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	Information Technology Services
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	CIO and Director of Information Technology Services
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	Robin Lawrence

	Submission Date of this Report
	Revised 6/1/17 Original 1/11/17


I. Unit/Program Goal: Enhance the living/ learning environment by providing and maintaining an easy-to-use, readily available, and forward-thinking technical infrastructure for the University community
	Strategic Goal Supported
	 FORMDROPDOWN 


	Indicator of Success/ Student Learning Outcome

AND

Summary of Data
	Indicator/

Learning Outcome
	2012-13
	2013-14
	2014-15
	2015-16
	2011-12

	
	1.
	Provide and maintain SMART Classrooms: Track percentage of SMART Classrooms and Keep SMART Classrooms Up-to-date with current A/V technologies
	97%

(62/64)

	97%

(63/65)

	97%

(68/70)

	98%

(69/70)

	95% (61/64)

	
	2.
	Provide and maintain Faculty laptops and desktops to meet current needs. Measure provided indicates percent of full-time Faculty with Laptops.
	100%
	100%
	100%
	100%
	100%

	
	3.
	Provide timely support and service to members of the Lander University Community. Measure provides percent of technology work orders completed as a representation of support and services offered.
	94.2%

(1169/ 1240)

	92.13%

(902/979)

	97.7%

(1406/1439)

	98.3%

(1542/1569)

	98.6% (1885/ 1911)

	
	4.
	Provide technology training sessions for campus community: Number of different courses offered
	15
	9
	10
	12
	24

	
	5.
	Provide for online classes: Number of sections offered
	202
	219
	284
	274
	215

	
	6.
	     
	     
	     
	     
	     
	     

	Assessment Instrument(s) and Frequency of Assessment
	Instrument
	Frequency

	
	1.
	ITS Departmental Records
	Semester

	
	2.
	ITS Departmental Records
	Annually

	
	3.
	ITS Departmental Records
	Annually

	
	4.
	ITS Departmental Records
	Annually

	
	5.
	ITS Departmental Records
	Annually

	
	6.
	     
	     

	Expected Outcome
	Met

(3)
	Partially Met

(2)
	Not Met

(1)

	
	1.
	80% or greater
	Between 50-79%
	less than 50%

	
	2.
	80% or greater
	Between 50-79%
	less than 50%

	
	3.
	80% or greater
	Between 50-79%
	less than 50%

	
	4.
	10 or greater
	Between 5-9
	less than 5

	
	5.
	100 or greater
	Between 50-100
	less than 50

	
	6.
	     
	     
	     

	Review of Results and Actions Taken
	1.
	2015-2016:  Originally all classrooms that can seat at least 30 people were equipped with SMART equipment.  After that, the rooms were outfitted on request as approved by the VPAA and Academic Technology Committee.  Currently, all rooms that can be outfitted have been.  It is unlikely and unnecessary that there will ever be 100% of rooms that are smart due to room size and class needs. The number of rooms that are currently defined as SMART Classrooms has increased to meet instructional needs. Lander University currently counts 69 technology-enabled classrooms/learning spaces. Of these, 48 spaces are fully equipped SMART Classroom spaces that include a computer at the instructor podium and 21 are laptop or special-use spaces (for example, Audio or Video only) based on instructional needs.
2015-2016: To date, 23 SMART Classrooms have been upgraded to full digital systems. These upgrades allow ITS to provide more control customization and address end-user (faculty and student) needs, including connectivity for a broader range of faculty/student devices and full support for playback of digitally-protected content over HDCP compliant hardware.

2015-2016: To better support faculty teaching in SMART classrooms, downtime is minimized by scheduling maintenance and upgrades during the summer semesters and other class breaks where possible. Improvements in related information technology support services, such as the implementation of System Center Configuration Manager (SCCM), has improved the efficiency of applying and manging software updates, addressing identified issues across multiple classrooms, and allowing for remote support to more quickly resolve classroom support issues.

2015-2016: In response to faculty complaints and in accordance with discussion initiated by ITS with the Academic Technology Committee, 48 SMART Classroom podium computers were replaced with Dell All-In-One Touchscreen Computers. The new (in 2015) computers were mounted on adjustable arms, provided faster response time, and offered instructors the option to utilize touchscreen functions and pen-and-ink functionality built into the Windows OS, Microsoft Office Applications, Smart Technology's Notebook Software, and (in selected SMART Classrooms) Promeathean ActiveInspire Software.

2015-2016: In response to faculty needs and changes made in licensing requirements, SMART Learning Suite Software was purchased to cover installation on all SMART Classroom computers and faculty computers where instructors desired to utilize the software. This widened the access to SMART software across the entire Lander campus. 


	
	2.
	2015-2016:  All full-time faculty members have been given the opportunity to receive a laptop.  Some faculty members have elected to keep a desktop instead.  In the future, it will be highly suggested for faculty members to get a laptop.  Lander consistently provides either a laptop or desktop to all full-time faculty.
2015-2016: In response to faculty requests/feedback and in consultation with the Academic Technology Committee, Lander University began purchasing current laptops with Solid State Hard Drives (SSDs) in an effort to provide improved functionality and speedier response. Business-class laptop standards provide consistant computing experiences and allow ITS to most effectivley support faculty-issued laptops. Laptops are provided with comprehensive warranties, accidental damage protection, and coverage that allows the university to retain damaged hard drives containing university data. Where possible, individual faculty members are consulted as to special needs or requests for computers that match professional standards in their chosen disiplines (for exmaple, faculty members in the Graphics Arts are able to request Mac computers reflecting the standard for professional graphic arts practitioners).   


	
	3.
	2015-2016:  Work orders should be completed in a timely and accurate manner.  Not all work orders can be completed due to various reasons, most of which are outside of ITS control.  ITS workorders are consistently completed in a timely manner.
2015-2016: In order to keep Unversity-owned and managed computers in good working order and improve the efficiency of support services, Lander University ITS moved to utilizing System Center Configuration Manager (SCCM). This move allowed ITS to reduce the time from unboxing a computer to less than 2 days, provides the means to implement automaitc installation and customization of Lander-owned computers in offices, classrooms, and labs -- reducing the need for lengthy manual upgrade procedures, allows data to be migrated securely and efficiently when moving faculty and staff members to a new computer, and reduces the amount of time required to implement new Operating System and Software versions. The move to SCCM also provides the ability to create queries and generate reports based on hardware and software versions and utilization to proactively address issues such as the need for Operating System upgrades or the need to increase system memory.

2015-2016: In order to decrease the incidence of malware/virus infection and the associated security risks, ITS was able to integrate SCCM and Endpoint Protection. This resulted in the reduction of malware infection by over 50% and improved technician response time due to instantaneous reporting. 

2012-2016: In response to Student requests and feedback from the Student Government Association, ITS implemented a distributed printing model allowing students to print to locations around campus. In the intervening years, ITS has been able to slowly expand the program, which has been well recived by students as documented in the annual ITS Student Survey. Usage of the distibuted printing stations has shown steady growth and adoption.

2015-2016: The implementation of an ID scanning in TRACS has allowed for more efficient distribution of student support resources by tracking the daily usage of TRACS services to identify trends in visit time, duration, and reported issues allowing ITS to set appropriate student technician staffing levels. It has further allowed for individualized visit surveys for student users to record experiences and level of satisfaction with services. This feedback is used to identify training and support needs for staff.

2015-2016: Addition of an ADA complaint one-button, height adjustable computer table in the main computer commons added improved accessibility for students. 
2014-2016: Continued service improvements such as the roll-out of Office 365 for faculty, staff, and students of the university, begun in 2014, have provided the ability to expand services and accessibilty to University clients. For example, Office 365 allows for each student, faculty, and staff member to work on-line, share files and documents, download and install the Microsoft Office Suite on up to 5 individual devices, and back up files to Microsoft OneDrive. 


	
	4.
	2015-2016:  Although some training sessions are always required, others depend on the year’s circumstances.  Training sessions are consistently offered each year based on our core supported systems and services.
Atomic Learning:  A 2015 Faculty/Staff survey indicated that more regular and relevant ITS training sessions were desired. In order to provide more training opportunities to faculty, staff, and students, Lander University adopted the Atomic Learning platform and implemented the service to faculty, staff and students, during the Fall 2015 semester.  Atomic Learning is an online, self-paced technology training service for university-supported and other common software applications, such as Microsoft Office, Adobe Creative Cloud, and Microsoft Windows.  Atomic Learning provides access to over 2,000 video tutorials that can be accessed 24 hours a day, seven days per week. Atomic Learning is available to all faculty, staff, and students. This service is used not only for academic and professional development, but also for personal, self-guided development. 



	
	5.
	2015-2016:  Online courses are dependent on the faculty requirements.  We must provide the framework for a few or for many.  The number of online courses are growing, especially during the summer months  All online courses are consistently provided for, but the number of online sections are dependent on the course offerings.
Blackboard Learning Management System: In effort to maximize on campus end-user support and streamline system maintenance and updates, Lander transitioned from an in-house maintained Blackboard Environment to a hosted solution with Blackboard, Inc. during the 2013-2014 academic year. This transition allowed Lander to stay up-to-date with Blackboard Learn technology and provide more stability of service to faculty and students.  The transition to a hosted environment also allowed the Instructional Technology staff to focus more on training and support to further the use and implementation of Blackboard Learn as a feature-rich classroom learning technology.

Lander’s Blackboard Learn Environment is kept up-to-date and maintained to be within two versions of the most recent update.  Upgrades are tested in a test-only environment and then scheduled for the production environment during low-use times of the academic year. Major updates are scheduled in-between semesters during the spring and summer months. The most recent update performed in May 2017, provided for a number of features and enhancements, which included (but not limited to):

•
An updated graphical interface (design) that is more mobile-friendly for users accessing the system via mobile devices such as smartphones and tablets.

•
Submission receipts for students. Students receive an email receipt for successful assignment submissions.

•
Content Library – faculty and students now have access to a content library where files can be stored and shared with other users and/or courses. The content library is beneficial for faculty in that files can be shared with multiple courses rather than having to upload files to each course. Students may store work-in-process files in the content library before finalizing and submitting.
Echo360: Lander University partnered with Echo360 beginning in the 2012-2013 academic year to provide a turn-key solution for online multimedia and lecture capture.  Echo360 allows faculty to create multimedia recordings, such as lecture and screen recording, and use those recordings within the Blackboard Learn environment. Many faculty have the need to incorporate multimedia into Blackboard and Echo360 provided an easy-to-use solution from creation to distribution.  In the 2015 ITS Faculty/Staff Satisfaction Survey, many comments indicated the need for new classroom technologies that drive education and support student learning.

Echo360 was piloted to a small test group of faculty initially and then in 2015, it was introduced campus-wide. The usage of Echo360 has grown each year since the initial adoption.  During the Spring 2016 semester, there were 1,115 hours of usage defined as the amount of live and on-demand streaming video and presentation access.



	
	6.
	 

	
	Sum
	     

	Outcomes
	Indicator of Success Evaluation
	Indicator of Success Score

	
	1.
	 FORMDROPDOWN 

	 FORMDROPDOWN 


	
	2.
	 FORMDROPDOWN 

	 FORMDROPDOWN 


	
	3.
	 FORMDROPDOWN 

	 FORMDROPDOWN 


	
	4.
	 FORMDROPDOWN 

	 FORMDROPDOWN 


	
	5.
	 FORMDROPDOWN 

	 FORMDROPDOWN 


	
	6.
	 FORMDROPDOWN 

	 FORMDROPDOWN 


	Additional Resources Required to Achieve or Sustain Results
	$0.00
Explanation


II. Unit/Program Summary
	Unit/Program Goal
	Strategic Goal Supported
	Unit/Program Goal Outcome
	Additional Resources Required to Achieve or Sustain Results

	
	
	Score
	Evaluation
Met: 3.00 – 2.01

Partially Met: 2.00 – 1.01

Not Met: 1.00 – 0.01

Not Evaluated: 0.00
	

	1. Enhance the living and learning environment by providing and maintaining and easy-to-use, readily available, and forward-thinking technical infrastructure for the University community0 

0
 

	 FORMDROPDOWN 

	3.00
	 FORMDROPDOWN 

	$0.00

	2.      
	 FORMDROPDOWN 

	0.00
	 FORMDROPDOWN 

	$0.00

	3.      
	 FORMDROPDOWN 

	0.00
	 FORMDROPDOWN 

	$0.00

	4.      
	 FORMDROPDOWN 

	0.00
	 FORMDROPDOWN 

	$0.00

	5.      
	 FORMDROPDOWN 

	0.00
	 FORMDROPDOWN 

	$0.00

	6.      
	 FORMDROPDOWN 

	0.00
	 FORMDROPDOWN 

	$0.00

	UNIT/PROGRAM TOTALS
	0.00
	 FORMDROPDOWN 

	$0.00

	Unit/Program Summary: 2015-2016:  The Information Technology Services Department has successfully provided for the technical infrastructure for this time period.
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