Outsourcing Non-Email Applications

Thursday, October 30, 2008

11:45 a.m. - 12:35 p.m.

Room W331
Do we (campus IT) need to do it all? Can we? If not, how can we best serve our campuses’ needs? We could limit choices, outsource, or let "2.0" blossom!

Participants from a mix of large universities and small colleges (community and PLAs)

What kinds of things are we talking about re: non-email?

· Web applications group started on own server

· SaaS

· Citrix, Intelliresponse, PeopleAdmin for HR

· Technology training

· Course management system

· ERP for disaster recovery

· Help desk

Challenges

· 24/7 service when don't have 24/7 support

· funding

· staffing

· expectations in GAE/free world

· legal issues

· choices being redefined

Lessons Learned:

· IT department outsourced to Sungard (Seattle U), school is pushing Sungard to outsource away from their products, has had good response from them

· Fairfield: outsourced everything, after a while brought some things back in-house (not Banner or Luminus Portal, Sungard still does that),

· Process changes: Seattle U – Sungard does not push "vanilla' for them, forcing them to have better governance and comm. b/t IT and college/business objectives, will do it if that makes sense according to their business objectives, actually forced Seattle U to refine their processes, "facilitated unsticking" of some processes

· If we share our training resources across all higher ed institutions we will be much better off, although some training w/in vendor products

· Fairfield went to Angel hosted system (from WebCT/Vista), worked well so far, pleased b/c there were some problems at beginning so it took heat off IT staff and moved to Angel. Seems to be more buy-in for downtime/upgrades when someone else is doing it.

What do we keep in-house?

· Intellectual property

· Personally identifiable information

Questions:

· Integration: SSO or no?

· How to write contracts so if something goes wrong on vendor end it doesn't come back to us

· What about ethical questions if we're exposing our community even if contracts are in place?

· Choices we're making, what is long-term implication if something goes wrong if vendor goes out of business or migrate back in, etc? How do we move data from outsourcers back to us or to other outsourcers?

· Medical school/Dental school: outsourced entire dental clinic mgmt system to Canadian company. To mitigate fears about out-of-business issue: they back up data to their data centers nightly.

· What is the middle ground? Hybrid solutions.

· Never go into outsourcing arrangement w/o an exit strategy. Include in RFP: how long in business, fire suppression plan, access to data center, security cameras, windows, what is your backup strategy on- and/or off-site, PCI compliant, proof, encryption methods, check with references, data recovery, business continuity.

· Control: risks, rational, but what about irrational side of "we want to own and control it!" How do we handle that? Do we outsource where we are in control, or where we are not in control? (i.e. do we get a say about when things get upgraded, how, etc.)

· Are we a utility? Or do we want to be a service underpinning instruction?

· If leadership is not well in organization, that's a good time for outsourcing (Sungard) to step in.

· What we as IT can provide is ability to step in and be there at immediate point of need.

Should we be outsourcing new things or old things?

· Recent trend in SaaS that's perceived as a threat: developers need to move towards integration approach, nature of work will change

· Discussions about U of Washington experience/case study

· ECAR's next study (next 2 weeks) on service sourcing, to look at collaboration, community sourcing, outsourcing, associated w/ that would be case studies

· Drexel U model: they are serving as oursourcer for other colleges/universities; schools may be more comfortable having other schools as their providers

Notes by Megan Brooks

Facilitation by Kathy Christoph

