Educause 2007
Notes from the Distributed Technology Support Constituent Group Meeting

Wednesday, October 24, 2007, 12:40 pm – 2:10 pm
CG Leader – AJ Kelton, Montclair State University

Co-Leader – Aletia Morgan, University of Iowa

Session Overview:

Following bit of time for attendees to enjoy the traditional Educause box lunch, AJ welcomed the group, introduced Aletia Morgan as the new group Co-Leader, described the planned program, and asked for some general information about the group.  Each attendee briefly introduced themselves and their institution.  For most of the 40-plus attendees, it was their first time at the Distributed Technology Support constituent group meeting, and it appeared that about 60% of attendees were from central IT organizations and 40% from distributed support groups.  AJ noted that over the 7 years since he organized the DTS group, it continues to be a challenge to identify specific common features of all Distributed Technology Support organizations.
Main Program:

The main feature of the meeting was a panel of three CIOs from Higher Education, who commented on the nature of the relationship and interaction between their organizations and the distributed organizations at their respective campuses.  
The kind souls who put themselves out there for this discussion included:

· David Stack, Deputy Chief Information Officer, University of Wisconsin–Milwaukee
· Jeffrey C. Cepull, VP for Information Resources and Chief Information Officer, Philadelphia University

· Mark Roman, Chief Information Officer, University of Victoria
Questions to the Panel:
How do you work with Distributed groups?
· David and Jeff both described their efforts to coordinate their work with DTS groups on their campuses, and how they also attempted to help shape the services across their campuses.  

· Mark had a slightly different perspective – while he is not hostile to the DTS groups, he sees them as a competitor, and works to improve his services to the point that there is little need for a DTS.  
How do you handle the “us vs. them” problem?

· Mark described a governance process he has implemented, including and IT Steering Council that includes the collegiate Deans.  Beyond that, he also has a campus wide technology leaders’ group.

· David has worked to bring all IT staff together.  He sends out a regular newsletter about what’s going on in ITS, to minimize surprises.  He would like to know more about what collegiate groups are doing.  [Editorial note – most DTS groups probably don’t have the staff to write newsletters…]

· Jeff also described his efforts to encourage partnerships/collaboration between ITS/DTS groups.  He described three basic needs, and described them as a hierarchy.  These needs are communication, which leads to a relationship, which creates trust.
Jeff also talked about his staff development initiatives.  UW-M encourages DTS staff to be involved in their ITS development programs, as well as in their hiring processes.

How do you handle unique needs such as email servers in engineering?
· David commented that they encourage shaping their central services to support these unique needs, so there is no need for duplicate services.

· Jeff agreed with this, but also talked about how he attempts to determine if and when to outsource central services, such as email.

· Mark described his efforts to sell central services, such as storage.  They are encouraging researchers to depend on their ITS group, saying “do your research, we’ll create storage”.  This has generally worked well.  So well, that they are about to undertake the construction of a new campus data center.
· One comment from the audience described an “indifferent” relationship between central and college DTS groups.  It was suggested that the best way to get Central IT engaged is to bring new ideas to the table!

Who is your customer? Is it different between ITS/DTS organizations?
· There was little disagreement about this – that the customer is anyone who needs technical support services.  Any line between the two groups varies so much across different organizations, that the question isn’t readily answered.

Questions Comments from the Audience:

· It was noted that at the University of British Columbia, their CIO has created an “IT Town Hall” process to encourage collaboration between central & distributed support organizations.
· Bobby Clark from Clemson noted that they have embedded Central IT staff into distributed collegiate areas of the university, to encourage collaboration.

As time was running out, the microphone went back to AJ, who described the resources available to those interested in Distributed Tech Support structures and processes, including the Constituent Group mailing list, web page, and wiki that are being developed.  He also encouraged attendees to subscibe to the CIO list to be aware of larger IT issues, and to check out http://connect.educause.edu as a resource to keep up with Educause activities.  AJ and Aletia are working to determine which resources work well, are readily updated, and are most useful to CG members.

Respectfully submitted,

Aletia Morgan

Co-Chair, Educause DTS Constituent Group
