emphasizes comprehensive integra-
tion. A broader exposure to the liberal
arts curriculum is expected to promote
innovation, entrepreneurship, and global
competence.T The introduction of service,
science, management, and engineering
programs at universities is an attempt to
expand interdisciplinary skills in support of
service innovation. These developments are

significant given that higher education and
information technology are both service
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Figure 3. Responses to staff-needs survey at the University at Buffalo, spring 2012

6) Professional Development Activities: The CIT Professional Development Committee is planning

a few events in the next few months such as those listed below. Please select which activities you

would like to see offered.

Other (8)

Tours of CIT departments other than... (54)

lT Fair (vendor displays, technic...) (52)

Professional networking events (42)

Workshops on professional development (51)

Workshops on personal development (49)

Project management training (50)

lnnovation competition (24)

Social media summit (26)

Technical info sessions (specific...) (103)

Future-Proof ing Your Organization

The role of the IT professional is to help

others on campus advance the mission of
the institution. Faculty, students, and tech-

nology coexist to create value in the form
of student education. Within the higher-

education landscape, changing student

demographics, spiraling costs, and greater

demands for accountability will stimulate

increased competition among insti t ulions.

Information technology could be leveraged

to produce competitive advantages, and T-

shaped professionals will be needed to Iead

the innovation agenda.

With institutional survival and organi-

zational relevance at stake, IT organizations
must grow their workforce by adapting

either their hiring practices (strategy 1) or

their formal reward structures (strategy 2).

Evolving trends in undergraduate engi-

neering education could serve as a model

for IT organizations and practicing profes-

sionals alike. Instead of hiring technologists

from traditional engineering programs

exclusively, additional consideration should

be given to technologists with broad insti-

tutional awareness. Given the reality that

most graduates start their careers as spe-

cialists, recognizing future T-shaped poten-

tial in lieu of experience will become even

more critical during the hiring process.

Since most formal organizational incentives

reward individual contributors with deep

functional expertise, new incentives are

needed to encourage T-shaped behavior.

Both strategies are examples of adjusting

expectations for the "new normal" since

the skills that served IT professionals in the

past are no longer adequate todaY.

Resource managers are not the only
people who need to reset their expectations.

Figure 3 shows responses to a staff-needs

survey distributed to more than 200 IT
professionals at the University at Buffalo

during spring 2012. Staff members were

invited to indicate what types of col-

laboration and professional development

activities most interested them. Technical

information sessions were self-selected as

the dominant choice of most respondents.

In a culture that has historically valued

technical mastery, these results come as no

surprise. Yet the emergence of new roles

including vendor management, process

management, and project management

demands competency with a new set of
nontechnical skills. Organizations that

ignore these trends do so at their own peril.

According to the EDUCAUSE2012 annual

issues publication, a panel of IT leaders

considered updating IT professionals' skills

and roles to accommodate emerging tech-

nologies and changing IT management and

service delivery models as one of the top- 10

IT issues facing member institutions today.8

A new era has arrived!

Kalhleen Murphy is NCS Service Manager at

the University at Buffalo. Reach her at kbrown@

buffalo.edu.
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I{ighcr educational institutions are experiencing a

monumental transfbrmation r,r,'herr: lcarning is reall,v

occurring in all corners of the camltus 24l7. Advanced
technologies offer the tools for break-through research,
study, and learning on the constittlent side, but prcsent
challenges to implement for the IT department. It's no
Ionger a n-ratter of having a ferv computer labs scattered
throughout calnpus or even planning on onc device pcr
student. Students rvill ofterr be using rnultiple devices for
class, dorm, and personal use. Most of thcse devices are

Wi-Fii' onl,v, so a wireless network that r,i,orked fine a fewyears
rnight be under enormous strain with each passing semester'

The core netr,vork is also stressed with high performance
computing, big data analysis research, and high band-
width needs in dorms, cornmon areas, and learning
tacilities. With budgets always tight, it's time to leverage

current netr,r,ork infrastructure and cabling, plus make
a f'ew stratcgic investments to create a scaiable, next-
generation, ultra-high bandwidth campus network.

Off-Campus Besidential

0ff-0ampus Medical
,A

Admin 'A

,r,,,rr.,,.,,",rS
Commons

0fl-Campus Business

A

-.-'"" 
cj'o\.

r I :t,, :, ;i
qrrl::]llr

" " (.
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Gampus
Police

Facilities

Carnpus network architectures have to be flexible, r,vith trar-rsport optiorrs inciuding: . Fiber . Copper . Wireless lr\N (W'I-AN) . Legacy TDM



B resoc <et APs

a

IN
0ptical/

Copper/Fiber

Dormitory

Ileribilin'irr cleplovnent, rr,hich [rrings cost etfi-
cicrtcics in i,r,iring, rvarehorrsirrg, anri sperrc rurits.

'Io hcllr institutions rncclt Lhc luturc, tlre lbtal
Access 15000 is iclctl 1br [trrth iruilcirrrg llerv
nclr,r'or-l<s ancl 1ol relitaUzing erisLirrg t'abinct
itrli as Lrr: r:trr re to cl c plol' hi ghcr- b :rncl rvi d th,
ncxt gcrreration scrr.ices casilr, alcl cost
eflcctivclt,. i\lthoLr gh fi ber- tlal slto rt irtrcl itr:t:ess

serr,iccs a|e ir l<e\,conrpolrelrt Iecluircd lo rreet
a I(ibps broaclbrnd lhreslrold, il's inrllortant
to r]otc tlrat the AI) fllA)l .littal 

Access 5t)00
proviries cxtcllsive oJ)Lior)s ior legircr, 1 l)\,1
an.l a \,.rriet\, of Ethcrnet-or.err-Coppcr (Fio(.tr)

applir:rrt ions as tr:cll.

l o I t:a rr r rr r ol e, r,i sit rru,'lv.adtran.com/access

N{anr urrir,ersitics/collcgcs hiu.c a rich hislor);
uticlr ttsuir]lv tlanslates into a llictrrresaluL.
carrl)us, b u ilclings r,r'ith his tr.rricirl srgnilir:al cc
a n cl vitrtagc arr:h iter:trrre, Llrt tlre cra [tI e- 1t1irnt
(trriring) irt plirr:e is nol r crt' amerrable tcl ncrL
generation Etllcilrel bast:t1 applications. LO

adtl rr:ss ttris constraint, r\lll-ltAN hiLs introrluccrl
a reroiutiottar\ terfi rrologv c:allerl r\r:1ivRcaclr
rrou, availalrlc irr the Net\,:Lntu I5135I'] (iigabit
Ithenret sn ilclr. Ar:tivlltacll tccilnologv

" 1hc tJ(.211 project is ver'1 inrporlan1 to thc
(ihiunpaign {Irbana region as it allrnr,s a
ncrr,r subset ofcuskrrncrs to havc access to
nc)i[- gcncrill ion broaclbanci sen'ices that r,r,i]l

prorriclc bc [t el conn ecti viil. to both pr.r b Iic:

ancl privatc institulions slrch as hcalth care,
edut:ation, librarics, ptLblic salctv and social
scn'icer agencies ancl senior lir.ing centers,"
saici Nlikt' Srr rel I zerr, clir ector of pl r1'sical
irflii\tlu( Itr c att uzel Irr,crrrrir,er.itr 

- 
UC2B

ol lllinois. LIRBANA (HAr/pAtt.r,t B G ul{oAuBAND

plor,iclcs ir 1r'esii appr-orrch to Lr-Ltlv lrnkrck the
pon'cr ol Ethrnlc[. \on, hiElhet-eclucaliorr
irstittrLio rs arotrncl tlte tr,orlrl can Llse eristing
voir:e-gradc r:atrling to cleplov cutting cclgc IP
busincss appiilatiorrs. l his rrcn, tet:hnokrg\
o1l'cr-s tlrrt:c rnrjor bcnclits: rlct\\,ork spcccls ol
I 00 N{bps acloss rlnv gradc ol cabling, enables
conrrelgcrl vclice, clala atrrl l)orvcr o\.e]'EthL.rnct
selvicc clcrliver,,., ancl tr-iltles thc Irtlrer-nct rtach
to.J6.-) llcters (or 1,2t)0 l'eet).

\1anv lar:ilitics have on lr, (lAl'li or voicc-gradc:
cabling irflastt ucLrtre, n,hich ir utrsuitaltlc firr
rn ant. Ethcrn c't applicrLtion s. IlrrrLlrernrot e,

rupgradinlS to (-,\T5 or lrigher qualitl,cnbling
ciln rLrn hunrirr.ds ol clollars prlr alroJ), uot tc)

tttcrrtion thc plrl,sit:al clcstrr-rr;tion ancl rcpairs Lo

the laciliLres, ;urcl the. distrrptioti ol <iav to-dar,
acti\.itics. ,\dding to this, c0Dnecling encipoints
lil<e acccs; points, 1P carnlerAS, or n orkstirtictns
be\,oncl I00 lltutcrs (:]2i:] leet), rctluiles pulling
fibcr or arlditional srvitch infrastr ltctut e that
firrthcr in. reases costs. r\r:tir'lieach ll-eal<s
ckxrn tht i;c bar riers to errable ultintate fJr-:xJbilitl,
for cl-:sigrring netn,orks ilcross a r,aric[t.of
t:a Lrlc-piant irfrasl rrrctr rrcs irnd lo n g clistarrccs.

1Iigher edLrcatirrn institulions arc thcrr irnntcdi
alelV aLrle to tirkc adVartage of nert-gcncratiol
llthemet-1 lascil tedrnologies n ithout incurring
significanr cosL to builcl orrt their llcL\!ork
irril astnlctlrre, rtr rctrolitting tl'reir
erisling tacilitir:s.

Trr learn nrore, r isi[ wrvw.adtran.corn/activreach

a.

$

(,atttprrs ncln,rtrking enr ironrlcnts itLc iLs

cliversc as tlreir student atrd fiicLrltr' ltoJtulations.
'l lris tneans tharL ilt]\,technolog\. solrrtion ntust
be clivc.rse t0o. lhc r\I) l tL\-\ t Total Acccss"'
5000 \{ul1i Serr.icc,\r:cess })latlirlrn (NiSAP) is
the pcrfect founclation on n,ltich to Lruild the
carnl)lrs Lrackltonc. The facr is that AI) l ll,\N
has the r,r,irlest at ailable portli)lio on tlrc nrtLrkel
fbr urulti dn,clling urrits iikc cklnrs untl college
brriJdings, inclucling solutions lirr lrTTll Lrltra
broad bancl, alnal \,virel (]ss.

AI)'i'R,'\N's lo1al ,\ct:ess 5000 plattirrnr supports
a [r.lll rangc of sen.ices and altltlicaLiotrs f-rclnt
lcgac\, 1 I)1,1 to the latcst (iigabit Lthcrnet
scrr".ices. lt is a Irighl1.scalitble, cost-eflitc{iVe
solutior to [)cgin the trat]silion to ultra itigh-
spccd broar-lbancl sen,iccs n,ithout aban d oning
kc1'serr,,iccs ancl teclrnologies jl rrse Locla\,t
'l ht''lirtaI Acccss 5000 also ptrx.i 11 c.s rxlniaL(]h e(I

Proof Point
Thc IJniversiil,of lllinois anri thc cities of
(Jharnpaign and lJrtrana partnercd rvith
Ai)TRAN for the LI(l2Ll Llroaribancl Stirnulus
T)rojcct. This projcct l,ill bring liigh speed
Fibcr-to-tl're Premises (F L lI)) scl'\,i(:es to
K 12 schools, lon -incotne ancl tutclcrserrrecl
conrnrunitics, as n,ell as pror.ide high-ltand-
\\idllt (lirtil st'Tt it t'r til htr.irr,.'. ( u\l0t)tCl5
and (lonrnrrrnitJ.Arrchor lnstitutions. this is
the first phase ofthc grroject and is planned
to extend scrvices to lltore than I t).000
rcsidents in thc area.



\\iitlr taillets beitrg tht ntost adol)1e(l elccLr.onic:
tler,icc ever, 13ring\-oL;r Orvn I)c,, ice (ll\'OD) is
skt'- ocketing arrd higher cclucation rlct\\,orks
are [(]elinli the stririrr. i'he clirrcrsificiLtiort of
clcvices and tirc irtroducttiorl ol'taltlets, eBool<
rcarlers, ancl srnart plroncs [)resenL (]olcerns
all)out secrlrit\,, ltanclu,iclth, atrtl ntar ragerr ent.
lror :rn incr-easing nLlrltbel ol'collegcs and
un jr,:crsities, .\l)'1 R,,\N's Ilhtesockeli nirclcss
solu.ioirs acldr-etss these cotrr:erns and prolicle
ar!av to oller a u,idcr tangt ol ircarlcrnir: and
r:ollaborittivc seLr.ii:es to a higirll dir ersc
conrnturrit\. ol stud(,nts itlrl facrrlLir:s across
rttu lli-l'ar:ilitr,, carnpus-rvirle enr:irorr nr enLs.

Proof Point
North ldaho College (N1(l) hacl outgro\\rr irs
L:gac1, [1n1'1]11.are co n troller- lt ase d \\tl-.\tr- .

ii02.l 1n (lata rates ancl thc prolifcrirtion of
\\ii-Fi clevices quickh. exposcd rhe lintirations.
Nl(i tieplot,ecl tlte Llluesocket v\\l_A-\
sol t r t i on lirr \''N,l n arc:i.'l'lt is c n ab lercl N I ( I to
sealnl essl), intL.griltc tl re r.\\rl-\)J con trt.rl
rtttti tttirttaget|l(.nt \('ll\\;lte inrl,rnr e onlo
their currcnt VNlrvare inflastructrrre. N I(l
beDcfitett tlom a reclucctcl 1otal cosr 0f

Bhresor:ket virtual\\irelcss l.A\ (r,\\,1.A_\) is
i1n ir noval ive, next- genera t ion apl)tr:)ilch to
r,r,ircless nct\\()rks. 1Itis is thc intlustrr 's lit-st
cloud Lrascd t,irtuirlized nrirelcss L,\li solulion
that r:nirbles cclntrol ancl rnanagcnrent of the
netr,r'orli r.ia tlte (,loud ptovicling trraxirnrnl
scal a bili tr,, rel ia bilitr,, ancl sct:u ritli l:l u eso ckc.t
r.\\rLr\N! trses a r,,iItual control archiIL.cIr]re
runn ing orr a hvpen isor, likc \r\{rvarc, n,trich
elinrirratcs Lhe nced lbr lturcln:arc, t.ontrollc,rs

grerrllr reclrrcing costs. \'irtualizcd t:ontrol
artd manircel]]ent alsO ucn)oves thc sr:a]ing

con stralin ts r:rpr:rienccrl r,rrhen trsirr g sil lllc
llrrposc-burlt hardrr:arc conlt ollers. ,\ singlct
insLance oi r,\\'I.A\ ( an sLl[)])orL,lU,U0t) rlsers
an.1 l,50U accerss poinIs, incrcasing scalalrilifi.
over tra.iitiontll solutions I0r.

\r;rl;rlrilitt (lr('\ nrrl llrre lo lontlrrot)tirt,
secttt-i l\., Blu r:sockcl intelligcn L iLccess points
provide secr.ritV aL lhe cclgc rvirlt thc.ir int.lurled
stalclirl ins[)e(]tioll Iirervall that turlls n\\,il\.
arv nralic:iorrs Lr':ttfic Itolirre it clltcrs thc trL.L\\'ol:k.
.'\dcl iti oniLl sr-.curi tr feaLures. incl uclitrg entc.t-
grrise r:lass authentication, alatit encl'\.ption,
real-tirre rlirL:r rnonitor-ing, and IIF [nLrLtsion
l)eteCLioIr, k,-'cp tire nct\\.ojk trncl the tlirllir:
Irror,ing ovr.r' it sccule.

o\\'nership, r ast scalabilitr,, greater c:qraci11,,
ar rl crcelttioturl sccurit\..

"\Vith r \VL.\ l\'s rl i strib utecl archi Lcr:tri rc.
ntanagccl an,.i contlolk'd virtualll', rve get
tlrt best ofbr;th rvorkis: a last and reli:Lble
\\rl.AN thal i:; higlrll.cost cUectir-e to scale
ancl rttirnagc," sar.s Parrl
Sr,r,airn, rlanitger of
nct\vor'l( tecl: ntlJog1..
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llexibilifi, irr dcpkrvlnctrl, n lriclr lrrirlgs cttst el li-
cierrcies in u,iling, tr,rtrcitrtusirlg, attd sllarc utlils.

'Io help instittttiuns rttcct the lutut e:, tllc lirtal
r\ccess 5(X)0 is ideral for ltottr [ruiltling trc'rl'

neru,orks arrrl lbr revitalizing etxisLiug cabittt:t
infrastn rctu rt to tlcplor h i ghcr- banclrviclth,
r l erxt - gen eraIion sert'ict-'s t'tis j I t iLtrcl cost
cllec1ii elr'..\lthough fibcr lrattsport antl acccss

selviccs are a I<t't conl[)ollenL reqttitecl Lo llleet
a I(ibps broaclbatrtl LItt'esholc1, i1's illll)ortart
to notc Lhat the: r\l )l'llA\ 'ft)tal A('(lCss l)(X)0

plor,ides extcnsi\.e optiolls fot lcgacl' l t)\{
and a variclr. ol l:1llcrnct-over (iollper ll-.o(iu)
applir:atiotrs as ncil.

I o lr:ar-n nrclrc. t isit ttu'w.adtran.com/access

.\IlLnv unirrer-siLics/colleges have it t-icit historti
u,lrich rrsunllt' traJtslat('s ittto a pit:tr:t-csqtte

canli)us, Lruiltlings rl i th h js1orical signil tcatrce

irncl vitrtage art:hitet:turc, trut the i:lrllle plaut
(rr'iring) in lrlrtcc is rtoL r"c'rl' atrleltable [o llext-
ge ner':rtion Ltherrlct bast'cl applicatiotls. Iir
atldress this corlstririlrt, Al)TRA\ Itas illlroduced
a revoluLionalv tcchtrrtlogv callcc[ ActivReirclt '

non :Lr ailable irr the Ncl\'ttttta l5l]5T'] Liigabit
lltlrcrnct sniitch. Actir'1lcat:lt Lcchllologl

" lhe {J(.211 projecl is verv itnport:Lnt to the
(ihanrpaigtr-lJrLrana regiou irs it alklu's a

rtctr: snbsel ofcustonlcrs to have itccess to
lrcxt generatiolr Lrroacl[rancl selviccs that n'ill
prorriclc bctter corlr ectivitv to both pu [t1ic:

iurcl private institrrlions such as hcalth care,

eciuctLtion, libralies, pllblic sal'ct)' aud social
scn ice' agcucies ancl sertior iiving centers,"
saicl \1ike SrtrelLzcr, dircctor ofph1'sical

lil:'i;1,:l'l ll,li' ucza uc2B

provides a lresh approa(rh to trul)'utrlocl< thr:
pror,r'er ol lrthemct. Nrlrv. highel eductttiotl
inslitr-rtjor)s alound the n'or-lcl call usLr erisLitrg
voicc-grirdc crrblirrg to deplo!: cr.ltting eclgc 1P

businc'ss applicatiorts. I his ncrr- teclttrolog1'
ofl'ers thr:ee ntajor bencflts: ttct',rrotk spcetls of
I 00 \,1b;,s.rcrr.)ss AII\' lgracle ol'caltlirtg, ctlablc's
conr,ergr:cl vo'ce, dirta and Potr,.er over llthcrtlerI
scn,ice clclirrer'1, tLrtcl triplcs the Ltltcrnel reac lr
to :]6l) rlreters (or 1.200 liet),

\lanf ia-:iiit,e s have onlt'CAfll ttrlctit:e-gratlc
catrling in ll iLstruclttrc, u,ltich is unstritaLrler ti-rr

nran\. I rtherur.-'t applicatiolls. lrttttlterntot'e,
rrpgracling to (lAT5 or htghel qualil\' cablillg
ca n l'un hrrncl rccls ol clollar-s pct' clrolr, no1 to

mentior ttre plrt.sical clcstrltction alld repairs 1tr

thr.'IaciIities, ,rrcl tlte clisruptiol o{ daFto-cla)
actirritie ;. Arl<lin g Io t his, ct.rtttr euti]lg enLlpoillts
like acccss points, [P catlreras, or l,r'ot'kstalitltls
be1'orrcl 100 nrelcrs (ll2li icet), requires pullitrg
fibel or rrclclil',onal sn'iLch itrfiastrLtcturc tllat
fiil-thcr ircleiLst]s cosls. Actir'llctrtt brcaks
tlri$,n these barriers to enable trltilratc flexillilitv
til dcsi1ping tretuorlis alcross 3 l aricty tlf
c::Lblc-planl irrttastructr.tres atrd [ottg clistallces.

I llgher r:cllrciriiolr instittllions at-c then inlrnccli
irtelt,tlrlc l', l,rf c ;r(l\ irlll.lq(' r,l llt'\l getlt'lit. i0tl

F.lllcnlet birsr.rd technol(tgies rvilliout irtctrril tg

sigrifir:rLnt cosl 1o l)tlil(l or:l Lhcir nc[rr'orlt
intlilsLr.lctur:r, or retr-o{itting their
cristirg facrlities.

'li l lcarn n ro rr:, r,isi1 www.adtrar.com/activreach
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- Tntal Access 5000

(,anrplrs n e1$rorkitrg cllUil'onlncrlls aI e as

clir.erse as thcir stuclent and ltrcult-V prrpulatiorrs.
Ihis rneiurs lhilt anv tecrhnologt'soltttiott ttrtist
bc divt rse too. The ,\D'f IiA-r" fotal r\cccss'
5000 Nhrlti Scrvicc Access [)latli.rrttr (\iSi\l']) is
the per'1ect [oundation on rr]rich to bLrild tltt'
carrrpus bar:kbonc. 

-l-lrc lact is tlrat r\D -L'ltA\
hrrs the n,iclcst ar.ailable poltlirlio olt the Illal'kc1
ibr nrulti-rlu,elling tntits likc tiorrrrs irrtcl college:

builclings, inclucling soIutions ibr' ];1 I ll lrltra
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Curt Harler

Contributing Editor

SHA-NA-NA-NA . . . Get a Job!

Your professional life is on the bubble.

Maybe the department has been downsized

or your job went away. Whether you are

30 years old or 50, there's more to the job
search than getting a haircut, a blue suit,
and 100 copies of your resume.

The situation differs depending on the

worker's situation. Too many older workers
define themselves by their job, rather than
their skills. Younger workers fret over being
able to present the necessary skill sets. Still,
there are jobs out there.

If you sang the headline, you are in the
"older worker" category. If you are looking
for a missing hash tag up there someplace,

you probably are a "younger worker."

"Opportunities for information tech-

nology (IT) administrators will continue
to be strong in college and university job
markets," says Isaac Dixon, PhD and SPHR,

who is associate vice president and director
of human resources at Lewis and Clark
College in Portland, Oregon. He is a mem-
ber of the College and University Profes-

sional Association for Human Resources

(CUPA-HR) board of directors. "The same

is true of telecom but to a lesser degree,"

Dixon says, adding that technological im-
provements in telecom make it less people-

reliant.

Dixon, who was an IT recruiter for a

number ofyears and says he has never lost
interest in technology, believes that a per-
son's skills are what determine their market
value and how quickly they find work.
"There are 26-year-olds who are highly
skilled and many who are not," he says.

"Having a bias based on age (or youth) just
does not make sense. When hiring, look at

the entire package."

There is a perception that someone over

50 is too out of touch or too highly paid to
get another job in IT.

"The emphasis should be on'percep-
tion.' It is not necessarily true that just

because you are 40, you've lost touch with
technology," says Mike Grunder, vice presi-

dent ofVantage Technology Group, Boston,

Massachusetts. A former telecom director
for six years at Virginia Tech, t Z years at

Yale, and a short time at Harvard, Mike
was president of ACUTA in 1989-90. "It is

possible to lose touch if you are out of a job

for six months or a year. But it depends on
what you do," Grunder says.

There is no question in his mind that
finding work after age 5O or 52 is difficult.
"In my opinion, when you are over 50, the
job market changes," Grunder says. "I don't
care what the economy is doing. Age is a

factor."

No matter what a person's age, most ob-
servers would agree with Grunder when he

states, "These days, it definitely is a buyer's

market-especially due to the economy. It's
better ifyou are younger since you are per-

ceived to be cheaper, more open-minded,
and better up on technology."

Some popular magazines have tried to
frame the job market as a sort of boxing
match between Baby Boomers and Gen X
or Gen-Y. HR people at many colleges tend
to shy away from such analogies.

"There are definite generational dif-
ferences in the workplace but a great deal

more similarities," Dixon says.

Whether you are a younger worker or
an older worker, the game is not totally
rigged against you. While there are advan-

)
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tages that go with youth and flexibility,
there are counterbalancing advantages that
go with age and experience.

Younger Workers

It is almost always fair to say that younger
implies cheaper. There also is the impres-
sion among many HR managers and execu-

tives that younger people have more energy

and more technology skills.

Older workers may concede that young-
er workers have better technology skills,

but they counter that the energy level is an

individual thing. Likewise, younger workers
might lack the management expertise.

"That younger is cheaper is valid,"
Grunder feels. He notes the trend in corpo-
rate America to laying off a senior individ-
ual and then hiring a younger person with
a slightly different title to do the same work
at half the money.

Older Workers

The trump card that older workers hold is

that they are usually more adept and better
practiced on the business side of IT.

If you are a 5O-year-old PBX technician,
you are ripe to be replaced by a 25-year-

old PBX technician. However, if you have

moved up the management ladder, your
position at your existing job and your
attractiveness to a new college both are

improved.

"There is a lot more to IT or telecom

at a university than just technical skills,"

Grunder says.

An older worker should be prepared

to tell the interviewer that he is not an engi-
neer, that he does not wear a tool belt, that
he is not the one to fix the wiring closet.

"Emphasize your experience organizing
a department, knowing how IT works, and

your ability to interact with other depart-

ments," Grunder advises. "Young people

do not have that. Management is more

complicated than technology. I think tech-

nology is the easy part of the job," he adds.

The typical 30-year-old simply lacks the
management experience to compete with a

45- or 50-year-old who has l0 or 15 years

in the office.

The idea is to work yourself into a job

where you are indispensable. "Make your-

self the go-to guy," Grunder says. "Network.

Go beyond technology into management-
management is more lucrative and usually
more interesting," he adds.

If you are on the job market, learn to
interview well. Watch out for verbal tics

Iike sprinkling "you know" into every other

sentence. Play to your strengths, and know
the requirements for the job you are seek-

ing. Be able to explain how your experience

would be especially valuable in the particu-
lar position.

"Be prepared to do some stuff you don't
want to do if it helps your family make

ends meet," Grunder says. "Be flexible."

Part of that is keeping your skills honed.

Do not let your IT rtagazine subscriptions
lapse, your contacts with user groups slip,

or your ability to perform special jobs get

rusty-even if it means working someplace

for free for a while.

"To stay in the game, you cannot sit

on the sidelines for 12-24 months," Dixon
says. A worker will find it has become too
late if he is not keeping his skills up-to-date

via project work, classes, and more.

Moving On

Moving-as in physical relocation-often
is part of the package and one of the things

many older workers resist. Grunder points

out that older workers, who may be close to
paying offtheir home mortgage, might be

reluctant to relocate.

"Reluctance to move is a big, important
factor," Grunder says. He looks at his own

move to the Boston area . . . to a job he ac-

knowledges did not meet his expectations.

"I figured I'd be better off in the Boston
market, have more prospects, no matter
what happened," he says.

"I've always felt you ve got to be willing
to move around if you want a better job,"

Grunder says.

Remember that markets matter. Some-

one moving from the Los Angeles area to

Oklahoma or from Boston to Arkansas

probably would find housing and the over-

all cost of living at their new location to be

a fraction of what it was before. Of course,

the opposite is true, too.

"If you have to take a pay cut, so be it,"
Grunder says. "Suck it up and do what's

best for yourself and your family.' Think
long term, big picture.

For the worker without a job, Grunder
notes the importance of a good support
group for backup. He says he was fortunate

to have an understanding wife who was

behind him all the way.

The pay-cut question varies greatly by
region, city, and job skills. "The bottom
line, however, is that for the most part it
seems to be true," says Isaac Dixon. "Em-
ployers do not have to pay what they did in
2008 to get the same talent."

He has a warning for employers, too:
"If employers want stable, creative, and

consistent employees, then they should
pay better-and then the talent sticks. . . .

Among technology professionals of all ages,

training is the most important investment
that a college or university can make in
them. It is what keeps them relevant and

feeling good about their professional lives,"

Dixon says.

Moving around in the job market is

circumstances based. "There are more
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candidates than there are jobs," Dixon ac-

knowledges, "but it varies a great deal based

on skill set."

Thking a pay cut is better than being
unemployed. "Never quit your current
job before you find a new one," Grunder
advises.

Not everyone has that luxury. Some-

times it's "any port in a storm," and an out-
of-work IT professional might find herself

taking a new job at 45 percent of her old
salary just to keep the wolf away from the

door. On top of that, she might feel trapped
by having to perform aspects of the job
that she would rather not do. After a tough
eight-hour day at the new position, is she

really going to want to sit down and start
the application process all over again? Or
will she settle?

"New media requirements at colleges

and universities lead us to search for people

with advanced writing and Web skills-
something that has evolved over the last few

years, so the pool of talent is not as deep as

programmers for example," Dixon says.

No matter the job, are workers staying

ahead of the financial game? Even those

with a job are not getting too far ahead.

The CUPA-HR's 201 1-12 Administrative
Compensation Survey shows that, as the

economic recovery continues, many insti-
tutions are awarding slightly higher salary

increases. According to CUPA, the overall
median base salary increase in 2011 was 2.0

percent, up from 1.4 percent in 2010.

Consistent with previous years, CUPA-

HR's data show that increases were gener-

ally higher at private institutions than at

public institutions. For public institutions,
the median salary increase was 1.5 percent;

for private institutions, the median increase

was 2.5 percent. These findings reflect

the salaries for 76,933 job incumbents in
public and private institutions nationwide.

Salaries were reported by 1,240 institutions
for 291selected positions, mostly at the

director level and above.

According to the Bureau of Labor

Statistics, the annual Consumer Price Index
for all urban consumers in 201I was 3.2

percent higher than in 2010. Therefore, the

median salary increase of 2.0 percent was

actually less than inflation for all institu-
tions combined, and also for public and

private schools when looked at separately.

"The overall median increase of 2 per-

cent is welcome news for many higher-
education employees who have not received

salary increases during the last few years,"

says CUPA-HR president and CEO Andy
Brantley.

"Colleges and universities continue
to wrestle with tightening budgets, and

many employees have assumed multiple
roles, changed roles, and/or managed with
signif,cantly limited resources during
the economic crisis," Brantley says. "It is
gratifring to see that institutions are mak-
ing sacrifices in order to provide salary

increases that acknowledge the great work
of their employees."

Watch for Freebies

While institutions do value their workers,
so do the professional associations that
support college telecom and IT people.

Stay in touch with the organizations

that served you well in the past. Your state

or regional IT organization is a good place

to "bump into" someone who might know
of a job.

"I have been coaching my tech friends

for years to volunteer to help nonprofit
organizations with their IT work and take

on tasks outside their usual skill set," Dixon
says. "If you do this along with classes and

certifications, it will make you a much

better professional. You learn creativity and

flexibility, and in working somewhere you

have never been, you learn to adapt to a dif-
ferent culture. These are all great ski-lls that
apply in your day-to-day role too!"

Benefits go beyond that. Amy Burton,
director of strategic relationships for
ACUTA, points out that ACUTA offers

a six-month complimentary individual
membership available to any former
employee of an ACUTA member school or
company who has become unemployed.

Several other groups have similar grace

periods for ex-members (which is a good

reason to belong to industry-appropriate

associations).

"This new membership level allows an

individual to continue communicating
with the extensive ACUTA netlvork as well

as register for events at the member rate,"

Burton says. "People who were with an

ACUTA member school and lost their posi-

tion anltime within the last year and are

currently still unemployed are welcome to
apply for this complimentary membership,"

she adds.

Conclusion

Gone are the days of the 20-year employee

who earns the gold watch and rocks on the
porch till sunset each evening. But technol-

ogy keeps on opening new doors. We just

have to be ready to face what's on the other

side. Sha-Na-Na-Na, Sha-Na-Na-Na-Na.

Cuft Harler is a contributing editor for the ACUIA
Joumaland a Ireelance wriler whose specialty is

technology. Contact him al curt@curtharler.com.
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Q & A with the CIO

ACUTA: Information technology's evolu-

tion at colleges and universities continues
to blend people, processes, and technology
to increase productivity, creativity, and
innovation. How would you character-
ize CCRI's success and approach to this
evolution, and its impact on campus life,
organization structure, the role of the

CIO, and IT's role in the decision making?

Vieira: The evolution of IT at CCRI seems

to be a blended effort on many fronts to
bring together the variety of resources

available into a collaborative team of inter-
ested parties seeking to move technology
forward, delivering better and easier-to-use

services to the students, faculty members,

and staff at the college. More than an

evolution, it is a rebirth of the community
spirit to be part of the solution-people
working together to make vast improve-
ments in services and opportunities for all.

A key factor in this revolution has

been the openness of the department of
information technology to embrace the

partnership established with functional
users, front-line managers, and deans and

department chairs. Encouraging input from
multiple sources with different and varied
experiences has greatly improved the ser-

vice levels brought forth by IT. Gathering
diversified ideas and opinions has increased

the knowledge base within which priori-
tized decisions about IT projects have re-

sulted. Using the available advisory groups

and their constituents, the IT Governance

process outcome is a list of projects being
prioritized determining that priority and

which projects get resources assigned.

However, it goes beyond simply assign-

ing projects and tasks to be accomplished.

There is a new kindred effort of all requests

and new applications being propelled by
cross silo, cross function, and voluntary
efforts to completion.'v\rhere IT was once

the leader, facilitator, motivator, and driver
of all things technology, today there is a

cooperative, collaborative, comprehensive

push to integrate technology into everyday

and common functions. Not only that, but
new initiatives are bubbling up from the

front line and advisory groups in greater

numbers. While the list of projects to ac-

complish is significant, the contribution
of those previously considered outside of
the process enables a far greater promise

to finding the best service delivery tools
available.

More important, those outside of the

department of information technology
now understand the role they play in suc-

cessful implementation of any task. Using
the adage that "IT is a participant sport,"
each venture has stakeholders designated,

from both the functional and technical

side, either through their interest in the
outcomes to be derived or through the par-
ticular expertise they bring to that role. The

days of IT driving each new process, func-
tion, control, or procedure are over; the

activities belong to everyone who has an

interest in the by-product and its effect on
the constituents involved with the college.

This ultimate change in the business model
of IT can be attributed to the willingness
of the department to roll back the "smoke

and mirrors" of technology, the constantly
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spoken vernacular separating the so-called
geeks from the common folks, and enlarg-
ing the inner sanctum of IT.

Indeed, one predominant element of
the CIO's role in fostering this sweeping
change is the evangelism, information
bearing, and constant education process of
bringing the changing world of technology
to the "C level" group and others. Demon-
strating and revealing snippets as they are
brought to consumers and making them
visible and real to those whose primary
responsibilities do not center on technol-
ogy ensures that there is transparency in
everything IT does. No longer is there
the mystique surrounding information
technology, and this has been fashioned
deliberately to engage the community. A
large commitment has been made to direct
communications through the college's
Marketing and Communications depart-
ment for almost every facet of delivery to
the folks we support.

Making technology seem more down-
to-earth and less foreign is a strategic goal
of IT and the CIO. IT needs to ensure that
it gets invited to the table in discussions
on business process improvement and
continuity, whether it involves a technical
solution or not. Having IT included in the
conversation allows the educational process

to continue and possibilities of imbedded
technology solutions to grow. The role of
the CIO as an advocate, missionary, facilita-
tor, resource librarian, business expert, and
evangelist for technology and its applica-
tion in the performance of the business of
the college is an enormous challenge and
one that reshapes itself every day.

The key understanding of the impor-
tance of all staff, both IT and non-Il in the
pursuit of excellence in regard to service
delivery is fundamental. When that is real-
ized with IT as a persuasive resource (not a

decision maker, but instead a contributor to

a team whose expertise is shared building
on the knowledge base ofthe group), a tru-
ly supportive group is built. The establish-
ment of this working assembly has allowed
us to develop an innovative cooperative
of technology operators whose combined
expertise brings new ideas to satisfl/ the
requirements of business units trying to
solve a problem. Collective problem solving
enables students, faculty, and staff to create
new utilities and processes that emphasize
ease-of-use and elimination of manual or
repetitive functions.

The evolution of IT has been an
education-a Iearning experience where
sharing of ideas, knowledge, expertise, and
creativity through every contributor is

considered on its merits. Everyone realizes
his or her own role in accomplishing great
things, and everyone adds to the collective
effort. When IT adopts the role of facilita-
tor and promoter of ideas and innovation,
it removes itself from the world of utility
(e.g., plumbing, electricity, etc.) and instead
becomes a business integrator. Getting
deeply involved in the success of each of its
constituents effectively changes the IT role
to one of partner and supporter.

ACUTA: Technology consumption has
increased dramatically on many campuses
as IT's evolution moved from the main-
frame to PCs to servers to the Internet
to tablets to the today's smartphones. In
your tenure at CCRI, what are the technol-
ogy accomplishments you would high-
light as noteworthy and of which CCRI is
most proud?

VIEIRA: Measuring technology accom-
plishments is often a case of what is visible,
what has been done lately, and what is dif-
ferent from before. Such is the case at CCRI
where significant effort has been made to
change the manner in which things have

always been done. Not different from any
other campus, it took a look inward to the

fashion in which services were delivered
and a search outward for opinions devel-
oped over the years for what IT was doing.
The first several months featured meeting
after meeting with individuals, depart-
ments, and line staff to understand the
best of what they had, rhe most difficult
challenges they faced, and the thoughts
they had on how things could improve.
Common messages expressed themselves
on many occasions; repetitive manual pro-
cessing was predominant, certain utilities
purchased were never implemented, and
things had to be easier to do than was evi-
denced. Extraordinarily similar outcomes
were derived from within IT as well.

An early win was the utilization of
vendor-supplied tools to automate account
provisioning for students, faculty, and staff.
\Arhen someone was entered into the single
authoritative database, their accounts (e-

mail, registration, financial aid, portal, etc.)
took 24 to 48 hours to be enabled. Both
IT and the Student Services folks identi-
fied this as a major drawback of existing
systems because when students appeared
for admissions, they could not immediately
interact with the college. When considering
a community college where all the students
commute, it is vitally important to work
with them when they are actually on cam-
pus in person. The current process needed
substantial change, and through a third
party engagement, CCRI adopted a new
procedure that resulted in almost instanta-
neous delivery of account information to
students while they stood at the counter at
enrollment.

As part of that process, all student e-

mail accounts were transitioned to a cloud-
based delivery system which provided office
tools for word processing, spreadsheets,

and presentation tools through a Web
interface free of charge. Additionally, each

student was given a storage area of25 Gb ,
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for accumulating their portfolio and as-

signments. This simultaneous development

was determined to be superior to what the

college could provide due to the storage

and free software capabilities that could

not be funded adequately for the existing

student population.

Transitioning student account provi-

sioning and e-mail account assignment in

one simple automated process freed the IT
staff to perform other duties while offering

Student Services personnel an opportu-
nity to increase their one-stop delivery to

students.

Exploration for stakeholders willing to

take an active role began as we remained

diligent about exploring possibilities where

utilities existed but were not employed. We

were driven to reduce manual processing

significantly. Training was offered openly

to anyone interested in report writing,
workfl ow development, end-of-year

financial systems processing, and an online

Web registration. These systems had been

purchased and were fully licensed, but over

time they fell to IT to maintain, implement,

and support. Each system needed a person

with an interest in employing it, and the

training enlisted a small, but enthusiastic,

sample of candidates. Soon IT fostered

partnerships with representatives from
multiple departments where "angels" arose;

people willing to go the extra mile to bring

something good for the students, faculty

members, and staff.

The collective members of the CCRI

collaborative teams showed outstanding

progress in a short period of time, even-

tually resulting in eleven new workflows

for human resources, purchasing, student

services, and financial aid from the Work-
flow Development grouP. The Enterprise

Reporting team took the new reporting

software and the operational data store to

create multiple data blocks, numerous In-

stitutional reporting instruments, a secure

report delivery system, and dashboards

for executive consumption using aca-

demic analytics/business intelligence. The

end-of-year processing took a significant

improvement into the last two years due to

the controller's office and budget manager's

adoption of programs that were always

there but never used. Finally, the Center for

Workforce Development and Continuing

Education has seen true benefit from being

able to register and securely collect fees

for their thousands of driver's education

students online.

In each of these cases, the IT depart-

ment nurtured involvement at the grass

roots level by providing insight into how

the existing products worked, third-party

training by experts in the field, and guid-

ance on how the tools could be adapted

for use at CCRI. Engaging front-line staff

and mid-management level leaders in the

use of technology to relieve pain Points
that had been identified increased ef-

ficiency and eliminated duplication of
effort and manual processing. The results

of these efforts have been greater emphasis

on innovation using the tools in house to

maximum capacity and more participation

by a growing number of stakeholders in the

development teams.

The use of the learning management

system (LMS) grows exPonentially through

a new support program with multiple

delivery mechanisms designed in coor-

dination with direct conversations with
faculty members and students. Over the

years, adoption of the LMS was slow and

filled with commentary about previous

systems and how much they had to offer. In

a deliberate shift of staff support, four new

support mechanisms were built seeking to

solve acknowledged issues. The first was a

separate learning management help desk

where calls concerning use of the system

are dealt with through direct and instan-

taneous support for both faculty members

and staff. The second supPort mechanism

is a team of instructional technologists who

schedule appointments and spend planned

periods of time with faculty members try-

ing to integrate new features and tools into

their courses.

Third, a proactive grouP works with
textbook materials, multimedia, and any

other external products that can take

advantage of the enhanced streaming,

lecture-capture, learning-management sys-

tem integration, incorporating them into

the coursework. Finally, the fourth service

is a research and design group that surfs

the Web for new products, deliverables, and

products that could be introduced to fac-

ulty members for their testing and possible

adoption in the classroom.

ACUTA: What other recent accomplish-

ments have proven noteworthyfor IT at

CCRI?

VIEIRA: Another game changer at CCRI

has been the endorsement of server vir-
tualization and the move replacing more

than 100 servers with 15 virtual machines

offering redundancy, fault tolerance, and

load-balanced services. Immediate rewards

were felt as this transition took place and

administration of individual equipment

was substituted with a more manageable

solution, meeting the needs of IT. Features

such as automated scalability for each ap-

plication through a distributed resource

scheduler, the speed of deployment of new

virtual applications, distributed power

management, and high availability em-

power IT to utilize virtual machines for 95

percent of the applications at CCRI.

Virtualization has also been explored

and used in virtual storage and networks

to a lesser degree but expanding every day.

The latest in virtual products brought into

production in the past year is the virtual
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desktop. With the intention of providing
a secure, always-available-from-an1..where

environment, no matter what the device,

the virtual-desktop initiative satisfies all
requirements. Each person has his or her

own desktop specifically designed with
that individual in mind, having the look
and feel of their physical desktop with the

added benefit of being able to use it wher-

ever they work. Our intention is to replace

as many of the 3,800 computers currently
at the four CCRI campuses as possible.

The greatest accomplishment of the vir-
tual desktop initiative to date is that it was

never announced to the students, so they sit

at computers that are actually housing vir-
tual desktops, they Iog in as they normally
would, and virtualized applications are

delivered to them without their knowledge.

The systems are faster, the applications
load quickly, and ail functions normally at-

tributed to a physical desktop are delivered

better through the virtual environment.

The infrastructure at CCRI has

expanded over the years, and a 10 Gbps

connection now exists for future allocation
to the other campuses and constituents.
Wireless access is ubiquitous on each cam-

pus and network access control is in place

to protect everyone connected. Bandwidth
is monitored and controlled to provide

high-quality delivery of services without
interruption. Secondary Internet connec-

tions have been designed and delivered at

the other campuses to ensure Web presence

at all times, and a copy of all Web pages is

maintained at an out-of-state location in
the event that the state of Rhode Island is

severely impacted. Disaster recovery and

business continuity plans are in place, and

an alternative data center is being built at

another campus for load balancing and re-

dundancy. An offsite "cloud service," distant
from any CCRI campus, is being built to
provide true disaster-recovery capabilities

and will be populated through an extensive

data-replication system involving mesh

networking.

In |antLary 201 1, CCRI implemented a

truly successful print management system

in the four academic computing labs and

four libraries for the students. Previous to

this system, the labs and libraries were open

to anyone to print and so were often popu-

Iated with non-CCRI students and visitors

taking valuable lab space and printing as

much as they wanted. The recycling bins

would be lull olpaper that were unin-
tentionally printed on the very expensive

laser printers and dumped when they were

unneeded. With the new system, only CCRI

students and guests purchasing a print
card are allowed to print. Every student has

an active directory account and they get a

semester allocation of free pages for print-
ing. Visitors pay as they print. The result

has been a great reduction in the amount

of printing occurring, and the replacement

of laser printers with multifunction copiers

has greatly reduced the cost of printing.
Students use their ID cards to release their
print jobs, which are loaded into a queue

that allows them to release the print job at
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any printer at any campus. Iobs are kept in
queue until they are released or eventually
flushed after a period of time.

Finally, CCRI, like many other colleges,

is entering the mobile world using a third-
party engagement to assist in the develop-
ment of a series of mobile applications to
integrate with the learning management

system, the content management system,

and the administrative database. This
agnostic set of apps will be offered this fall
for the growing number of students with
tablets and smartphones. The mobility of
the student population and the need they
have to be able to connect and communi-
cate from anyr,vhere provides the incentive
for incorporating these features into the
offered pool of services.

ACUTA: Rhode Island is one of the small-
est states in terms of land mass but one of
the highest in population densitywith a

population of approximately 1.051 mil-
lion persons. How does CCRI's infrastruc-
ture cover the state from the perspective
of a virtual campus supporting Rhode
Island's transition from a manufacturing
to a service-oriented economy?

Vieira: CCRI has a strong commitment
to the people of the state and takes its
obligation to be far reaching and available

very seriously. As a community organiza-
tion, CCRI makes the campus libraries and
technology available for visitors during
normal working hours. The virtual desktop
initiative is designed to allow our students

to access those applications necessary for
study and class work from their homes.

CCRI offers more online, hybrid, and

distance learning classes than any other
Rhode Island college, and the level of qual-
ity control is constantly monitored through
strict guidelines adopted by the faculty
members teaching those courses. With
the infrastructure expanding to l0 Gbps

and being an anchor institution in both
the Knight Campus in Warwick and the

Newport County Campus, the OSHEAN
consortium network acquired through a
BTOP grant is intended to provide Internet
to other anchor institutions throughout the
state including municipal, safety, health,

education, and libraries.

The college is also exploring grant op-
portunities to host low cost, neighborhood
Internet connectivity through programs
designed to increase the digital literacy
of the population. In some of the lower-

income areas, CCRI sees this as a service

which could further diminish the digital
divide. Whether through broadband or Wi-
Fi or WiMax, each option is being explored
for potential use in the areas surrounding
each campus. In contributing to the effort
to increase the use of technology through-
out the state, CCRI further enhances the
possibilities for future communication and

information sharing hopefully resulting in
an employable populace.

ACUTA: Financial pressures, budget cuts
and technology challenge every campus.
How would you characterize CCRI's ap-
proach to these pressures in rethinking

organization structure, policies, IT's role
in how things are done and supporting
anywhere/anltime learning for Baby
Boomers who are joining the ranks of the
retired in increasing numbers?

Vieira: "A college in transition" is an ac-

curate characterization of CCRI. From its
very inception, the institution has been the
last choice of most incoming freshman; the
"fall back'school when first choices did not
accept the student. However, the college has

excellent programs, dedicated faculty, and

articulation agreements with many univer-
sities and colleges enabling transfer credits

to follow the educational path.

CCRI currently has a large and growing
transfer student population; but interest-
ingly, a new phenomenon has occurred-
the concept of the reverse transfer. With
the college's low tuition and fees, students

uncertain of their career paths and long-
term aspirations commonly take courses

at CCRI with the intention of transferring
to a four-year institution for the advanced

degree. A germinating culture have now
matriculated at larger universities, found
the costs prohibitive, and re-discovered the
Community College of Rhode Island. Par-

ents who once considered the community
college as a lesser option for their children's
post-secondary education now re-evaluate

the selection in the light of higher tuitions.

Increasingly, due largely to the economy,

CCRI has become the career savior where
job seekers and job holders build their skill
level and certification holdings to guarantee

new positions or maintain existing ones.

Workforce development has permeated the

course offerings as shifts in types ofjobs
and skills desired have moved. Many of the

distance learning classes offered are filled
with returning or already employed work-
ers enriching their knowledge and ensuring
employability in the future. Through this
cadre of online, hybrid, and distance learn-
ing sections, CCRI embraces the anytime/
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an),where opportunities that the students
are demanding.

IT takes an active role in increasing
bandwidth, beefing up the infrastructure
and providing redundant, fault tolerant,
always-on systems and services which en-
sure accessibility no matter the hour. Build-
ing an alternative data center and creating
a mesh network among the four campuses
shows the determination of the department
to provide guaranteed service levels to the
students, faculty members, and staff.

ACUTA: Wireless mobility continues to
be a game changer in society. IDC projects
total smart phone shipments will reach
approximate\ 659.8 units in 2O12, lp
33.5 percent fromthe 494.2 million units
shipped in 201l. Smartphone shipments
are projected to grow at a compound
annual growth rate of 18.6 percent until
2016. What steps has CCRI taken to sup-
port and take advantage ofthis projected
increased growth?

Vieira: Mobility is the buzzword of our
millennial students; and whether through
Twitter or text messaging or whatever social
network of choice, the ease of use and the
minimal training in this technology are

elements that need to be recognized. The
explosion of the tablet and smartphone
influx and the consumerization of IT must
be attributed to its instant gratification, the
always-there capability, and its one-touch
delivery of desired outcomes. CCRI appre-
ciates and understands the movement to-
ward BYOD to the extent that all Web pages

have been rebuilt with a mobile template
using HTML 5.0 and CSS 3.0 to be view-
able on "smart devices" while supporting
the standards for accessibility and meeting
ADS requirements for mobile devices.

This fall the college, realizingthe po-
tential of mobile, will be working with two
separate third-party providers to build a

family of apps that can deliver immediate
feedback. The mobile developers will be

working with students and staffto make
available those apps designed to be most
useful bringing students, faculty, and staff
what they want in a single touch. Work-
ing closely with the learning managemenr
system, the authoritative database and all
its self-serve functionality, and the other
integrated services offered, the mobile app
family will provide another means of com-
municating with students in their medium.

One simple outreach feature designated
for the coming semester is the use of a
Twitter account for gathering feedback

from students concerning all IT offerings
and services. Supplementing the help desk
and designed to be the single voice of IT
for social netlvorking, the Twitter account
will be manned by help-desk personnel to
answer questions, provide guidance and

direction, and collect commentary on the
services offered. This voice from the con-
sumers is one area of the help desk that has

been lacking and possibly in demand.

ACUTA: The cloud is envisioned by many
as the new norm in the IT environment.
How would you characterize CCRI's
strategic approach to cloud computing as

it relates to administrative, academic, and
social applications?

Vieira: The cloud-based applications
adopted by CCRI have been directly related

to those areas where the college was not
able to offer the service as capably as the
supplier chosen. In the past four years, the
college has significantly reduced its PCI
and PCA compliance risks through the use

of "cloud-based" services. Secure connec-

tions are made where collection of credit
card information or sensitive data might
be necessary. Two of these services are the

tuition palrrent system and the alumni
development funding system. Student
e-mail was moved to the cloud when it was

determined that the service provided was

more than what CCRI could assemble and

offer to students. CCRI operates under a
strict set of guidelines for assessing and
utilizing "as a service" functions.

Three central themes surround the use

of cloud computing: the predictable nature
of the costs per year, the fact that the ser-

vice is as secure or more secure than what
IT could deliver in house, and the fact that
the service is managed by the provider and
not by CCRI personnel. Obviously another
factor in the use of these offerings is the
ability to integrate with existing on-campus
applications where necessary. These factors

are among those of most importance but
clearly not all that need be reviewed when
adopting any outsourced applications. In
considering the disaster recovery/business

continuity solution, one additional consid-
eration must be the accessibility of the site

through the network or in person in the

event of a catastrophe. Where someone can
provide a service better than can be done at

CCRI, the option is always there.

ACUTA: With the exponential rise of
demand for smartphones, momentum
continues to build for deployment of
the Long Term Evolution (aG). The tIE
standard is an evolution of the Global
System for Mobile Communications/En-
hanced Data Rates for GSM Evolution and
Universal Mobile Telecommunications
System/High Speed Packet Access (3G)

wireless standards and provides increased
capacity and speed. Is migration to the
LIE standard to support the new genera-

tion of wireless smartphones in CCRI's
strategic plan? If so, what has already
taken place to implement this standard?

Vieira: While the migration to the LIE
standard is not explicitly in the IT strategic
plan, the actions being taken to supplement
the existing bandwidth and procedures for
metering for quality of service certainly in-
dicate awareness and realization of the need

for long-term support of the all-IP network
)
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system. Wireless access at all four campuses

is ubiquitous and being upgraded now to

the latest 802.1 1n protocol. Recognizing

that the number of "smart" devices brought
to the campus is increasing at a rapid rate,

IT has adopted this as a key initiative for
this coming semester and throughout the

year with the overall goal being excellent

coverage every.where.

IT is also working with multiple tech-

nology suppliers to provide increased band-
width to all campuses and creating a mesh

network capable of providing redundancy

and fault tolerance. Having an outstanding
relationship with the OSHEAN consortium

and increasing activity with alternate pro-
viders, the level of assurance of always-on

and ubiquitous availability is foremost in
the design. Obviously, convergence of cir-
cuit services such as voice, video, and data

have been in many discussions, and these

coincide with the inclusion of packet ser-

vices like browsing and instant messaging.

Offering all these with an agnostic device

in mind has been the driving force toward

infrastructure planning.

The use of unified communications
on campus has raised the concept of
"presence" and real-time information or
interactive service and how they can best

be utilized at the college. The anytime/

anywhere user experience is paramount in
our planning, and it needs to be simple to

use and easy to access. LIE or 4G promises

to improve the resource efficiency and

enhance the user experience. Services deliv-

ered to our students, faculty members, and

staff must be user friendly, always available,

and there when needed. The potential of
the LIE/4G environment further enables

this seamless service provision in a secure

wrapper. The key element is maintaining

the quality of experience for the end user

while preserving service continuity through
the provision of substantial network capac-

ity. Everlthing CCRI does to support the

variety of constituents and their collective

devices keeps these factors close at hand.

ACUTA: Social media has dramatically
changed how we interact one-to-one as

well howwe accomplish ouriobs. How

would you characterize and describe the

impact of social media on CCRI's employ-

ees and their work?

Vieira: Severalyears ago CCRI created a

Facebook presence, which today represents

one of the largest community college popu-

lations of followers. Feedback and infor-
mation are both incoming and outgoing

through this medium, and this area is mon-
itored carefully for the conversations and

comments that are collected. There is also a

Twitter account that is used to interact with
those using this tool and its quick and brief
content. The department of marketing and

communications has assigned resources

to monitor and respond to information
gathered through these utilities.

The information collected is reviewed

to ensure that the voices are heard and

that open issues are addressed. However,

this source is obviously something quite

different from surveys and the information

culled there. \Arhat is particularly useful is

the openness, the opportunity to freestyle

comments and to discuss issues of concern

rather than directed topics. The marketing

and communications staff brings pointed

and constructive comments to each depart-

ment for their consideration and use in
designing and re-designing services to the

constituents.

Recently the marketing campaign has

adopted the use of more video, more links,

and more online materials, abandoning

lots of text in their materials. This can

be directly attributable to the manner in
which students communicate through
social media. Now a QR code is included in
promotional materials that brings people

to a website featuring video presentations

surrounding success stories at the college'

CCRI is adopting new ways of communi-

cating with the populace and potential stu-

dents in response to the manner in which
they connect.

ACUTA: Communitycolleges are emerg-

ing as a practical first experience for an

increasing number of students. What
makes CCRI attractive for the first two
years of college?

Vieira: CCRI has become the place where

people change their lives. At a tuition and

fee rate that is incredibly affordable, below

the national average for community col-

leges and lowest in the New England area,

students can come and discover their path.

With a variety of programs and the tech-

nology to support each, CCRI offers quality
at an affordable price. With many articula-

tion programs with other four-year colleges

and universities, credit courses taken at

CCRI are transferable to the school of their
choice. The number of people who are non'

reverse-transfers is growing, and that is

probably directly related to the economy

and the costs of higher education.

If students have any uncertainty as to

what they want to study, need to determine

whether they are ready for college, or just

want to take a course or two for a begin-

ning, CCRI offers openings without restric-

tion. For quality programs at an affordable

price offering a wide range of opportunities
stretching from one end of Rhode Island

to the othet students can find a convenient

campus where they can start when they

want and control their own schedule. It's

great for the single-course requirements,

but also equally appropriate for the degree

seeker.

ACUTA thanks Stephen A. Vieira, CIO and

execulive director of lT at the Community College

of Rhode lsland, for taking the time to respond

so thoroughly to our questions. Reach him at

savieira@ccri.edu.
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Thomas G. Dolan

The New Face of lT: More Smiles than Frowns

Some people think of college campuses as they were

decades ago, ir,y-covered buildings, musty on the
inside, and safe home for all the traditional think-
ing of the past hundreds of years. Not so in today's
culture as technology permeates the entire campus

and communications takes a seat on the front row of
any gathering.

Here three campuses talk about changes being
ushered in by technology and a new generation that
expects unprecedented access to a world of informa-
tion.

Meeting Challenges through Next Gen Michigan

"Every few years IT goes through a major paradigm
shift, and we're going through a major one right now,"

says Laura Patterson, CIO, associate vice president at
the University of Michigan in Ann Arbor. Patterson

sums up previous shifts as mainframe sharing to the
PC, then from the PC to network computing, fol-
lowed by the introduction of the World Wide Web.

"We're now in another signilicant paradigm
shift which I call personal computing, sometimes
referred to as consumer driveni'continues Patterson.

"It's moving away from the model of IT as provider
for everyone to the individual selecting the service
and device to meet his needs. It's driven by social
networking, mobility, and the cloud-access from
anyr,vhere and anytime, along with big data, the abil-
ity to amass huge amounts of data for analysis in a

way not possible l0 to 15 years ago."

Patterson says the University of Michigan has a

broad-sweeping initiative across the university called
Next Gen Michigan. "This is our effort to move the

university to the next generation of technology. To

accomplish this, we are rationing and consolidating
commodities and infrastructure support. Our goal is

to bring costs down significantly so we can reinvest

savings into next- generation technology."

One example Patterson cites is the installation of
an energy-efficient modular data center, cooled with
ambient air, which is signilicantly more cost-effective
than the traditional data center-and it supports
sustainability goals.

'Also in this data center we are housing a high-
performance computer cluster that is used by our
researchers to do data-intensive research, and this
cluster is made available on demand," Patterson

says. "We are transitioning everyone to the Google
platform and Box.com, a cloud-based storage and
collaboration system. This combination will enable

our faculty, researchers, and students to share files
and documents, to work together from any place in
the world at any time."

Patterson lists three main challenges. "The biggest
is keeping up with and ahead of demand," Patterson

says. "We are trying to provide an environment that
encourages innovation and then allows us to quickly
adapt that innovation to our campus. We also want
to introduce new technologies here more rapidly and
move them quickly through the enterprise.

'Another challenge, frankly, is bandwidth. The
environment in which people want to work requires
a lot of bandwidth.

Figure 1. Students at Indiana State and all campuses expect ubiquitous access.
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'And the third challenge in this con-
sumer-driven, cloud-based environment is

protecting privacy and enabling security."

Patterson believes these challenges can

be met. One of the main dynamics, she ex-

plains, is that the role of the IT professional

is changing from that of service provider to
that of service broker.

"Our overarching goalj' says Patterson,
"is that instead of just passively accepting

or cooperating with new technologies, we

want to build a robust infrastructure that
both encourages and enables innovation."

From Lemons to Lemonade in lowa

At the University of Iowa, Iowa City, a

disaster provided opportunity for the IT
department. Maggie Jesse, senior direc-
tor, IT instructional services, explains,'A
major flood, the school's biggest disaster,

resuited in the loss of several university
buildings. Instead of simply rebuilding, we

applied for and received stimulus funds and

determined to transform the buildings into
interactive Iearning and student engage-

ment centers."

Since this project began about three

years ago, |esse says a "huge focus" has

been technology-enhanced classrooms

that support active-learning teaching

strategies in the classrooms. The concept,

called transformed interactive learning

and engagement (TILE), originated at the

University of North Carolina and has been

implemented at MIT, the University of
Minnesota, and the University of Iowa.

"We believed that if we increased

student engagement, we would increase

retention, and that would translate into
a substantial increase in revenues," Iesse

explains. "Studies have shown that even a

small increase in retention results in a good

increase of revenues. We've shown that

we have been very successful in Ieveraging

technology to improve learning and so ac-

complished our goals."

All sorts of different pedagogies and

technologies go into the classrooms in
which students in teams of three to nine sit

at round tables and share laptops and other

devices such as a flat-panel monitor, white-

boards, and projectors for screens either on

the tables or the walls. So far, there are five

of these rooms, with a sixth initiated this

fall and the seventh coming in the fall of
2013. The smallest room holds 27 students

and the largest 8 1.

"We have deliberately experimented

with classrooms of different sizes to see

which ones worked best and which ones

not as well," says Jesse. "These classrooms

are very expensive, so we are not trying to
change every classroom, just provide a new

dimension where it will be most helpful.

The traditional style of teaching is not go-

ing to go away''

Some disciplines, continues lesse, "such

as STEM Iscience, technology, engineer-

ing, and math], are fully aboard, and some

humanity and social science disciplines are

moving in this direction." She adds that one

facility that has incorporated this approach

into much of its space is the new $141

million library, with a 14,000-square-foot

Iearning habitat with the new classrooms,

informal study space, and large cafe. "You

would not have found us there five years

ago," ]esse says.

One amplification on the TILE model

that Iowa has initiated has been the training
of faculty, helping them make the transfor-

mation from lecturers to enablers. In addi-

tion to monitoring and controlling much

of the technology in the new classrooms,

they help the students interact with each

other and become more collaborative.

Initially, faculty were set up in cohorts

to work together and given three full days

of training. But, says Jesse, "That doesn't

work, for they are too busy to take three

days off. So we went to shorter workshops

of three to four hours, with regular meet-

ings." Now, |esse says, there is a waiting list
of faculty wanting to be trained. For the

first five classrooms, there are 75 facrlty.

In the works, but not yet accomplished,

is translating the large lecture-hall format
into the new classroom. But here also, Iesse

acknowledges, there will still be a place for
the former.

She adds that the transformation from
traditional to high-tech learning, even on

a selective basis, is not automatic, and it
requires real leadership skills to lead the

university community in this new direc-

tion. Orienting the IT staff in a new direc-

tion has not been as difficult as it might
first appear, lesse explains, because the IT
department has never been made up exclu-

sively of technical types. "We've had a lot of
English majors or people with degrees in
business or administration, who have had

a fascination with technologyi'Iesse says.

"They have been good consultants and sys-

tem analysts, and we are providing ongoing

leadership training."

Changes on lndiana State's Campus

Lisa Spence, EdD, associate vice president

for academic affairs and CIO at Indiana

State University, Terre Haute, says, "From

my perspective, technology is about change,

and change is what we're about, so it's a

natural progression that we adapt to the

many technology changes going on."

The two main technology changes going

on at Indiana State, Spence says, relate to

virtualization and cloud computing. In
terms of virtualization, Indiana State has

transformed from the old computer lab

with rows of school-provided PCs and total
hardware dependence to students work-
ing on their own devices from a remote
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rhis increases both flexibility and

In cloud computing, Spence says they

have selectively sought out opportunities
that cut back on these costs by outsourc-

ing to cloud providers instead of buying

the hardware and software, evolving the

applications, and running them themselves.

Examples include customer relation-

ship management programs and student

e-mails. A central consideration for cloud

computing, Spence says, "is that you have

to make sure it's run in an environment as

secure as if we were doing it ourselves."

Related to this, Spence continues, is

cost. On one hand there can be obvious

savings in letting a cloud provider store

your data and provide your applications.

But, she asks, what happens if you want to

make a change, and your cloud provider is

not able to make it in as timely and efficient

a manner as you like? Or if you decide you

want to bring the service back in-house? Or

if the provider has a breach of security or

a loss of data or goes out of business? You

have to consider not just the advantages,

but also the worst-case scenarios to make

sure your levels of security and quality are

not compromised.

Spence says that simply having campus

personnel rneet with cloud personnel to

work things out means involving a greater

number of people to get things done,

at Ieast initially. And when services are

outsourced, someone must monitor the

contract as well as the service levels.

The role of the IT professional is chang-

ing, Spence says, to become more adept

at business management and analyses,

ensuring the provider is going in the right

direction, and adapting to new technolo-

gies while interacting with faculty, staff, and

students.

Is the IT department viable for the

future? "Technology will never replace the

need for human relationships," says Spence,

but no one can ignore the need to change.

Thomas G. Dolan is a freelance writer who spe-

cializes in technology topics.
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Gartner

Reinvent Your lT Frontline Capabilities

As mobility, social interaction, information and the
cloud converge, traditional IT service desks are be-
coming unsustainable. Some CIOs and infrastructure
and operations leaders are reshaping their traditional,
reactive and technology-oriented ITSDs into proactive
business productivity teams.

Key Challenges

' Many IT service desks (ITSDs) are failing to deliver
business value commensurate with their costs. ITSDs
are often unconnected to business goals, and focus on
demonstrating their productivity, rather than enhancing
business user productivity.

' Some leaders are transforming traditional, reactive

IT support models to develop proactive, collaborative
business engagement from the grassroots.

. The new approaches have significant differences in
purpose, operating models, relationships with users,

staffing and skills, and success criteria.

. Obstacles to the success of the new models include
IT and business readiness, as well as leadership support.

Recommendations

. Access the potential ofthe new IT business produc-
tivity team (BPT) support model for your organization.

. Work with business stakeholders to identif. the busi-
ness capabilities, functions or processes that would most
benefit from partnering within the BPT framework.

Strategic Planning Assumption

By 2016,20 percent ofIT organlzations will have real-

located traditional IT service desk expenses to fund
business productivity teams, which is an increase from
fewer than lpercent today.

Analysis

IT leaders strive to deliver improved business user

experiences by funding IT service desks that serve as pri-
mary points of contact between the business and the IT

organization. However, increasing business demands,
technical and functional system complexity, and con-
sumerization and mobility convergence have combined
to outstrip the ability of many IT service desks to meet
users' expectations. Therefore, despite a significant
increase in IT expenses to fund ITSDs, many IT organi-
zations still struggle to deliver adequate support, with
stagnation (or declines) in user satisfaction levels.

How can CIOs and IT leaders rethink traditional
approaches to business user support to make a mean-
ingful change to the current experience? One radical
approach emerging from Gartner client inquiries
replaces the "us versus them" ITSD support model with
a proactive, collaborative BPT concept.

How the ITSD Model Is Failing

From the onset, traditional IT help desks were
established to react to issues. As enterprise technol-
ogy environments became more complex, user issues

increased. In response, ITSDs focused on faster reac-

tion, and achieving higher efficiency within the service

desk resources. The ITSD value proposition rested

on the fundamental assumption that fast resolution
equals higher levels of user productivity and customer
satisfaction.

As the concepts associated with delivering IT
services to the business emerged, ITSDs remained
positioned to deliver reactive service support by
minimizing the impact of service incidents and outages

on business operations. Through experience, ITSDs

learned to identifr common user issues and restoration
techniques. They regularly guided users through those

standard restoration procedures, including the well-
known "reboot."

Most ITSDs reflect the overall lower levels of infra-
structure and operations (l&O) maturity. The average

Gartner ITScore for I&O (ITSIO) is2.35; the highest

score available is 5.0. Organizations at this level are

exploring industry best practices, and starting to for-
malize support processes, but have yet to fully establish
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efficient operational processes or optimize
a tiered support structure. Being a level up
from the reactive IT management mode,
Gartner's ITSIO ascertains overall I&O
maturity in four critical dimensions: people,

process, technology, and business manage-

ment.

ITSIO uses a 1-5 maturity scale, with 5

being the highest rating. Awareness, Com-
mitted, and Proactive refer to Levels 1, 2 and

3, respectively. These IT service desks seek to
justifi, expenses by demonstrating incremen-
ta1 improvements of internal performance
metrics that are not aligned with business
goals and objectives. Rather than measuring
higher levels of business-user productivity,
ITSD metrics focus on internal call volumes,

internal response times, internal cost per
call, and inlernal productivity.

IT generally involves operational costs,

rather than grow or transform costs, so

ITSDs are often the target of expense reduc-
tion efforts. Run-the-business metrics are

never about revenue; they're about reducing
costs, cutting price-to-performance ratios
and lessening risk. "IT Key Metrics Data

2012: Key Infrastructure Measures: IT Ser-

vice Desk Analysis: Current Year" shows that,
despite consuming an average of 7 .9 percent
of the overall IT budget, most ITSDs are not
producing improvements in user satisfac-

tion. Gartner also took a poll at the 2011

Data Center Conference (among attendees

of the "Future of IT Service Desk" presenta-

tion) and asked, "Which would you indicate
as your ITSD's biggest challenge?" A27
percent plurality responded that providing
high levels of customer satisfaction was their
biggest challenge. In the worst of situations,
the ITSD may be viewed as an inhibitor of
business productivity, not an enabler.

The future looks no better for most
ITSDs. The megatrends around mobility, so-

cial interaction, information, and the cloud
are driving the consumerization and democ-
ratrzation of IT, which will provide flexibility

and functionality that shifts command and

control from IT to the business user. IT
organizations that do not adapt their sup-
port models to these trends will continue to
ineffectively fund ITSDs that are incapable

of consistently demonstrating value and

will reinforce the notion that IT is failing to
meet the needs ofthe business.

Defining a BPT

BPTs represent a departure from the

traditional ITSD model. Whereas ITSD
teams react to user issues, BPTs proactively
promote productivity by enabling user self-

suffi ciency, understanding business pro-
cesses and challenges, and proactively
leveraging existing IT capabilities to
improve business capabilities. By instill-
ing BPTs with a broad understanding
of business processes, they can quickly
identify solutions for common business

user challenges, ideally before the user

realizes there's problem. To do so, BPTs are

radically different from current ITSDs: they
have fundamental differences in purpose;

operating model; relationship to users,

staffing and skills; and success criteria.

Recent client inquiries indicate that
some forward-thinking CIOs and I&O
leaders are rethinking the traditional,
reactive ITSD support model in favor of a
proactive, collaborative busi ness engage-

ment BPT approach. Shedding the internal
metrics, BPTs have a singular focus on
business productivity as a fundamental
objective of the IT-business relationship.
lnstead of providing only reaclive support,
BPTs transform the service model with
proactive approaches that leverage user

selfsufficiency and solicit user sentiment
as a necessary feedback loop for future IT
service enhancements. By 2016, 20 percent

of IT organizations will have reallocated

traditional IT service desk expenses to fund
BPTs; this represents a substantial increase

from the current level offewer than 1

percent. Future BPTs will increasingly play

an advisory role in helping business users

make informed technology choices and

decisions based on their knowledge of busi-
ness needs and practices.

The Four Key Differences

There are four key differences between

traditional ITSDs and BPTs.

Difference No. l: Purpose

ITSDs exist to facilitate the tracking and

closing of tickets captured as a result of
user-detected issues, when IT services and

systems are not working as expected. The

relationship between IT and the business

starts when the user contacts the service

desk to report an issue. The relation-
ship ends when that issue is resolved. An
explanation of "user error" may be readily
used to close a ticket and increase comfort
across IT that systems availability remains

unblemished. ITSDs typically take on an

us-versus-them approach to providing IT
support. Interactions are transactional, and

business user experience can vary accord-

ing to the ITSD analyst with whom they
speak regarding a given issue. Rarely, if
ever, is follow-up activity beyond a random
customer satisfaction survey conducted
to see whether resolution was actually
completed or to determine the impact of
that resolution on the business user's level

of productivity.

BPT members should foster ongoing
relationships across the various busi-
ness process areas to deepen their own
understanding, enable collaboration and

engage in exploratory discussions. IT BPT

members will often initiate the contact
and solicit help from the business to better
understand business challenges and current
business operating practices. Improvements
identified should be credited to BPT mem-
bers and their business collaborators.

Although some BPT/business interactions
may mirror an incoming service desk call,
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improve
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online procedure manual norv in Microsoft
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Figure 1 illustrates the expansion of
purpose of a BPT relative to traclitional

ITSDs by looking at errors and lack of
use as areas to improve. It also differenti-
ates what is knou,n to the user from that

r,vhich is unknorvn. From this perspective,

it becomes oLrr.ious that ITSDs limit focus

to "tickets" for rvhich systems are norking
improperly and are known and reported by

users. Despite the high visibilitl', resolv-

ing tickets represents only a fraction of the

overall in-rpact that existing technolog,v

could have on improving business out-

Latent problem situations occur when

the user is unar,vare or has not reported a

defect that can hamper business results.

Beyond the systen.r defect side, a potentially
larger area for derir.ing value is uncover-

ing the Iack of use of existing techr.rologies.

\Vith the increasingly diverse ar.rd complex

set of technolog,v solutions available, the

likelihood that capabilities exist to address

business "pain points" or improve "businerss

as usual" increases. With each new system

deployed, this likelihood increases. Adding
these thr,:e focus areas is rvhat dilferentiates
a BPT from an ITSD in te rms of scope.

Difference No. 2: Place (Operating Model)

ITSDs are usually a co-located team in onc

of several purpose-built call-center et'tvi-

ronments. The Il'SD operation is generally

consistent rvith a business contact center

model, nhere the focus is on the ability to

consume high volumes of contacts by keep-

ing transactions limited in scope. Unique

touls rrc tvpicalll used l() mirnirge issucs

throughout their life c,vcles and integrated

lvith IT infrastructure management tools to

provide the encl to-end mernagen-rerrt of I'f
services. Call center statistics (average rvait

times, average ctrll durations, abandonment
rates, etc.) are used in conjr,rnction n,ith

ticketing statistics-first contact resolutiort
(FCR), incident reoccurrence, incidents

associated rvith changes, etc.-to track
ITSD effi cienc.v. Collectivell', these statis-

tics directly relate to value delivery. They

are reactir.e in nature, and interactions are

user-gen,3rate d.

BPTs rvill be teams of individuals that

engage the business rvhere the business

works. The BPT operation rvill mirror
lvalk-in interaction and support n-rodels,

such irs A.pple's Genius Bar or Best Buy's

Geek Squad, in rvhich business users take
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provide llP'ls that uniqr"rely identify chal-

lcngcs and opportunities lo irttprove usel'

productivity. Tools will sti1l focus or.r ir.rci-

dent management, but will also incorporate

elements of customer service and supporl.

to focus rnteractions on the needs of the
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business user; the next, best action to take

with the user; and tracking of the overall
experience, preferences, usage patterns and

engagement levels. Using this information,
BPT analysts will identifl, improvement
opportunities. Value delivery in this model
will be seen in the ability to increase levels

of business productivity and the ways in
which BPTs are working to deliver solutions
to the business. These statistics are proac-
tive, and follow-up interactions to promote
productivity are IT-generated.

Difference No. 3: Staffing and Skills

ITSD analysts retain broad knowledge of
the IT infrastructure systems and services

and leverage strong technical skills, as well
as troubleshooting and problem-solving
skills, to resolve or escalate issues effectively.

Current ITSD analyst requirements rely
heavily on phone and e-mail (verbal and

written) communication. Increasingly,

ITSD managers are emphasizing customer
satisfaction skills, and hiring analysts with
strong interpersonal skills and responsive-

ness. Emphasis is placed on end-user satis-

faction, because 50o/o of a user's perception
of IT deals with his or her experience with
the ITSD. Therefore, improving ITSD
experiences improves the perception of
IT. What ITSD analysts often lack is a core

business understanding, in terms of IT's
role in enabling business processes and the

impact of downtime on user productivity
tied to business outcomes.

BPTs require personnel who have

business understanding, technical domain
knowledge and the customer service skills
of ITSD analysts. BPTs demonstrate value

to the business as a group of technical
advisors capable of working with users to
identifi, solutions to business issues. BPT

analysts blend the ITSD capabilities with
light frontline business relationship man-

agement skills that fall short of a liaison-
Ievel role. In contrast with relationship
managers, BPT analysts should understand
SLAs and why they're in place, but not be

in a position to negotiate them. InitiallS
this increases the costs of labor, but the

potential return on investment makes the

pilot well worth the limited risks.

To increase interaction, organizations
must also leverage mobility and social

media to enable BPTs to directly engage the

business on a regular basis. IT organiza-
tions can look to customer support models,

such as Apple's Genius Bar or Best Buy's

Geek Squad, that focus on customer pro-
ductivity enablement through education
and promotion, rather than reactive sup-

port. Test out BPTs using a subset of ITSD

resources aimed at supporting a targeted

business area (such as VIP or executive sup-

port) or application(s)/service(s). Demand
will determine optimal staffing levels and

allocation.

Difference No. 4: Performance (Success

Criteria)

A good day for the ITSD would be:

. User contacts with acceptable abandon,

wait, and processing times

. A11 ticketing closed within targeted FCR

and other SLA criteria

. User ticket surveys that meet their tar-
gets

. An acceptable ITSD cost per contact

The BPT's sole objective is to enable

business productivity. This includes reactive

ticket management, but, more importantly,
it includes proactive suggestions to increase

user efficiency by better Ieveraging existing
system capabilities, advisory communica-

tion and training that reduces frequent user

behaviors that do not produce the intended
results. It should also capture potential sys-

tem enhancement ideas for consideration
in future release cycles. A good day for the
BPT would be:

. Actions and recommendations reflect-

inga5o/o year-to-date increase in user

productivity

. All key business processes operating
within acceptable parameters

. New requests arriving for BPT engage-

ment in a post-system-release usage study

Success criteria for BPTs focuses on de-

livering value to the organization measured

in end-user satisfaction and high levels of
IT service availability, whereby BPTs handle

the business productivity. For example,

traditional ITSD metrics, such as FCR

and cost per contact, should be reviewed

inversely-where BPTs strive for automa-
tion and self-support of routine issues at

Iower costs, but encourage interaction for
complex issues at higher costs. BPTs would
demonstrate value in handling the com-
plex, higher-cost issues more efficiently and

would initially show low FCR and higher

cost per contact, but deliver value back to
the business by enabling self-sufficiency,

and delivering stable and available IT ser-

vices.

BPT Obstacles

Obstacle No. 1: Process (Lack of Maturity)

Developing a BPT in place of your ITSD

at lower levels of I&O maturity presents a

risk to IT organizations by selling a value

proposition on which they are not in a

position to deliver. Mature IT organizations
(Level 3 ITSIO or above) should strategize

to transform their reactive ITSD models

to proactive BPTs. Plan to align with I&O
maturity road maps for continual improve-

ment. Organizations that have leveraged

demonstrated service delivery capabilities

derived from integrated service operations
and transition processes, process-oriented

roles and tools to assess end-to-end trans-

action response time measures for mission-

critical applications will be in position to

develop BPTs to demonstrate the proactive

capabilities of a more mature I&O organi-
zation.

Mitigation: Leverage Gartner's ITScore for
I(zO and associated research to attain Level 3

prior to creating a BPT.

Obstacle No. 2: Positioning (Lack of Busi-

ness Readiness)

For IT to adopt a new proactive support
approach, business stakeholders must be

prepared and supportive. Although busi-,
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ness leaders may have expressed discontent
with IT being "order takers," they may
not be immediately prepared to accept a

new level of engagement. Their support is

required as the members of the BPT move

up the business skills learning curve toward
creating an effective BPT.

Mitigation: A targeted BPT trial in an area

with strongbusiness team support creates the
"wins" needed to demonstrate the value of
the BPT model to earn further organizational
credibility.

Obstacle No. 3: Promotion (Lack of Fund-
ing and IT Leadership Support)

After years of strividg to minimize the

ITSD as an IT cost, the concept ofinvest-
ing for business benefit may be difhcult to

sell in the IT organization. Few IT leaders

would look to their IT service support

structure as a place to transform the IT
business relationship. Even fewer would
turn to the frontline IT resources. With-
out strong IT leadership and appropriate
funding, the risk of a failed BPT attempt
increases significantly.

Mitigation: Your ITSD resources may not
be your best or only source of BPT talent.

Re-evaluate the roles and responsibilities of
lT-business relationship manaSers in your
organization and consider these individuals

lor BPT analysr pilor posirions.

Bottom Line

Progress with traditional ITSDs has stag-

nated in many I&O organizations. Emerg-

ing trends, including consumerization of
Il are likely to further erode the effective-

ness of traditional IT support models. As

an alternative, some CIOs and I&O leaders

are leaning on a proactive, collaborative
approach that Gartner describes as a BPT.

Being aware of the key differences and

obstacles can increase the success rate for
creating an effective alternative to the tradi-
tional ITSD support approach.

Thanks to Gartner for allowing us to include this

article, which was originally published by Gartner

in June 2012. For more inlormation aboul Gartner,

contact Perry Campi at perry.campi@garlner.com.
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" N etw o r ki n g o p p o rt u n iti e s a b o u n d

at every ACUTA event. The events

are small enough to network, but
big enough for big ideas."

Ric Simmons

Deputy CIO & Executive Director
Lo u rsia na State U n ive rsit/

"The ACUTA Conference was a

wonderful opportunity t'or ex'

changing ideas with peer universi-

ties. t think I was able to help other
attendees with an issue or two-
and I know they helped me."

Sheard Goodwin
lT Expert

lJniversitY of Florida

"As travel budgets continue
to shrink for both vendors and
schools, the ACUTA Exhibit Hall
continues to be an excellent Place
to obtain hands-on knowledge
of many products and services.

Second only to the educational
sessions, the Exhibit Hall is the

reason I authorize travel funds for
my staff."

Walter Czerniak

Associate Vice President, lT
N o rthern I lli nois U n iv e rsitY

104+ Smart Reasons to Come to Conference

3 Keynote Presentations:
. Envisioning the New lT Orgonizotion

CIO panel moderated by John Gallant, founder of Network World

. The Cotlision of Two Worlds, Mobile Voice qnd Mobile Dqto

Bob Friday, CTO, Cisco Wireless Networking Business Unit

. Future Technologies

Don McMillan, PhD

37+ Educational Sessions:
. Communication & Collaboration Technologies
. EmergencYCommunications
. Finance
o Customer Support
. Legislative & RegulatorY lssues

. Network lnfrastructure & Management

... and lots more!

54+ Technology Companies in the Exhibit Hall:
. See the laGst technologies
. Meet with multiple vendors who offer a variety of solutions
. Talk to company representatives who understand the unique needs of higher ed

. Win some really terrific prizes in the Exhibit Hall!

D And then there's the Networking...
"Given today's innovotive ond demanding technology climate, t think.every lT/telecom

professional who cores obout success should be ot the ACUTA Annuol Conference'

The information that will be shored and the professional networking that will happen

make this event one of the greatest volues onywhere. I hope to t"' ,'i":!;;"l.rirrr,nrro,

Di re cto r, N etwo rk Se rvi ce s

Boston College
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