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Executive Summary 
 

University Dependence Upon ICT 
 
The University of Saskatchewan is committed to renewal by pursuing the strategic directions 
outlined by the President in University of Saskatchewan Strategic Directions 2002 – 
Renewing the Dream. The effective application of information and communications 
technology (ICT) is critical if the University is to attain these strategic goals. “The quality of 
our ICT environment affects the way we teach and the way we learn, the way we manage our 
business processes and the way we interact with our customers. This technology impacts 
everything we do, affecting both how we do it and the quality of the product.”1

 
Every year, usage of ICT by faculty, students, researchers and staff continues to increase 
dramatically. Some examples of the increased usage follow. 

• There are now over 8,000 computers on campus. This is an increase of 2,500 in the 
last two to three years. We expect that 3,000 additional computers will be installed in 
the next three years. 

• The current campus network standard is 100Mbs. This is a tenfold increase over the 
service provided three years ago. However, another tenfold increase will be needed in 
the next three years to meet research needs. 

• We currently provide e-mail service to 50,000 members of the University community. 
This number is expected to exceed 70,000 within three years. 

• The use of e-mail doubles, almost yearly. At peak times, we deliver more than 
400,000 e-mails daily. 

• The number of e-mails sent to the University with viruses has increased more than 
tenfold in the last eight months (to 90,000 per day). 

• The number of Internet-based attacks against the University doubles every 4–6 
months. We block over 5 million attempts to probe or attack the University from the 
Internet daily. Less than a year ago, this number was 1 million. 

• Almost 12,000 students, instructors, researchers and staff have used the campus portal 
(PAWS) since its implementation in September 2003 (less than six months ago).  

• Usage of the WebCT course management system is increasing 50% yearly. Today, 
118 courses and almost 4,000 students are using WebCT.  

 
ICT’s impact on higher education has been significant and includes: e-communications, 
e-collaboration, e-communities, e-learning, e-libraries, e-journals, e-whiteboards, e-services, 
e-payments, e-business, e-science, e-research, learning management systems and learning 
object repositories.  
 
The University will continue to be increasingly dependent upon ICT in the future for teaching, 
learning, research and service delivery in ways that few can predict. This dependence will be 
driven by the changing expectations and needs of the incoming students, faculty and 
researchers, as well as by the new capabilities provided by technological advances. 

                                                 
1 Advantage U of S, ICT Foundational Document, June 2003 
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Information technology service organizations are struggling to respond to the needs expressed 
by students, faculty and researchers. 
 
ITS Services Overview 
 

Information Technology Services’ (ITS) mission is “to work closely with faculty, students, 
colleges and departments to provide services and leadership that support and enable teaching, 
learning, research and administrative service delivery through the effective use of information 
and communications technology.” 
 
ITS does not provide all ICT services on campus. Under the federated support model adopted 
by the University, the responsibility for service delivery is shared. 

• Colleges and administrative units are responsible for services that address the specific 
(often discipline-specific or local) needs of their students, faculty and staff.  

• The central ICT organization, colleges and administrative units share responsibility 
for: service planning, standard setting, enterprise (administrative) systems 
development and ICT security. 

• The central ICT organization is responsible for services that are used by faculty, 
students, researchers and staff in all colleges and administrative units; that are most 
cost-effectively provided centrally (economies of scale); and that require 
interoperability among colleges and departments. 

 
The services provided centrally for the campus community are often called “foundational,” 
“baseline” or “core” services. Most of ITS’ foundational services support teaching, learning, 
research and service delivery. These services include: 

• Research and Educational Network 
• E-Communication and Collaboration 
• Identification, Authorization and Authentication 
• Desktop Support 
• Help 
• Training 
• ICT Security 

 
ITS also provides some foundational services that are unique or specific to each of the 
following: teaching, learning and research and administrative service delivery.   

• Instructor Support 
• Learner Support/Student Computing 
• Research Computing 
• Administrative Information Systems 

 
Service Maintenance 
 
ITS’ services are required and used daily by instructors, students, researchers, staff and other 
members of the University community. ITS proposes to maintain and enhance these services, 
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to the degree we have been able to, using current staff, operating budget resources and project 
resources. Disinvestment will occur as part of ongoing service planning and evolution. 
 

The table below summarizes the budget that will be assigned to maintaining each of the 11 
ITS service areas during the current planning cycle. The budget includes staff resources from 
our operating budget as well as capital funding from the Campus-Wide ICT Infrastructure 
Services Capital budget.   
 

The maintenance budget assumes that $900,000 of capital funding will continue to be 
available to maintain and renew the network equipment and servers used to deliver campus-
wide ICT services. We propose that the annual allocation from this fund to specific initiatives 
be determined in consultation with the Academic Support Committee of Council, the Budget 
Committee and the Associate Vice-President (ICT). This is similar to the process used in 
previous years. 
 

Funding received for staffing from the Systems Development Fund (SDF), Student 
Computing Fund (SCF) and the provincial TEL (Technology Enhanced Learning) initiative is 
included in the “Project or Fee-for-Service” column. This funding is provided on a project or 
special initiative basis as is the staff funding provided by the USR-net and the Si! projects. A 
detailed budget for the SDF and SCF is outlined in section 3.2.4.  
 

Budget Assigned to Delivery of Core ITS Services 

FTE 
2003–2004 

“Steady State” 
FTE for 

Planning Cycle Service Area 
ITS Operating 

Budget 
Project or Fee-

for-service 
ITS Operating 

Budget 

Typical Annual 
Capital 

Equipment 
Allocation 

Research and Educational Network 10.60 4.00 10.50 $400,000
E-Communication and Collaboration 5.20 4.20 5.00 $150,000
Identification, Authorization and 
Authentication 

1.50 1.40 1.50 Uses existing 
servers 

Desktop Support 3.00 25.30 3.00 $25,000
Help 8.90 3.70 9.00  
Training 0.90 1.70 1.00
ICT Security 1.10 2.00 1.00 Included in 

allocation for 
other services 

Instructor Support 3.00 2.30 3.00 $75,000
Learner Support/Student Computing 1.40 4.10 1.50 $75,000
Research Computing 0.70 0.00 1.00 $50,000
Administrative Information Systems 21.60 15.90 21.50 $125,000

Subtotal 57.90 64.60 58.00 $900, 000
College/Unit Specific Staff 5.10 4.00 5.00
Administrative Support 4.00 1.00 4.00
Director 1.00 1.00

Total 68.00 69.60 68.00
 
The assigned staffing level, based upon our current operating budget and current University 
ICT service needs, is adequate to meet the campus needs in only two areas. 

• Research and Education Network services. This assumes that the funding, approved in 
the CFI conditions of award (USR-net project) for the support and operation of the 
upgraded campus network, is provided. 

Information Technology Services Operating Plan  Page 3 



• Training services. This assumes that funding will continue to be available from the 
provincial TEL initiative. 

 

The assigned staffing level, from operating budget, is inadequate to meet the needs of 
instructors, students, researchers and staff in the following eight service areas (see details in 
section 3).  

• E-Communication and Collaboration (to maintain/enhance campus portal) 
• Identification, Authorization and Authentication 
• Desktop Support  
• Help (for extended hours of service) 
• IT Security 
• Instructor Support 
• Learner Support/Student Computing (improve support for mobile student computing) 
• Research Computing 

 

The staffing level that is assigned to the support of institutional administrative information 
systems is adequate to address only some of the University’s needs (see section 3.1.11 for 
details). It is adequate to support the University’s current needs with respect to the following 
systems:  

• Student Information System (SIS, Si! project, Banner Student) 
• PeopleSoft Human Resources Management System (About-US) 
• Finance and Accounting System (FRS, Banner Finance) 

 

The assigned staffing level is inadequate to meet University needs with respect to the 
following systems. 

• Campus Contacts Database (U-Who) 
• Systems and associated “data warehouse” enhancements required to support 

University planning activities and government reporting. (Institutional 
Analysis/Integrated Planning Office) 

• Alumni/Donor System (U-Friend) 
• Electronic Payments Infrastructure Support 

 

Faculty, students, researchers and staff depend upon ITS’ services daily. We will be unable to 
meet the University community’s core ICT service needs for this planning cycle within our 
current operating budget. As a result, additional investment is requested to improve the 
following core services (see section 4 for details).    

• E-Communication and Collaboration (to maintain/enhance campus portal) 
• Identification, Authorization and Authentication 
• Desktop Support  
• Help (for extended hours of service) 
• IT Security 
• Instructor Support 
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• Learner Support/Student Computing (to support student mobile computing) 
• Research Computing 
• Administrative Information Systems 

• Campus Contacts Database (U-Who) 
• Systems and associated “data warehouse” enhancements required to support 

University planning activities and government reporting.  
• Evolution of Alumni/Donor System (U-Friend) 
• Electronic Payments Infrastructure Support 

 

The consequences of an inadequate investment in core ICT services are numerous and include 
the following.  

• Service failures will occur more frequently. The response time to repair failures will 
be longer. Faculty, students, researchers and staff will spend more time waiting for 
help, waiting for ICT services to be fixed or doing ICT work rather than teaching, 
research, learning or delivering services.  

• Colleges and administrative units rely upon ITS’ services for their teaching, research 
and administrative service delivery, and will not be able to curb the demand for those 
services. If services levels are inadequate, colleges and administrative units will be 
forced to deliver core ICT services themselves. Multiple (duplicate) implementations 
of services will occur. Services may not interoperate creating user confusion and 
increased learning times. The University’s total cost for delivering ICT services will 
likely increase.  

• Requests for service changes or for new services to meet changing University needs 
will be delayed or may not be implemented. The University loses out on the benefits 
that would have been provided by the required service changes. Colleges and 
administrative units will be forced to duplicate existing services so they can control 
their evolution, and, develop new services on their own. 

• A university’s ICT environment is increasingly becoming an important factor in how 
people choose the university in which they want to work or study. Without adequate 
core ICT services, colleges will have more difficulty recruiting outstanding faculty, 
graduate students and academically promising undergraduate students. Again, they 
will be forced to provide core ICT services on their own. 

 
Investment Initiatives 
 

Four initiatives are proposed.  
 

The first investment initiative will enhance core services, listed below, so they meet the needs 
of instructors, students, researchers and staff over the planning period. We will be unable to 
adequately meet those needs within our current budget. This initiative consists of eight sub-
initiatives, one for each of the following services. 

• E-Communication and Collaboration (to maintain/enhance campus portal) 
• Identification, Authorization and Authentication 
• Help (for extended hours of service) 
• IT Security 

Information Technology Services Operating Plan  Page 5 



• Administrative Information Systems 
• Campus Contacts Database (U-Who) 
• Systems and associated “data warehouse” enhancements required to support 

University planning activities and government reporting.  
• Evolution of Alumni/Donor System (U-Friend) 
• Electronic Payments Infrastructure Support 

 
The table below outlines the funding requested for this initiative, on a service (sub-initiative) 
basis. The services, for which investment is requested, are used in teaching, learning, research 
and administrative service delivery. An investment in this initiative would therefore provide a 
more productive environment for all those activities.  
 
While the requested investments are presented in priority order, the University will probably 
have to make additional investment in all of these services during this planning period. For 
example, investment will be needed to integrate the contacts database (U-Who) with Banner 
Student and Banner Finance; investment also will be required to address ICT security issues 
as they arise.   
 
Without additional funding for core services, resources will have to be continually redirected 
from one project or service to address pressing needs in another project or service. For 
example, resources from the Si! and Unifi projects may have to be re-directed towards U-Who 
integration; resources from the USR-net project may have to re-directed to addressing ICT 
security problems. This is akin to continually using sand from one area in a dike to repair 
holes in another area just in time before the next wave comes in. 
 

Initiative 1: Enhance Core ICT Services 
 2003–04 2004–05 2005–06 2006–07 
Maintain and Enhance the Campus Portal  $480.000 $490,000 $500,000 
Enhance the University’s Identification, 
Authentication and Authorization systems 

 $390,000 $160,000  $70,000 

Enhance “Contacts” Database (U-Who)  $160,000 $150,000 $150,000 
ICT Security – Provide a Secure and 
Productive ICT Environment 

 $190,000 $350,000 $500,000 

Enhance University Systems and Databases 
Used for Planning and Reporting (Institutional 
Analysis, Integrated Planning Office) 

 $200,000 $260,000 $140,000 

Enhance Alumni and Donor System (U-
Friend) 

 $13,000 $35,000 $65,000 
 

Maintain and Enhance the Campus Electronic 
Payment Infrastructure 

$35,000 $40,000 $30,000 $35,000 

Extend Hours of Support for Core ICT 
Services 

 $270,000 $260,000 $260,000 

Total (over 2003–04 budget) $35,000 $1,743,000 $1,735,000 $1,720,000 
 
The second investment initiative will (1) increase support for the use of technology in 
instruction, (2) enhance existing, and develop new, ICT services that support research, 
scholarly and artistic work, and (3) improve support for student mobile computing. This 
initiative is presented as three sub-initiatives.  
 
The table below outlines the funding requested for each sub-initiative. While the total funding 
requested is significant, it is an investment in the support of instruction, research and an 
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improved student experience. Initial consultation has identified service requirements, related 
to research computing, alone, that would require an investment of more than $1 million per 
year to address. While the three sub-initiatives are presented in priority order, we believe that 
some investment should be made for each service during the planning cycle. 
 

Initiative 2: Strategic investments to improve ICT support for instruction, research and students. 
 2003–04 2004–05 2005–06 2006–07 
Increase support for the use of technology in 
instruction 

 $270,000 $380,000 $500,000 

Enhance existing, and develop new, ICT 
services that support research, scholarly and 
artistic work 

 $300,000 $375,000  $450,000 

Improve support for student mobile 
computing 

 $340,000 $310,000  $360,000 

Total (over 2003–04 budget)  $910,000 $1,065,000, $1,310,000 
 
The last two investment initiatives will be implemented through a re-assignment of ITS staff.  

• The third investment initiative will develop a campus desktop strategy.  
 

This strategy will be developed in consultation with the University community. It will 
consider the acquisition, funding and renewal of desktop computers as well as 
associated peripherals and servers; data backup; desktop security; software updates; 
end-user support and training. The intent of the strategy is to identify best practises, 
efficiencies and cost savings, and to reduce the amount of time instructors, researchers 
and staff spend resolving computing issues rather than teaching, research and 
delivering other service. The need for a campus desktop strategy has been highlighted 
in the ICT foundational document.  
 

While the strategy will identify efficiencies and best practices, the University will 
probably need to invest more in desktop computing to provide the supportive 
environment required by instructors, researchers and staff.  

• The fourth initiative will review and improve, on an ongoing basis, ITS’ service 
delivery processes and organizational structure so we continue to provide services in 
an efficient and effective manner.  
 

This will include the simplification and automation of key service delivery processes 
so that they provide self-service and makes it easier for instructors, students, 
researchers and staff to use our services. 

 
Lastly, it should be noted that the Library has requested an upgrade of their information 
systems. They have estimated the cost of those upgrades at $1 million.  
 
Disinvestment Initiatives 
 
ITS’ disinvestments may include service level reductions and service eliminations. While 
these disinvestments would save ITS costs, they will not result in institutional cost savings.  
 
Instructors, students, researchers and staff in all colleges and departments rely upon ITS’ 
services daily. If service levels are reduced significantly or if a service is eliminated, they will 
either perform the ICT work themselves or seek another service provider. If they do the work 
themselves, they will have less time to do instruction, research or service delivery. If another 
service provider is selected, costs are merely off-loaded but not saved.   
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Some colleges or administrative departments will deliver core ICT services themselves 
through parallel, or even competing, ICT support organizations. Having separate and 
disparate services causes interoperability problems and creates confusion and frustration for 
users. Again, costs are off-loaded and the overall cost to the institution will likely increase. 
 
ITS often has been forced to eliminate services rather than to reduce service levels across the 
board, in order to address increasing service delivery costs in times of decreasing or flat 
budget growth. In our experience, each time a service was eliminated (or service levels 
reduced significantly), one or more colleges and/or administrative units started delivering the 
service. The cost of delivering ICT services was transferred to others but was not reduced. 
 
Even though service level reductions or the elimination of services does not save the 
University money, certain disinvestments in ICT services must be undertaken. These 
disinvestments provide the opportunity to re-direct resources to services that better align with 
institutional directions and priorities, to replace old services with improved services or to 
focus on technologies that better support the needs of users. 
 
ITS will undertake the following disinvestments within this planning cycle. ITS’ yearly 
operating plans will identify further disinvestments. 

• Support for SIS and FRS will be eliminated when the Si! and Unifi projects are 
completed. This assumes that the projects convert seven years of historical data into 
the new systems to meet regulatory requirements. 

• The faculty and staff dial-up service will be discontinued as of April 30, 2003.  
• The POP e-mail protocol will not be supported after September 1, 2004.   
• Support for Word-11 will be eliminated by fall 2005. 
• Support for coax network wiring will be phased out by 2005 (replaced by support for 

Cat-5, Cat-6, and fibre connections).  
• Support for the Appletalk network protocol will be phased out by 2005.  
• Support for the application development tools that were used to develop our existing 

legacy administrative information systems will be discontinued when those applications 
are replaced by new systems. The legacy applications include: SIS, FRS, Course 
Inventory System, DMT’s billing/inventory system, Dental Clinic system, Supplemental 
Chequing, General Receipting, Student Fees, Emergency Loan and other systems. 
 

Support for the OpenVMS operating system will also be dropped after the 
administrative systems that run on OpenVMS are converted. Target date: summer 2007. 

 
Coordinating and Rationalizing Service Delivery 
 

The University has adopted a federated support model. A federated support model specifies 
guidelines for determining the services that should be provided in a distributed manner, the 
services that should be provided centrally, and the shared responsibilities for ICT. However, 
our adoption of the federated support model was not based on a formal application of those 
guidelines.  
  

Like many other higher education institutions, our ICT environment has evolved into a 
complex, interrelated, and in some cases, duplicated mesh of services that are delivered by 
ITS, colleges and administrative units.  Most colleges and administrative units maintain their 
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own ICT staff and services. In essence, this results in having 15 or more ICT organizations on 
campus.  
 
The ICT foundational document recognizes that “the lines of responsibility and authority 
(within our implementation of the federated model) aren’t as clear as they need to be.” A 
process for clarifying responsibilities for ICT service delivery is required. Our ICT service 
delivery matrix needs to be reviewed with the goals of: 

• Clarifying responsibilities of colleges, administrative units and ITS for various 
services. 

• Increasing efficiency. In general, the University cannot afford to duplicate competency 
centres for highly complex skills that are expensive to develop and maintain. 

• Removing unnecessary duplication of services. In the case of duplicated services, the 
review should determine whether the duplication is necessary. The federated model 
recognizes that some ICT skills (services) should be delivered (duplicated) in colleges 
and administrative units. These services should focus on addressing the specific (local) 
needs of a college or administrative unit.   

• Removing competition between units. Services that are offered by multiple units 
(duplicated) to the campus community create internal competition and confusion for 
users; in general, these duplicated services should be eliminated. 

• Clarifying and simplifying the ICT service model for users.  
• Permitting each unit to focus on services at which they can succeed and which will be 

appreciated by the institution. 
 
The University has already clarified the responsibility for some services (e.g. campus-wide 
printing for students, discipline specific computer facilities) with a resulting improvement in 
service. Clarification regarding the central and unit responsibilities for other services is still 
required. 
 
While a clarification of the responsibilities for ICT service delivery under the federated model 
is recommended, we are not recommending that all ICT services be centralized; some ICT 
services should be provided locally by colleges and administrative units.  
 
It should also be noted that a re-alignment of responsibilities likely will not result in 
significant cost savings to the University. The University of Saskatchewan spends less on ICT 
than other comparable universities; any cost savings will be insignificant. Even if cost savings 
are identified, they may be impossible to capture.  
 
Nevertheless, the clarification of service delivery responsibilities in the federated model 
should continue. It would clarify service responsibilities for service providers, make it simpler 
for users to acquire services, help identify the true cost of computing across campus, and help 
define the budget required to adequately deliver campus services. In summary, it would 
“ensure that we have the right allocation of authority, responsibility, and budget.”2

 

The effective application of ICT is critical to the achievement of the goals outlined in the 
Strategic Directions and, as a result, the University is becoming increasingly dependent upon 
ICT. Despite substantial investments over the past year, further investments are still 

                                                 
2 ICT Foundational Document, June 2003 
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necessary. These investments will need to occur in colleges and administrative units as well as 
centrally. A process is needed to:  

• develop a collective understanding of the opportunities presented to us by ICT; 
• develop benchmarks to measure contribution of ICT (and other) investments towards 

our strategic goals; 
• determine the priorities for ICT investments and services across the institution. 

 
At this University, these tasks may fall upon the recently established Campus Advisory Board 
for Information Systems (CABIS). In any case, successful ICT decision-making models are 
being used at other universities (e.g. University of Alberta, Northeastern3). At these 
universities, the advisory group establishes the metrics and weightings with which to compare 
the value to the institution (return on investment) among proposed investments in ICT 
projects (e.g. network connections in the residences and in a research grant accounting 
system). It also develops metrics for evaluating risks and costs to the institution. The need for 
such a process was recently recommended by an external review relating to support of 
administrative information systems at this University. 
 
Generating Revenue and Reducing Costs 
 
The strategic directions call for a supportive environment that includes enriched resources and 
enhanced revenue opportunities. We contribute to a supportive environment by providing 
quality and cost-effective services, by securing external funding, by reducing University costs 
through partnerships with industry, and by creating a secure and productive work 
environment. 
 
Competing in the private sector would generate questions and complaints, from both that 
sector and the campus community, regarding the use of public funds. We rarely provide 
services outside of the University.  
 
However, we actively look for opportunities to secure outside funding. Some examples of our 
successes follow.  

• USR-net Project. This CFI-funded project will bring $11.5 million of new funding to 
the University, $5 million of which counts toward the University’s total research 
income. We identified the opportunity for external funding and participated in the 
development of the University’s grant application.In the late 1990s, we were 
successful in receiving $1.5 million from the National Infrastructure Program for 
network renewal.  

• ITS, together with the University of Regina, developed the first provincial Internet 
service (SaskNet).  Once commercial alternatives were available for this service, the 
network was “sold” to SaskTel in exchange for several years of a reduced Internet 
service costs. 

 
ITS will continue to seek external funding wherever possible, recognizing this funding must 
align with the strategic directions and priorities of the University. 
 
ITS also seeks and negotiates partnerships with industry in order to reduce the University’s 
                                                 
3 IT Investments Decisions that Defy Arithmetic, EDUCAUSE Quarterly, 1, 2004 
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cost of equipment and software. Frequently, we have been able to negotiate access to 
software, worth millions of dollars, for use in instruction and research at annual usage fees of 
$5,000 to $15,000. Section 7 details some of these partnerships and their benefits. The 
following table lists just a few examples of the annual savings resulting to the University from 
industry partnerships.  
 

University Annual Estimated Cost Savings 
Microsoft Campus Agreement $200,000 
Adobe Software $ 60,000 
SPSS Software $125,000 
Oracle (for Si! project) $250,000 

Estimated Annual Savings $635,000 
 
The following table lists a sample of the annual cost savings realized by students, faculty and 
staff from industry partnerships.  
 

Student, Faculty and Staff Annual Estimated Cost Savings 
Microsoft Software $110,000 
High Speed Internet $ 600,000 

Estimated Student, Faculty and Staff Savings $710,000 
 
Inherent in our mission is the goal of providing a productive scholarship and work environment 
for the University community. SPAM e-mail and successful Internet-based attacks can make for 
a very unproductive environment. Sections 3.1.7, 4.1.4 and 7 outline the actions that ITS has 
undertaken, or will undertake, to reduce SPAM and Internet-based attacks. 
 
Office Space 
 
To be effective in service delivery and supporting the strategic directions of the University, 
ITS requires space that is suitable and conducive to providing services in a cost-effective 
manner. 
 
ITS offers services from nine buildings across the campus; this is in addition to the five 
locations used to deliver services to specific colleges or administrative units (see section 8 for 
more information). Having the department split among nine locations presents problems to 
users of our services as well as to ITS staff and management. 

• Users must learn the locations from which various ITS services are delivered. 
Sometimes, users go to the wrong location, and some have to visit multiple locations 
to receive what should be a single set of services.  

• Some staff are separated from people with whom they must work on a daily basis. 
Extra time is sometimes required to do work. 

• The physical separation also tends to cause people to focus on just “their piece of the 
puzzle,” as that is all they see. This leads to reduced service levels and a less cohesive 
unit.  

• Managing and directing staff is more difficult if they are located in many locations. 
 

Information Technology Services Operating Plan  Page 11 



Additionally, the space in some locations is inadequate to meet our needs.  
• In the help desk area, full-time staff must share desks and office cubicles.  
• Allergens, present in the Help Desk Services space in the Arts Building, cause a high 

level of sick time and force ITS to reassign and/or relocate staff to other areas 
resulting in a negative service impact. 

• The Campus Computer Store does not have sufficient space for offices as well as to 
carry the range of products and services needed on campus. There is a safety risk 
resulting from the piles of boxes in staff work areas.  

 
It can take months to find space for required staff. For example, the USR-net project was 
underway for 12 months before securing staff space. The lack of adequate office space delays 
the hiring of staff and thus projects are delayed.  
 
In order to improve our services to instructors, students, researchers and staff, we recommend 
that: 

• Our office space be consolidated from the current nine to two or three locations. This 
would improve productivity and morale, and bring together staff into a more efficient 
and cohesive unit. 

• A central location (IT Central) be established for providing ITS services. Like Student 
Central, this will provide a convenient, single location (one stop) for all “front-line” 
ITS services including help, desktop support, consulting, desktop sales, workstation 
repair, and, if possible, training.  

 
Conclusion 
 
ICT is strategic to the success of the University. It is an integral part, today, of teaching, 
learning, research, administrative service delivery and communications. The effective 
application of ICT is critical to helping the University achieve the goals articulated in the 
strategic directions. 
 
The demand for existing and new ICT services, or ICT-enabled services, is increasing at a 
dramatic rate. This demand is being driven by the increasing needs and expectations of our 
changing student body and incoming faculty as well as by the new capabilities provided by 
technological advances.  
 
ITS cannot keep up with the demand for new ICT services or even meet all the demands of 
the University community with respect to the services we currently offer. A review of our 
service maintenance budgets has shown that the resources allocated to maintain core services 
are only adequate in two service areas—even then, only if the historical project funding 
provided to those services continues.  
 
If ITS cannot keep up with demand for core ICT services, if it eliminates core services or if it 
reduces service levels, the University community will find an alternate service provider or 
will deliver those services on their own. In either case, costs are off-loaded but not saved. 
Duplicate or even competing service organizations will form. Total University ICT costs will 
likely increase. 
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The University can improve the effectiveness of its ICT service delivery model by clarifying 
responsibilities for service delivery, by eliminating unnecessary duplicated services, by 
eliminating internal competition, by developing a collective understanding of the 
opportunities presented by ICT and by prioritizing ICT investments across the institution. 
 
While improving the ICT environment, these actions likely will not result in enough savings 
to eliminate our gap in ICT investments. The table below shows the average amount that 
North American doctoral/research universities invest in ICT (the total invested centrally and 
in a distributed manner). These almost shocking figures are indicative of the strategic 
importance that universities place upon ICT.  
 

 Per FTE Student Per FTE Faculty
   

Average Annual ICT Expenditures Per FTE at North 
American Research/Doctoral Universities (total 
expenditures - central and distributed)  

$2,800 $30,000 

 

From Educause Core Data Survey, Summary Report, 2002. 
 
By comparison, we estimate that the University of Saskatchewan spends less than half that 
amount. Without significant increases in ICT investment, the University is at risk: we may not 
be competitive in recruiting the faculty, graduate students or even undergraduate students that 
we want; we may not be successful in intensifying our research efforts; and our students will 
not be as well prepared for success in the knowledge age. 
 
The same survey shows that 70% of the research/doctoral universities’ ICT budget is 
allocated centrally. The table shows below the average amount that North American 
doctoral/research universities budget centrally for ICT.  
 

 Per FTE Student Per FTE Faculty
   

Average Annual ICT Budget Per FTE at North American 
Research/Doctoral Universities (central ICT budget only) 

$2,000 $22,000 

 

From Educause Core Data Survey, Summary Report, 2002. 
 
The magnitude of our requested investments does not seem so “out of place” taking into 
consideration ITS’ budget and the central ICT budgets of other research/doctoral universities. 
Without a more comparable level of funding, ITS will not be able to provide the supportive 
ICT environment required by this University. The need for additional budget has been 
consistently identified by multiple external reviews of ITS (previously called Computing 
Services) 
 
ITS provides excellent value to the University. We look forward to continuing to work closely 
with faculty, students, colleges and departments to provide services and leadership that 
support and enable teaching, learning, research and administrative service delivery through 
the effective use of information and communications technology. 
 
The University has stated that it is prepared to make the choices that will propel us towards 
the achievement of our vision. We encourage the University to make the ICT choices and 
investments necessary to achieve this vision.  
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1. University Dependence Upon ICT  
 
The University of Saskatchewan is committed to renewal by pursing the strategic directions 
outlined by the President in University of Saskatchewan Strategic Directions 2002 – 
Renewing the Dream.  Because ICT (Information and Communications Technology) is 
“tightly woven into the fabric of the contemporary university”4 the quality of ICT and the 
choices the University makes concerning future ICT investment will be integral to the 
achievement of this renewal.   
 
This section outlines the University’s current dependence upon ICT as well as how we will 
become even more dependent.  

1.1 Current Dependence 
 
The University is highly dependent upon ICT for its teaching, learning, research, service 
delivery and business processes. The ICT foundational document characterizes our 
dependence. 
 

“The quality of our ICT environment affects the way we teach and the way we learn, the 
way we manage our business processes and the way we interact with our customers.  This 
technology affects everything we do, affecting both how we do it and the quality of the 
product.” 

 
The pervasiveness of information and communications technology at universities is evident 
by the names of the processes tools that instructors, students, researchers and staff use every 
day.  

• e-communications 
• electronic discussion forums 
• e-collaboration 
• building e-communities 
• e-mail 
• e-calendaring 
• e-learning 
• e-libraries 
• e-journals and e-books 
• e-whiteboards 

• e-services 
• e-payments 
• e-business and e-commerce 
• e-science 
• e-research 
• learning management systems 
• course management systems 
• learning object repositories  
• instant messaging 

 
Many University projects, initiatives and services either depend upon ICT or have significant 
ICT component.   

• In order to improve services for students, the ROSS (Registrar’s Office and Student 
Services) project recommended the establishment of “one-stop shopping” to handle 
student queries and transactions. This “shop” (now called Student Central) is relying 

                                                 
4 Advantage U of S - Foundational Document for Information and Communications Technology at the University of Saskatchewan, June, 

2003. 
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upon the recently implemented campus portal to handle, electronically, 90% of all 
those queries and business transactions.  

• In order to improve the students (as well as faculty and college) experience, the 
University is implementing a new student information system that will provide self 
service such as online admissions, online course catalogue, web-based registration, 
electronic grade and fee lookup, electronic transcript requests, electronic payment of 
tuition, online grade submission, degree planning, degree audit and other services.   

• In order to provide a supportive environment for research, scholarly and artistic work, 
the University had chosen to upgrade the campus network (USR-net project). 

• In order to provide better services and information to the students and other members 
of the University community, the University implemented a portal (PAWS - 
Personalized Access to Web Services). 

• In order to improve service, the University has implemented an e-payment 
infrastructure. This infrastructure makes it convenient for prospective students to 
apply to the University; for students to pay tuition and fees; for the University 
community and the public to purchase goods and services; for donors to make 
contributions to the University; for people to register for conferences hosted by the 
University. This infrastructure can help reduce the cost associated with manual 
transactions. All transactions will be secure and auditable. 

• The University’s Systematic Program Review, Integrated Planning Process and 
Saskatchewan Universities Funding Mechanism rely upon data from administrative 
information systems. ICT is also used to analyze this data.  

• Building and renovation construction projects (e.g. Kinesiology, Spinks Addition) are 
designed and managed using computer assisted design systems and project 
management software. The building design must provision for network services and 
other technologies—such as multimedia classrooms—as appropriate. 

• In order to make learning more accessible, the University is developing 20–25 online 
courses yearly as a partner in the province’s Technology Enhanced Learning initiative. 

• In order to achieve the service improvements and cost avoidances (related to not 
maintaining two networks) now possible with integrated voice, data and video 
technologies, the University has implemented an IP Telephony pilot project to 
investigate the related opportunities and costs.  

• Students are arriving in residences today with their own computer and expect that 
Internet access will be available (as it was in their homes and as it is at many other 
universities). The University must provide network access in the residences to help 
recruit and retain students. 

• Instructors rely upon desktop computers, office and classroom network services, 
Internet access, electronic access to library resources, e-mail, data projection units and 
other ICT tools to prepare and deliver instructional materials. 

• Prospective students rely upon our web site for information about the University on a 
24 hours a day, 7 days a week (24x7) basis. 

• The Canadian Light Source would not be able to operate without significant 
investments in networking, high bandwidth access to Canadian and international 
research networks, workstations, data storage and compute servers, data analysis 
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software and ICT support personnel as well as modern administrative systems. Many 
of these same components apply to other research projects. 

• In order to support student needs for computer access, the University has installed 
about 200 computers in the libraries (Learning Commons) and other spaces. Access to 
these computers is available to all students. This is in addition to 1,100 or so 
workstations in college student computing facilities. 

• In order to improve the experience of students who bring the laptop computers to 
campus, 80 wireless network access points have been installed in libraries, classrooms 
and other areas in which students work. 

• In order to provide a more productive work environment, the University has 
implemented SPAM blocking, virus detection and removal from e-mail, and other ICT 
security measures. 

• Universities are using ICT as a marketing tool to recruit and retain students. For 
example, Penn State (and other universities) provides free music downloads to all their 
students as part of tuition. Officials and student leaders hope that this approach will 
appease student demand for online music while satisfying record companies by using 
the now-legal Napster service. [New York Times, 7 November 2003] 

 
Usage statistics for existing ICT services demonstrate our increasing dependence upon ICT 
(see graphs and text, below) and the growth of that dependence over very short time periods. 
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Faculty and student 
WebCT usage is 
growing at about 50% 
per year. 
 
WebCT is now used in 
over 115 courses and 
by almost 4,000 
students. 
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 The desktop computer 

and the Research and 
Education Network 
are the “backbone” of 
the University’s ICT 
environment. As of 
fall 2003, there were 
over 8,000 network 
connections and 
computers on campus. 
 
We expect that an 
additional 3,000 
network connections 
and computers will be 
installed in the next 
three to four years.  
 
The primary driver for 
this is the University’s 
increased commitment 
to graduate education 
and research. The 
USR-net project alone 
will add 2,000 more 
connections in the next 
two years. 
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 Not only have the 

number of connections 
increased but the 
network connection 
speed has increased 
tenfold in the last three 
years. 
 
The network speed 
will again increase 
another tenfold in the 
next three years to 
support research and 
communications.  
 
We estimate that 1,000 
of these high speed 
(1Gb) connections will 
be needed and must be 
installed in the next 
three to four years. 
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Today’s students are 
demanding “anywhere, 
anytime” access to ICT 
resources. There is evidence 
that the notepad is giving way 
to the laptop in student 
backpacks. The University is 
beginning to address the 
demand for mobile student 
computing.  
   
Currently, there are 80 wireless 
access points in the Libraries, 
student work areas and 
classrooms. An additional 200 
access points will be required 
over the next three to four 
years.  
 
The installation cost for each 
access point is estimated at 
$3,000 (including FMD costs). 
 
The U of S is not alone in this 
endeavor; UBC and McGill 
have installed 1,200 and 240 
access points respectively. 
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E-mail is a tool that 
has been integrated 
into the daily lives of 
almost all faculty, 
staff, researchers and 
students.  
 
The University 
provides e-mail 
services to 50,000 
users today. In three to 
four years this is 
expected to exceed 
70,000 accounts as the 
University offers more 
services to its 
expanding community 
(prospective students, 
provincial health care 
professionals as part of 
the Academic Health 
Sciences Network, 
more alumni, etc.). 

 

The number of e-mail 
messages has grown 
even more 
dramatically, doubling 
almost yearly. 
 
At peak times, we now 
deliver more than 
400,000 e-mail 
messages per day. 
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The number of 
Internet-based attacks 
on University ICT 
resources continues to 
increase dramatically.   
 
Campus e-mail servers 
remove 90,000+ 
e-mails that contain 
viruses daily (peak 
daily rate). 
 
The number of viruses 
removed has 
quadrupled every four 
months between spring 
2003 and winter 2004.  
 
ICT security will 
continue to be an issue 
that the University will 
have no choice but to 
address. 
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We currently block 
100,000+ attempts to 
send SPAM to campus 
e-mail servers, daily.  
 
This is a fourfold 
increase since spring 
2003.  
 
Additionally, over 
55,000 e-mail 
messages were 
“quarantined” daily as 
suspected being 
SPAM (as of 
November 2003). 
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5,200,000 attempts, 
daily, to probe or 
attack campus ICT 
resources are blocked 
daily (February 2004). 
 
This is a fourfold 
increase from fall 
2003.  
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The demand for 
Internet access has 
required an annual 
doubling of bandwidth 
(capacity) from the 
“commercial” 
provider.  
 
The rate of growth of 
access to Canadian 
and International 
research and education 
networks is even 
higher. From 40 Mbps 
in 2002 to 1,000 Mbps 
in 2003, this is 
expected to grow to 
10,000 by 2007, a 
tenfold increase. 
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Almost 12,000 
students, faculty and 
staff have used the 
PAWS portal 
(Personal Access to 
Web Services) since 
its implementation in 
September 2003 (less 
than six months ago). 
 
As more services (e.g. 
Banner Student/Si! 
Banner Finance, 
Student Central) adopt 
PAWS as their service 
delivery method, 
usage will further 
increase. 
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1.2 Increasing ICT Dependence in the Future 
 
The University will continue to be increasingly dependent upon information and 
communications technology in the future—for teaching, learning, research and service 
delivery. The ICT foundational document states: 
 

“Investing in ICT is critical if the University is to attain the strategic goals 
articulated by the President in his Strategic Directions paper.” 

 

Increasingly, each incoming class of students will expect “anywhere, anytime access to 
everything.” They will expect that all course materials will be available online, wireless 
connectivity will be available everywhere, ICT services will be available 24x7 and self-
service for all administrative functions.   
 
A recent graduate of Queen’s University currently taking further education at U of S recently 
made the comment: “At Queen’s I had online registration, a high band-width Internet 
connection in my room, a connection point for my laptop in every library study carrel, all my 
courses on WebCT and I could pay my tuition easily online or at any Bank of Montreal in 
Canada. How does the U of S get away with its IT?”   
 
The attached editorial from the January 29, 2004 Sheaf is indicative of the importance that 
students place upon ICT. It also highlights the value of ITS’ services. 
 
 In the long-term, students will expect learning environments that are flexible, support 
different learning styles, are resource rich, are active and learner centered, support life long 
learning, are cost-effective and are of high quality. If the University is to meet its goal to 
“recruit and retain a diverse and academically promising body of students, and prepare them 
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for success in the knowledge age” its ICT will have to compare favourably with other universities.  
 
Increasingly, instructors will expect network connectivity in all classrooms, tools to conduct 
online quizzes and exams, electronic whiteboard software, desktop videoconferencing 
software, “smart boards” and data projectors as well as the ability to disseminate all course 
materials5 electronically. At some universities, instructors are using new classroom 
technology to capture their lectures (audio, video, slides, whiteboard notes, class notes, 
images) for subsequent review by students. It is estimated that one third of faculty in Canada 
will retire in the next decade and that one half of University of Saskatchewan faculty will 
retire in that same period.6 Competition for faculty will be intense and access to up to date 
well-supported technology will be a competitive advantage. Accreditation will depend 
increasingly on the effective application of ICT in academic programs. 
 
The University has renewed its commitment to research, scholarly and artistic work and 
acknowledges that “encouraging the fruits of scholarship requires enhanced infrastructure.”7 
The ICT services researchers are expecting include ultra-high speed networks to move large 
amounts of data, large secure data storage capacity, high performance computing clusters, 
grid computers or supercomputers, visualization hardware and software, and desktop based 
videoconferencing and electronic whiteboard software to communicate with distant 
collaborators and graduate students. Not only are these technologies increasingly demanded 
by those undertaking research, scholarly and artistic work, there is also a greater demand for 
extended hours of service and support. If a researcher is conducting an experiment in 
collaboration with a colleague ten time zones away, the concept of 8:00 a.m. to 5:00 p.m. 
service is unacceptable. Recognizing the rapid change in technology and changing 
requirements, research-based universities are re-examining how ICT can better support 
research, scholarly and artistic work. “More than ever before, central IT organizations need to 
rededicate themselves to becoming involved with the research mission and enterprises at their 
institutions.”8

 
Increasingly, faculty, researchers, students, prospective students, alumni and staff expect that 
all administrative services will be delivered electronically (self-service), will support 
e-payments and will provide easy access to the data they require. Service availability must 
approach 24x7. The availability of effective administrative systems will help attract and retain 
faculty, students, researchers and staff. 
 
The University’s increased dependence upon ICT is driven by: 

• the changing expectations and needs of incoming students, faculty and researchers, as 
well as 

• the new capabilities from ongoing ICT advancements. 
 
ITS and other support organizations are responding to address the needs expressed by 
students, faculty and researchers. 

                                                 
5 Including course notes, images, simulations, video and recorded lectures. 
6 From “University of Saskatchewan Strategic Directions 2002 – Renewing the Dream”. 
7 ibid 
8 Bill Decker and Bonnie Neas, “Research Universities and the Central IT Organization: Rebuilding The 

Partnership”, EDUCAUSE Review, May/June 2003. 
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2. ITS Service Overview 

2.1 Mission 
 

The key themes of our mission are collaboration, service, effectiveness and leadership. Our 
mission is: 
 

“to work closely with faculty, students, colleges and departments to provide 
services and leadership that support and enable teaching, learning, research 
and administrative service delivery through the effective use of  information 
and communications technology” 

2.2 Federated Model of ICT Service Delivery 
 

The University has adopted a federated model for the provision of ICT services. The federated 
model typically is used in large universities and businesses as it combines the benefits of both 
the centralized and decentralized support models. 
 
Under this model, ITS does not provide all ICT services on campus. Rather, the responsibility 
for service delivery is shared between the central ICT organization, and, colleges and 
administrative units. 
 

“… individual units (colleges, departments, or administrative units) have both 
responsibility and budget to address local needs, and central units … provide institution-
wide services where it is appropriate and effective for them to do so. Inherent in this 
approach is a requirement for cooperation and collaboration, rather than competition …” 

ICT Foundational Document, June 2003 
 

While there are no “black and white” rules to define central vs. unit responsibilities for ICT 
services under a federated model, there are some guiding principles in general use to help 
organizations define specific responsibilities. 
 

Colleges and administrative units are responsible for services that address the specific (often 
discipline-specific or local) needs of their students, faculty and staff. They can provide those 
services “in-house,” contact an external service provider or purchase them from ITS on a fee-
for-service basis. 
 

The central ICT organization (ITS), colleges and administrative units share responsibility for: 
• Service planning 
• Standard setting 
• Enterprise (administrative) systems development 
• ICT Security 

 

The central ICT organization (ITS) is responsible for services: 
• that are used by faculty, students, researchers and staff in all colleges and 

administrative units across campus, 
• that are most cost-effectively provided centrally (economies of scale),  
• that require interoperability among colleges and departments. 
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2.3 Services 
 

The services that are provided centrally for the campus community are often called 
“foundational,” “baseline” or “core” services.  
 

Most of ITS’ services support teaching, learning, research and service delivery. These 
services include: 

• Research and Educational Network 
• E-Communication and Collaboration 
• Identification, Authorization and Authentication 
• Desktop Support 
• Help 
• Training 
• ICT Security 

 

We also provide foundational ICT services that are unique or specific to each of the 
following: teaching, learning and research and administrative service delivery.  

• Instructor Support 
• Learner Support/Student Computing 
• Research Computing 
• Administrative Information Systems 

 

Section 3 outlines the ITS’ maintenance initiatives required to ensure that these core IT 
services are kept operational, reasonably up to date and secure in order to meet the needs of 
the entire University. Section 4 outlines investment initiatives to enhance and/or expand these 
services to meet the changing and increasing needs of the University. 

2.4 Organizational Structure  
The first two levels of the ITS organizational structure are shown in the chart below: 
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3. Maintenance Initiatives 
 
ITS’ services are required and used daily by instructors, students, researchers, staff and other 
members of the University community. ITS proposes to maintain and enhance these services, 
to the degree we have been able, using current staff levels and our existing operating and 
capital budgets.   
 
The need for these services cannot be curbed by ITS. If ITS does not provide these services 
(like e-mail or security), colleges and/or administrative units would be forced to do so 
themselves. Having separate, and disparate, service implementations will create 
interoperability problems for students, instructors, staff and others. The total institutional ICT 
cost will increase. These services are provided centrally at most universities. 

• Research and Educational Network 
• E-Communication and Collaboration 
• Identification, Authorization and Authentication 
• Desktop Support 
• Help 
• Training 
• IT Security 
• Instructor Support 
• Learner Support/Student Computing 
• Research Computing 
• Administrative Information Systems 

 
Section 3.1 describes the maintenance initiatives for each of the eleven service areas. Note: 
the maintenance initiatives also include disinvestments9 that will be undertaken in each 
service area as part of ongoing service maintenance. 
 
Section 3.2 outlines the budget assigned, for this planning cycle, to the maintenance of each 
service area. The FTE, assigned from operating budget, is adequate to meet the campus needs 
for ICT service in only two areas—Research and Education Network services and Training 
services. This assumes that the funding, approved in the CFI conditions of award (USR-net 
project) for the support and operations of the new campus network, is provided. This also 
assumes that the project funding, provided by TEL, will continue to be available for training. 
 
The budget that can be assigned to all other services, based upon our current operating budget 
and current ICT needs, is inadequate to maintain the ICT services needed by instructors, 
students, researchers and staff. Additional investment is requested in Section 4 to alleviate the 
inadequacy of funding to run the current services and to improve the ICT services provided.  
  

                                                 
9 ITS will undertake disinvestments in each service area as part of the ongoing maintenance and evolution of 

each service area.  For example, the faculty/staff low-speed dialup service will be eliminated from the 
Research and Education Network Services area. In the Electronic Communications and Collaboration Service 
area, we will drop support for the POP e-mail protocol. 
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Without additional investment, service failures will occur more frequently and the response 
time to repair service failures will be longer. Requests for service changes to meet the 
changing needs of the University will be delayed or may not be implemented. Colleges and/or 
administrative units will not be able to curb the need for ICT in instruction, learning, research 
and service delivery. Multiple implementations of a particular service will occur in colleges 
and/or administrative units. Total institutional ICT cost will increase; services may not 
interoperate. It is interesting to note that this was once the state for student computing.10

3.1 Maintenance Initiatives: Descriptions 

3.1.1 Research and Education Network  

Service Overview 

The campus Research and Educational Network is critical to supporting research at the 
University of Saskatchewan. In its approval of the USR-net grant submission, the Canadian 
Foundation for Innovation agreed that 80% of the proposed investment to upgrade the campus 
network was in support of research. The ICT foundational document has also identified the 
importance of a high-capacity and reliable network to support University research and 
scholarly work.11   
 
The presence of a quality research and education network can be used to help recruit and 
retain faculty and researchers. Faculty and researchers depend on a capacious and reliable 
network to transmit and access data, to access information (e.g. libraries, journals), and for 
communications and collaboration.  
 
The campus network is the foundation for all ICT-based services regardless of whether these 
services are delivered by ITS, colleges or administrative units.  
 
The network is used to disseminate and access course materials, for communications (e.g. 
e-mail), to access library resources, to access Internet resources and to provide software used 
in student computing facilities. Some courses (e.g. WebCT-based courses) are delivered only 
via the network. Students also use the network to apply for admission and to register (U-Star 
and soon Si!) at the University. Increasingly, students will want anywhere access (e.g. 
                                                 
10 Other than for Computer Science, ITS established the first student computing facilities on campus: 

Thorvaldson, Arts and Sciences, Health Sciences and Law. The facilities were established using one-time 
(project) funds. ITS was unable to acquire an operating budget for the support and renewal of these facilities 
and divested itself from this service. Colleges assumed responsibility for student computing facilities. The 
support and renewal of the facilities were funded from student computing fees, college operating budgets and 
capital equipment requests.  
 

In addition to facilities, colleges also provided e-mail, file, web and print services to their students. Students, 
who took courses from more than one college, could have multiple e-mail, file service and web service 
accounts—one set of accounts for each college. In many instances, these accounts could only be accessed from 
the college facility that provided the account. Likewise, students would have pay computing fees and purchase 
pages for printing at each facility. Unused pages from one facility could not be used in another. 

11 “The campus computer network (…) is vitally important to our research activity in supporting access to 
information resources, collaboration with other researchers, and the movement of data among researchers. 
Ongoing development of this critical resource is required to meet the new demands of evolving and emerging 
research programs (…). Increased capacity is essential to enable the exchange of the anticipated volumes of 
research data, to provide effective remote access to shared research facilities, and to permit researchers to 
communicate effectively with each other.” 
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wireless) to all IT-based services from anywhere on campus. Prospective students use the 
network to view the University’s web presence. 
 
In the book, Preparing Your Campus For A Networked Future,12 Philip Long states: 
 

“The campus network has become a core infrastructure for teaching, learning, and 
research in higher education.  All of the many electronic teaching, library, and 
administrative services of an institution of higher education are built on top of and 
assume the existence of a ubiquitous, capacious, reliable campus network.” 

 
The University’s Research and Educational Network service includes: 

• The campus network. This includes 8,600+ end-user connections in offices, 
classrooms, student computing facilities and research laboratories.  

• USR-net project. This is a CFI-funded project to upgrade the campus network to 
support the University’s commitment to research. 

• Wireless network access. This includes the wireless network access points required 
to support the use of laptops and other portable devices by students and faculty on 
campus. 

• Network Access for remote University locations. The University has a number of 
off campus locations where University departments or parts of departments are located 
and research (as well as teaching and learning) occurs. Many of these locations require 
network access to complete this work. Current examples include the Physics RadarSat 
and the recently announced Primary Health Centre on Fairlight Drive. 

• Access to Canadian and international research networks. This includes access to 
the Canadian research network, CA*Net, the Saskatchewan research network, SRnet, 
and international networks such as Internet2 and Abilene. 

• Access to the “commercial” Internet. This enables faculty, students and staff to 
communicate electronically with organizations (industry, government, etc.) other than 
universities and research organizations. 

• Access to other external networks. This includes access to the Saskatoon Health 
Region network and CommunityNet (a provincial network for education, health and 
government). 

• Remote-access (dial-up) services. This enables faculty, students and staff to access 
the campus network and University network services from their homes. 

• Virtual private networks (VPNs). This enables workstations located on 
organizationally separate networks to appear as if they were part of one network in 
terms of security and access. A VPN can be used when additional security is needed, 
for example when faculty, staff and students use a wireless network or when highly 
sensitive data and/or applications are accessed from external networks. 

• Virtual local area networks (VLANs). This allows segregation of traffic while 
traveling over the same physical network links, such as Vo/IP calls from regular 
network traffic, for increased security. 

                                                 
12 Preparing Your Campus For A Networked Future, Educause Leadership Strategies Volume 1, Mark A. Luker, 

Editor, Jossey-Bass Publishers, 2000.  
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• Voice (Phone) and Data (Computer) Network Integration. By integrating phones 
as part of the data network, this provides many opportunities for service improvements 
and cost savings/avoidance, as outlined below. 

• Domain Name Services. This is the primary directory service for computers on 
campus, needed by computers when accessing web pages and e-mail addresses. The 
directory service translates a server name (e.g. www.usask.ca) to the TCP/IP 
(computer) address of the server (e.g. 133.122.140.58) 

• Domain Controller Services. Microsoft Windows employs a set of directory services 
provided by Domain Controllers. These servers provide information about usernames, 
passwords, and other details for Microsoft computers.  

• Network Security. With the increase in number and effect of computer viruses and 
worms, as well as the concern over CyberTerrorism, the University must take action to 
reduce the threat to users of the network, as well as the threat we might pose to others. 
This involves denial of some forms of network communications as well as monitoring 
for intrusion attempts and break-ins. 

• Ultra-high speed network to support research. This includes both gigabit 
connections for servers (10 Gbps in future) as well as special-purpose high-speed 
connections needed for researchers utilizing dedicated CA*net 4 lightpaths. 

• Consulting. To accomplish the goals of researchers (and other users) ITS often works 
collaboratively with them to design custom solutions to meet their unique needs. For 
example, ITS is implementing a wireless point-to-point network link for the Prairie 
Swine Centre and has done work on videoconference and wireless with Dr. Gary 
Morris, located in Royal University Hospital. 

 
As in other universities, researchers, students, faculty and staff from all colleges and 
departments at the University of Saskatchewan rely upon the campus network daily for 
research, teaching, learning and service delivery. It must be ubiquitous, capacious and reliable 
(high availability). 

Maintenance Initiatives 

Four maintenance initiatives, related to the campus Research and Education network, have 
been identified for this planning cycle. 

• Complete the implementation of the USR-net project. 
• Continue to renew and expand the network to meet the University’s research, teaching 

and service delivery needs that are not included within the USR-net project.  
• Develop, in collaboration with Facilities Management, a plan to take advantage of the 

opportunities provided by an integrated data and voice (as well as video) network. 
• Develop, in collaboration with the Associate Vice-President (Student Services), the 

Director (Consumer Services) and the Associate Vice-President (ICT), a plan to 
provide network services to students living in University residences.   
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USR-net Project 

USR-net is a CFI funded project to upgrade the campus network so that it is more capable of 
supporting the University’s research activities. The project focus is to improve network 
capacity (speed), availability and security. Specific initiatives include: 

• All existing network connections in offices, student computing facilities and research 
facilities will be upgraded to 100Mb13.  

• 60 1Gb connections will be installed to support researchers who need additional 
network capacity. 

• 2,000 new connections will be installed to support research. 
• Access to Canadian and international research networks will be increased (to1Gb 

initially (from 0.04 Gb) and eventually to about 10Gb 
• Some (not complete) redundancy will be built in to the network to improve network 

availability. 
• Improve network security with firewall and intrusion detection technology to reduce 

the number of break-ins on campus computers and the effect of network-based attacks. 
 
Total project cost is $15 million. Of this, $13 million has been secured from CFI, provincial 
matching funds, industry and in-kind contributions. The University’s investment in this $15 
million network upgrade is $2 million; the University committed to this funding as part of its 
acceptance of the CFI award. It should be noted that other universities are also undertaking 
major network upgrades.14

Ongoing Network Renewal 

The University must continue to renew and expand the network, on an ongoing basis, to meet 
the research, teaching and service delivery needs that are not covered by the USR-net project. 
This includes: 

• Wireless network access 
• Expand network access, including wireless network access, to all classrooms.  

 

Only 120 out of a total of 365 classrooms in the classroom scheduling pool have 
network access. Instructors (and students) who wish to incorporate online electronic 
resources into their classroom teaching face are restricted to the rooms they can teach 
in. In some cases, classroom scheduling is unable schedule classrooms to meet 
instructor needs for network access.  
 

In 2003–04, the Academic Services Committee of Council (formerly the Information 
Technology Committee) has recommended that $60,000 per year be allocated from the 
Campus-Wide ICT Infrastructure Services Capital budget to provided network 

                                                 
13 The campus network backbone (between building network) will also be upgraded to 10 Gb (10,000Mb). 
14 For example, the University of British Columbia has just completed an upgrade of most of their campus 

network including the installation of 1,200 wireless access points. Estimated project cost was $30 million. For 
more information, see http://www.unp.ubc.ca/ 

Information Technology Services Operating Plan  Page 31 



connections in all shared classrooms. At this level, it will take about 3–4 years to 
provide network access to all shared classrooms.15 

• Additional research connections (beyond 2,000). 
• 1Gb network services for more researchers (beyond 60). 
• Network connections in new buildings (e.g. renovated College building) 
• Expansion of network to U of S buildings not already on the campus network (e.g. 

residences, Crop Science Field lab, Poultry Science, etc.).  
• Additional network connections for non-research (instruction and administration) 

purposes. 
• Serial line network connections (terminals and serial printers). 
• Some network monitoring tools (the USR-net project assumes a base level of tools). 

Integrated Data/Voice Network 

In 4–8 years, all telephone services will be provided using standard computer and network 
technology. Many universities and other organizations are moving to integrated voice and 
data (Vo/IP) services. Traditional service providers are offering integrated voice, video and 
Internet services.16  
 
ITS, in collaboration with the Facilities Management Division (FMD), has successfully 
implemented a converged network (Vo/IP) in Kinesiology this fall. We are now working 
together to determine how the University can best take advantage of the opportunities 
presented by Vo/IP. 
 
The primary benefits of an integrated voice and data network to the University include: 

• Service improvements. This can take the form of enhanced technology with more 
capabilities or something as simple as less calls and coordination for any office 
relocation. 

• Long-term cost avoidance or cost savings. The University will need to invest in only 
one network to support computer, voice and video communications (as opposed to 2–3 
networks). The University should be able to share technical staff to support the 
computer network and phone service. Common systems will allow for cost savings in 
billing, inventory, work order, and network management. Common group planning 
will achieve economies in implementing services in new buildings and renovations. 

 
Most western Canadian universities have combined support for telephone and IT services 
under the ICT portion of their organizations, including: 

• University of British Columbia 
• University of Northern British Columbia 
• University of Victoria 

                                                 
15 The time required to provide network access to all shared classrooms will depend upon the type of network 

access required. The cost to provide wireless network access is up to three times that for wired network 
connections. If wireless network access is required in all classrooms, additional funding must be provided to 
complete this initiative in five years.   

16 Shaw has announced that it will offer an integrated voice, video and internet service; SaskTel now offers 
video, computer and voice services. 
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• Athabasca University 
• University of Alberta 
• University of Lethbridge 
• Brandon University 
• University of Manitoba 
• University of Regina 

Provide Network Services to Student Residences 

Most Canadian universities provide network (Internet) service to students living in campus 
residences. The estimated construction cost to provide network connections in the on-campus 
residences alone, is estimated at $300,000–$350,000; network equipment and support costs 
are over and above this figure. The service provided would be 100Mb network access—about 
100 times faster than commercial high-speed service. The cost of equipment and annual 
support costs can be recovered from student “access” fees. We recommend that the cost to 
provide network access be part of the residence fee and NOT a separate charge to users. 
Student “access” fees will be inadequate to recover the construction costs. [Note: The 
availability of network service in the residences will make it easier to convert the rooms to 
offices (if required in the future). Renovation time and costs should be reduced.] 
 
ITS has investigated alternative methods for providing network services to the residences, 
including wireless. While the initial cost are lower (depending on the coverage provided), 
annual equipment renewal and annual support costs are higher.  
 
ITS will develop, in collaboration with the Associate Vice-President (Student Services), the 
Director (Consumer Services) and the Associate Vice-President (ICT), a plan to provide 
network services to students living in University residences.  

Disinvestments 

ITS continually disinvests from older technologies, when appropriate. As an example, all of 
the 9.6Kbps leased lines (for terminal access) and most of the slower phone-net network 
wiring (for older Macintosh systems) have been replaced by Ethernet connections over the 
past three years. This provides faster, more reliable communications for users. Older 
protocols, such as LAT and DECNET have also been retired in favour of the IP protocol. ITS 
will support new protocols, such as IPv6, when it is readily available and required on campus. 
 
In the future, ITS plans to retire the Faculty and Staff Dial-up service, as well as drop support 
for the Appletalk network protocol.17  
 
This type of disinvestment does not result in significant cash or effort savings. Rather they 
allow for ITS to focus on more current as well as new technology to meet the needs of users, 
advancing the network and improving the set of services offered. 

                                                 
17 This is following Apple’s direction regarding the Appletalk protocol—Apple is recommending the use of 

TCP/IP protocol instead of Appletalk. Note: Apple Macintosh products will still be supported even though the 
Appletalk protocol will not be supported.  
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Budget 

The Research and Education Network service will be maintained and enhanced using ITS 
operating budget (e.g. staff), USR-net project funds and an annual allocation from the 
Campus-Wide ICT Infrastructure Services Capital budget.  
 
Approximately $400,000 from the Campus-Wide ICT Infrastructure Services Capital budget 
has been allocated yearly by the Information Technology (now Academic Support) and 
Capital Planning Committees of Council towards the renewal of the campus network. Of this 
figure, $200,000 has been allocated towards the University's share of the USR-net project.  
The budget assumes this funding will be available for 2003–04 to 2005–06 to cover some the 
University’s share of USR-net project costs.  
 
After the USR-net project is completed, ITS expects continued growth in user needs, for more 
and faster network connections, much more wireless service, and for other, currently 
unknown services. The annual allocation of $400,000 to the campus network will be needed 
on an ongoing basis to meet these changing and growing requirements. 
 
As a condition of CFI award, the University also committed to the increased costs for 
operating the new campus research and education network. 
 

 FTE 
2003–2004 

“Steady 
State” 

FTE 

Service Area ITS Operating 
Budget 

Project or Fee-
for-service 

ITS Operating 
Budget 

Typical Annual 
Capital 

Equipment 
Allocation 

Research and Educational Network 10.60 4.00 10.50 $400,000 

Partnership 

In addition to the almost $10 million from CFI and the Provincial Government, we has 
developed a partnership with Cisco Systems and IBM, resulting in additional discounts of 
approximately $2 million to further reduce the costs to the University of both USR-net and all 
other networking activity. 

3.1.2 Electronic Communications and Collaboration  

Service Overview 

Like the Research and Educational Network service, instructors, students, researchers and 
staff require and expect access to electronic communication and collaboration services for 
instruction, learning, research and service delivery. Without these services, it would be 
difficult to recruit and retain faculty and students, to undertake certain research or to prepare 
our students for the knowledge age. These services support teaching, learning and research by 
creating a supportive environment for the strategic directions. 
 
The following electronic communications and collaboration services are available to all 
instructors, students, researchers and staff. 

• E-mail (50,000 accounts) 
• Virus scanning/removal 
• SPAM filtering 
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• Mailing lists (for classes, workgroups, etc.) 
• “automatically” created lists based upon membership in a class, department, 

college, etc. 
• user maintained lists (e.g. workgroup, committee, interest group, etc.) 

• File services (30,000 accounts) 
• Web page hosting (30,000 accounts) 

• Student, faculty and researcher “personal” web pages 
• University, college, departmental and workgroup web sites 

• E-calendaring 
• Sun One Calendaring (Portal) 
• Microsoft Exchange 

• Campus Portal – PAWS (Personalized Access to Web Services) 
• E-discussion forums 
• E-Whiteboards (available only via WebCT) 
• IP-based Video Conferencing 

• two-way interactive video with two or more universities 
• desktop-based video-conferencing (limited support)  

 
Additionally, our students and some staff are requesting an Instant Messaging service. This 
service is provided at many other universities. 

Maintenance Initiatives 

ITS will enhance campus-wide electronic communications and collaboration services so they 
continue to address student, instructor, researcher and staff needs in terms of capacity, 
functionality, availability (high reliability), security and accessibility (easily accessible from 
on and off campus). Specific initiatives follow: 

E-mail 

Usage of the campus e-mail services continues to double, almost yearly. For example, we now 
provide e-mail services to 50,000 faculty, students, researchers, staff, alumni, adjunct faculty 
and other members of the University community. In 3–4 years, we will need to provide e-mail 
services to more than 70,000 people as the University offers services to prospective students, 
more alumni and other members of the University community (e.g. health care professionals 
through the Academic Health Sciences Network). The amount of disk space required to store 
e-mail has increased as users transmit very large data files, graphics, audio, video and html 
documents as opposed to plain text. Our e-mail servers must be upgraded regularly to handle 
the increasing workloads.   
 

 Number of E-mail 
Accounts 

Number E-mail 
Messages/Day 

October 1, 1997 4,100 20,000 
October 1, 2000 26,200 85,000 
October 1, 2003 51,800 420,000 
October 1, 2007 (projected) 70,000  

Information Technology Services Operating Plan  Page 35 



 
As usage of e-mail services increases, the number of attempts to distribute viruses and SPAM 
e-mail to faculty, students, researchers and staff more than doubles yearly. Additional server 
capacity is required to scan incoming e-mail messages for viruses and SPAM. Our virus 
checking and SPAM blocking software must be upgraded regularly to counter the threat of 
new viruses and new methods for camouflaging SPAM e-mail. 
 
The student e-mail server will be upgraded in spring 2004 so that it has the capacity to handle 
the even higher e-mail load expected in the fall. Some disk upgrades will be required in spring 
2006.  
 
E-mail services to instructors, researchers and staff are offered on several servers that also 
provide other services. ITS will attempt to consolidate these services on one server.  
 
Functional improvements to the e-mail service will be undertaken in the areas of mailing list 
management, account customization, shared mailboxes and a campus-wide directory of e-mail 
addresses.18

File Services 

Instructors, students and researchers are highly mobile. They require easy access to their 
“work” files and data from many locations on and off campus. In collaborative projects, they 
must share files and data among themselves as well as others at other organizations. The 
interfaces used to define the access rights to files must be easy to use. The files and data must 
be backed up in case of accidental deletion.  
 
ITS provides file services to all students and many instructors, researchers, workgroups and 
staff. A central file service enables students to access their work from computing facilities in 
different colleges, from foundational computing facilities (e.g. Learning Commons), from 
their laptop computers using wireless network access points on campus and from their home 
computers. The file service provides faculty access to their work from their office, research 
lab, home, and other off-campus locations (e.g. another university or research organization). 
A web interface provides easy access to the central file store from a variety of workstation 
platforms.  
 
The student file service is heavily used—often, more than 1,000 students use this service 
at the same time. The existing server is four years old and cannot handle the current 
workload reliably. It must be replaced in spring 2004 to increase performance, capacity and 
reliability for fall.  
 
ITS will also improve the file service provided for instructors, researchers and staff. The 
current file service is provided on several servers and is not promoted. The new file service 
will be provided on one server (this will simplify work for ITS and for users). The amount of 
file space that will be provided to any user must be limited according to the availability of 

                                                 
18 For example, more mailing lists that are defined “automatically” from institutional data will be created (e.g. all 

faculty, all students in the College of Education); this will help improve communications with specific groups 
within the University community. Easier to use tools to define and maintain user-managed mailing lists will be 
implemented. An easy to use (self-service) interface(s) to customize a user’s e-mail account will be 
implemented—to set e-mail forwarding, to set a vacation/away from the office message, server-side SPAM 
filtering rules, disk quotas, etc. A mechanism to share mailboxes among several users will be developed.  
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budget. An investment in ICT support for research is proposed in section 4; this funding can 
be used to improve the file service (e.g. increase disk space) for researchers. Very large file 
spaces may have to be provided on a fee-for-service basis.  
 
Note: The current file service for students, instructors, researchers and staff currently provides 
over 1 Terabyte (1,000,000,000 bytes) of disk storage. This number is expected to triple in the 
next 2–3 years. 
 
In addition to server and disk space upgrades, ITS will provide easy to use tools to support 
collaboration. These tools will enable file owners to easily specify who can access their files 
and the type of access granted (ability to read, copy, modify or delete).  

Web (Hosting) Services 

ITS provides the campus web service (used by 150 colleges, departments and workgroups) 
and offers web page hosting for students, instructors, researchers and staff.  
 
The campus web service is the University’s presence on the Internet. Usage of the campus 
web service has increased at a rate of 50% per year, in each of the last four years. 
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The campus web server will need to be replaced in spring 2005–06 so that it is capable of 
handling the increased usage. 
 
The web page hosting service for students, instructors and researchers is provided on several 
servers. This service will be consolidated onto one server in 2005–06. A central server will 
help develop a directory of personal web sites.  

E-calendaring Services 

A campus-wide e-calendaring system would reduce both the effort and elapsed time currently 
required to schedule meeting times. This work is especially difficult for committees or large 
workgroups. 
 
Many universities also offer e-calendaring services to students. Student calendars are 
automatically maintained with the student’s class, lab and exam schedule. Students also use 
the e-calendar to maintain their personal calendars. 
 
ITS currently provides two e-calendaring services.  
 
One e-calendar service is based upon the Sun One calendaring product. ITS will continue to 
provide this service at no direct cost to all members of the University community via the 
campus portal (PAWS). This provides the basic calendaring functionality required by most 
users. All members of the campus community have access to this service. 
 
The other service is based upon Microsoft Exchange. This service is of interest to users who 
want an integrated Microsoft e-mail, calendar and file service. ITS will continue to offer this 
service, if required by some colleges,19 on a fee-for-service basis.  
                                                 
19 Note: The College of Commerce and Facilities Management Division have implemented their own Exchange 

service (this was done prior to the availability of ITS’S service). ITS provides some technical assistance for 
those Exchange Servers. The Library is planning their own Exchange service. 
 
The Library is considering the implementation of an Exchange-based e-calendaring service for their staff.  
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IP-based Video Conferencing 

ITS supports live, two-way, interactive video across the campus, to other universities around 
the world, and to Health and Education centres across the province. This interactive video is 
used for delivery of courses with both lecture and electronic materials, training of medical 
students through rounds, and research collaboration. For example, two-way, interactive video 
has been used to deliver courses simultaneously to/from the University of Saskatchewan and 
one or more of the following universities: Manitoba, Calgary and Alberta. This is an effective 
method for delivering courses collaboratively when subject expertise is only available in one 
institution. Classroom support is provided through studios and staff in DMT. 
 
While effective for course delivery, live, two-way, interactive video requires specialized 
facilities and technical support. ITS will enhance service in this area to support desktop-based 
videoconferencing among three or more users (or small groups of users). This will make the 
service more accessible and cost-effective. Faculty have been interested in this technology to 
communicate with undergraduate students, graduate students and research collaborators at a 
distance.  

Other Electronic Communications and Collaboration Services 

ITS will enhance other services such as electronic discussion forums and whiteboard services 
and provide new services (e.g. chat, instant messaging) as required to meet the University’s 
instruction, learning and research needs. 

Disinvestments 

As part of service evolution, ITS will disinvest from older technologies. For example, the 
POP e-mail protocol will no longer be supported after September 1, 2004.  ITS will also 
reduce the number of servers that it uses to provide similar services (e.g. e-mail and file 
services). 

Budget 

 FTE 
2003–2004 

“Steady State” 
FTE 

Service Area ITS Operating 
Budget 

Project or Fee-
for-service 

ITS Operating 
Budget 

Typical 
Annual Capital 

Equipment 
Allocation 

E-Communication and 
Collaboration 

5.20 4.20 5.00 $150,000 

 

3.1.3 Identification, Authentication and Authorization   

Service Overview 

ITS, colleges and departments now offer more than 250 different ICT services to 60,000 or 
more members of the University community. The provision of each ICT service requires a 
mechanism (software) for identifying, authenticating and authorizing users. It is cost-effective 
that campus authentication and authorization services be automated and performed centrally 
rather than duplicated in every college and administrative unit. 
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• Identification is needed to assign a unique username to each member of the University 
community. At the University of Saskatchewan, the NSID (Network Services 
IDentifier) is commonly used to identify members of the community for purpose of 
providing ICT services. The use of a common identifier, such as the NSID, enables 
instructors, students, researchers and staff to a single login name and password to 
access all the ICT services to which they are authorized.  

• The authentication system verifies that the person trying to access a particular service 
is who they claim to be.  

• The “authorization” system determines the set of ICT services for which each member 
of the University community is eligible. Authorization to services is often granted 
based upon a person’s role: faculty, sessional, instructor, faculty in a particular 
college, student taking a particular program, etc. The group membership (role) 
information is obtained from institutional databases (e.g. student database). 
Authorization can also be based upon membership in an ad hoc group (e.g. a 
workgroup); someone is responsible for maintaining the list of people (NSIDs) that are 
members of this group. 
 

The authorization system must ensure that individuals are afforded access only to the 
services and data to which they are eligible. 

 
ITS has developed a system for managing authorization and authentication at the University; 
this system is known as the Service and Server Account Management system (SSAM). This 
system is used by ITS, colleges20 and some academic support units21 to manage authorization 
and authentication for more than 230 services to 60,000 people.   

Maintenance Initiative 

ITS will maintain the campus identification, authorization and authentication management 
system for the currently supported services and users. 

Budget 
 

 FTE 
2003–2004 

“Steady 
State” 

FTE 

Service Area ITS Operating 
Budget 

Project for Fee-
for-service 

ITS Operating 
Budget 

Typical Annual 
Capital 

Equipment 
Allocation 

Identification, Authorization and 
Authentication 

1.50 1.40 1.50 Uses existing 
servers 

Includes the staffing paid from the System 
Development and Student Computing Funds 

 
 

 

                                                 
20 Some colleges that use SSAM include Commerce, Medicine, Pharmacy & Nutrition, Nursing, Dentistry, Arts 

& Science, Computer Science, Education, Kinesiology and Engineering. 
21 Some academic support units that use SSAM include Libraries, Financial Services, Student and Enrolment 

Services, Human Resources Division, University Advancement, Facilities Management, Consumer Services, 
the Learning Commons facilities and Information Technology Services. 
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The budget allocated to service maintenance is inadequate to provide functional 
enhancements,22 to support new services (200 new “services”23 are expected in the next three 
years), to expand the service to support the growing University community24 (expected to be 
90,000 or more within three years), to improve system security, to integrate with the 
authorization and authentication mechanisms used in the Banner Student and Finance 
systems, and to upgrade the technology platform used to develop SSAM.  
 
Additional investment is requested to enhance the University’s authorization and 
authentication systems so they meet these changing University needs. The investment 
initiative, along with benefits to the University, is described in section 4.1. 

3.1.4 Desktop Support   

Service Overview 

The University’s use of desktop computers has increased significantly. Today, the University 
owns more than 8,000 desktop computers (based upon the number of network connections). 
We expect that 3,000 additional desktop computers will be acquired in the next 3–4 years to 
support the University’s increased commitment to graduate education and research. [The 
USR-net project alone will add 2,000 more network connections (and computers) in the next 
two years in support of research.] 
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credit study students, students from the Saskatoon Theological Union, parents of students and others. Other 
universities have started providing these services. 

22 For example, automated delivery of usernames (NSIDs) and passwords to new members of the campus 
community. 

23 A new “service” managed by SSAM may be the provision of set of services to a subset of the campus 
community (e.g. graduate students in Commerce). A new “service” may also be the provision of one or more 
ICT services (e.g. access to the Health Sciences Library) to new members of the University community (e.g. 
provincial nurses as part of the University’s commitment to Saskatchewan Health Sciences network). 

24 In the next three years, the University of Saskatchewan will offer ICT services to more people including 
prospective students, visiting researchers, research collaborators from other universities, guest lecturers, 
contractors, provincial health care professionals (nurses, pharmacists, doctors, physiotherapists, etc.), non-
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The increase in the number of desktop computer has increased the University’s ICT costs 
relating to acquisition, end-user support and problem resolution, training, software installation 
(new versions, bug fixes), security and network connectivity. Despite improvements in 
operating systems and software usability, support costs account for the lion’s share of the total 
cost of owning a desktop computer; the acquisition cost is the smallest portion of the total cost 
of ownership.  
 
Desktop support at the University of Saskatchewan is largely a responsibility of the colleges 
and units and many have hired their own ICT support staff. In some cases, the responsibility 
for desktop support falls to faculty and staff and this takes time away from their core 
activities.  
 
However, ITS must continue to provide core services that support the desktop computing 
environment for the University. Base budget expenditures in this area are small but critical. 
ITS’ desktop services include: 

• Consultation, to departments, regarding desktop requirements and planning.  
• Microsoft Domain Name Controller. 
• Print spooling. 
• Anti-virus site license (Sophos) for all University computers and servers, as well as for 

faculty, student and staff home computers. 
• Automated virus distribution and update service for on-campus computers. This will 

automatically download the latest “updates” to the anti-virus software to your desktop 
computer. This frees up faculty and other time to update their anti-virus software and 
protects the computer and campus network from new viruses. For more information, 
see http://www.usask.ca/its/help_desk/virus_info/sophos/index. 

• Disk imaging and automatic software updates services. 
• Development of desktop support strategies on behalf of the campus. 

 
ITS also offers desktop support services to units that do not want to hire their own ICT 
support staff, on a fee basis. Some 34 departments purchase desktop support services from 
ITS. These services include: 

• Operating system, applications and security updates 
• On-site help – problem resolution 
• Customized training 

 
To further assist the University with desktop computing, ITS operates the Campus Computer 
Store (CCS). The mandate of the CCS is to improve desktop support for the University 
community through lower pricing and a higher level of service. The CCS is operated as a cost 
recovery centre. Rather than operating its own help desk, the CCS contributes some funding 
for staff at the ITS Help Desk.  
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The CCS provides excellent services for students and employees, for both on campus and at-
 

 sound purchases of compatible hardware and 
o not 

• rvices. Individual students, 

, laptops, tablet computers and personal digital assistants 

ta projectors and other peripherals  

icrosoft Campus Agreement licensing  

versity pricing for Shaw, SaskTel high 

• Extended, on-site warranty for desktop computers, servers, and peripherals. 
s or 

• hase program through payroll deduction. 
 

CS and 

 of the 
 

Maintenance Initiatives 

e core services that support the desktop computing environment 

s 

Budget 

 FTE 
20  

“Steady 

home use. The CCS has partnerships with Apple, IBM, Microsoft, Adobe, Shaw and SaskTel
and others. The CCS services include: 

• Expert advice and help to ensure
software. For on-campus purchases, this means that departments or employees d
have to spend time acting as their own purchasing agents. 
Educational pricing on hardware, software, supplies and se
faculty and staff save money on personal purchases; the University saves money on 
institutional purchases. 

• desktop computers
• servers including compute/Beowulf clusters 
• printers, copiers, scanners, digital cameras, da
• computer supplies  
• Administration of M
• SPSS, SAS, Adobe and other software 
• high speed Internet access—special Uni

speed Internet services 

• Installation of desktop computers in on-campus offices, instructional facilitie
research labs. 
Employee purc

In addition, ITS has a Technical Services group. This group works closely with the C
is an authorized warranty provider for most major brands of computer and peripherals. It can 
repair most other brands of computers, printers and other peripherals as well as other 
electronic office equipment. It has received recognition from IBM and Compaq as one
top warranty providers in Canada. Work can be done as part of a maintenance contract or on a
time and materials basis. On-site and depot service is available. 

ITS will continue to provid
for the University; offer services, on a fee basis, to units that do not have their own ICT 
support staff and; continue to operate the Campus Computer Store and Technical Service
with the mandate of improving desktop support on campus. 

03–2004 State” 
FTE 

Service Area ITS Oper ect or Fee- ITS O inating Proj
Budget for-service 

perat g 

T

Budget 

ypical Annual 

E t 
Capital 
quipmen

Allocation 

25.30 3.00 $25,000 Desktop Support 3.00 
 

f the 3 FTE from operating budget, about 1.8 FTE are used to provide consultation to 
departments regarding desktop requirements and planning, to participate in deployment of 

 
O
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anti-virus software and to develop desktop support strategies (e.g. desktop imaging and 
remote updates). The remaining 1.2 FTE provides support for the servers that perform the 
Microsoft Domain Name Controller function, print spooling, Sophos anti-virus software 
distribution, disk imaging, and automatic software updates services that are used by many 
colleges and units from all over campus. 
 
A new initiative, described in section 4, will develop a campus desktop strategy that would 
eek to leverage the existing expertise spread across cams pus and ITS, and reduce the 

   

ents, researchers and staff periodically require assistance in resolving ICT 
es and departments that provide ICT Services must offer a help service.  

lp 

duplication of effort in designing and implementing diverse desktop management 
implementations. 

3.1.5 Help Service

Service Overview 

All instructors, stud
problems. All colleg
 
ITS must provide a service that members of the University community can contact for 
emediation related to campus IT services (e.g. network, authentication, e-mail, web, file, r

portal, accessing services from off-campus, WebCT, etc.) or for ICT information (e.g. 
available ICT training course, etc.). It is expected that ITS will also provide general ICT he
for colleges and departments that do not have local technical staff.  
 
ITS’ Help service includes: 

• A help desk service. Full help service is only available from 8:00 a.m. to 5:00 p.m., 
oughout the year. Problems are resolved directly on contact or 

In order to support distance education students, extended help service is available 
evenings (5:00–9:00 p.m. Monday to Thursday) and weekends (1:00–5:00 p.m.) 

e 

• 

e 
e, so potential problems can be avoided, and so that the help 

• 
; emergency repair of virus-infected computers that are interfering with the 

campus network. 
 

Monday to Friday thr
are referred to the appropriate person who can resolve it. Faculty, staff, students can 
contact for information or help: 

• In-person at Arts 70 
• Over the phone 
• Via e-mail 

during the fall and winter academic session. The extended Help service is available at 
the Learning Commons (Main Library) location. Telephone and e-mail queries ar
also handled during that same period. These extended hours are supported currently 
with TEL funding. 
Proactive communication of ICT security information, FAQs, “how to” information, 
new services, etc. 

• Design and testing of user interfaces for new or changed ITS services so they are mor
intuitive and easier to us
service knows in advance most of the problems users may experience and how to aid 
them. 
Additional specialty services such as configuring wireless network cards in user 
laptops
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Wh  t users 
are cha
user’s c olleges provide this local desktop support at their own expense.] 

FTE 

ile he majority of our help service offerings are provided without charge to the user, 
rged for instances where an on-site visit is necessary to assist a user or configure a 
omputer. [Many c

Maintenance Budget 

 FTE 
2003–2004 

“Steady 
State” 

Service Area ITS Operating 
Budget 

Project or Fee-
for-service 

ITS Operating 
Budget 

Typical Annual 
Capital 

Equipment 
Allocation 

Help 8.90 3.70 9.00 Uses existing 
servers 

 

Includes $40,000
Store for Help d

blishing t

 provided by Ca
esk support in lie

wn help desk

mpus Computer 
u of 

esta heir o . 

 

 
It is becoming increasingly difficult to provide the ICT help service expected by
University community within this

• While certain peaks in dem d, such as beginning of term or 

possible 
he result that not all requests for service can be 

• 

 expect that our web site, online catalogue and online admissions 

n 
 

  
One of
of supp
main li 1:00 p.m. except Friday (closes at 5:00 
.m.), Saturday 10:00 a.m. to 6:00 p.m. and Sunday 11:00 a.m. to 11:00 p.m.   

Technological change occurs frequently forcing people to re-learn new versions of software 
often. Additionally, instructors, researchers, students and staff are continuing to use more 
software.  
 

 the 
 budget.  
and for help can be predicte 

a planned change in a service, other peaks in demand can happen at any time without 
warning, such as new virus attacks or hardware failures. At peak times it is im
to keep up with all demands—with t
handled promptly.  
The current help service (available from 8:00 a.m. to 5:00 p.m., Monday to Friday) is 
no longer acceptable for the University. Instructors, students, staff and particularly 
researchers, use ICT at all days of the week and all hours of the day. Prospective 
students and faculty
systems will be operational 24x7.  
 

Currently, an ICT service problem that occurs at 6:00 p.m. on Friday night will ofte
not get resolved until 62 hours later or more (after 8:00 a.m. Monday); this period can
be longer when there is a statutory holiday.  

 the investment initiatives outlined in section 4 requests resources to extend the hours 
ort for key ICT services. Under this initiative, coverage hours will be based on the 
brary, which is open weekdays 8:00 a.m. to 1

p
 
Additionally, ITS will work with the campus community to determine the appropriate set of 
help services that can be provided in a responsive and timely manner, within the available 
resources, during core hours. 

3.1.6 Training   

Service Overview 
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There is continual demand for ITS’ training courses, reflecting a need identified by the 
researchers, instructors, students and administrators of the University. Training makes these 

e at their work. ITS training has also been instrumental in helping to 

 

 

people more effectiv
effect change on campus, most recently with the adoption of PAWS and with WebCT for 
Technology Enhanced Learning (TEL). The Training group has also helped advance the use 
of a common methodology for managing ICT projects. 
 

Number of Attendees To ITS Training Course

2000

2500

0

500

1000

1500

2001-02 2002-03 2003-04 (projected)

In 2002–03 fiscal year, the Training group offered 205 training sessions in 61 different ICT 
topics with 1,801 attendees. This figure excludes custom training or usage of online modules. 
The number of attendees at ITS’ training courses almost doubled in the last two years. To 
address this demand, we have also doubled the number of topics for which training is 
provided. 

The ITS Training unit has an excellent record of collaborating with other campus units such 
as Teaching and Learning Centre, Extension and the Division of Media and Technology, as 
well as planning and mounting symposia for the provincial TEL initiative. The Organizational 
and Employee Development group within the Human Resources Division has contracted the 
Training group to provide ICT training for CUPE employees to meet the University’s 
contractual obligations.  
 
Since only 1 FTE is assigned to the maintenance of this service, ITS charges a fee for some 
courses as well as for customized training. 
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Maintenance Initiatives 

ITS will continue to:  
• Provide training courses for the software commonly used by instructors, students, 

d staff (e.g. security, e-mail, WebCT, Dreamweaver, Flash, Photoshop, 
S portal, Sun One (PAWS) calendar, Exchange, Word, 

researchers an  
use of multimedia, PAW
PowerPoint, Excel, MS Access, etc.). See http://focus.usask.ca/courses/index for m
information. 
Provide customized training to individuals or units whose needs diverge from the 
standard course offerings provided.  

ore 

• 

l 
t Management and others. 

Mainte

 2003–2004 
te”

FTE 

• Develop online training modules to support self-service and just-in-time training for 
the University community. 

• Broker training offerings. For instance, the Training group has coordinated training 
sessions for the University in ESRI’s GIS (Geographical Information System), Crysta
Reports, SAS, SPSS, Projec

nance Budget 

FTE “Steady Sta

Service Area ITS Operating 
Budget 

Project or Fee-
r-service 

ITS Operating 

Typical Annual 
Capital 

Equipment 
fo Budget Allocation 

Training 0.90 .70 1 1.00  
 TIncludes funding provided from EL  

 
The ining group has aged a si ase budget position into th  by 
pro iding new services, e.g. TEL) as well s funds from 
epartments, researchers and even off-campus units.    

 1 
has succeeded only due to consistent 

roject funding, primarily from the provincial TEL initiative. This operating plan assumes 

are under “attack” from the Internet. The number 
s against University ICT resources have increased dramatically in the 

st year.  

 ITS Tra lever ngle b ree positions
v  and by accessing project funds (  a

d
 
In the long-term, ITS cannot provide a viable training service for the University with only
FTE funded from operating budget. The training group 
p
that TEL project funding will continue over this planning cycle. If not, an additional 
1 FTE, from the operating budget, will be required.  

3. 1.7 ICT Security   
 
Increasingly, the University’s ICT resources 
of Internet-based attack
la
 
For example, the number of viruses sent to the University daily has increased thirtyfold in the 
last nine months (see table below). ITS’ e-mail servers detect these viruses and do not deliver 

em to the intended recipients on campus.  th
 

 Viruses Removed Per 
Day (Peak) 

Spring 2003 3,500 
Fall 2003 40,000 
January 2004 90,000+ 
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Additiona  blocks over illion attempts dailylly, ITS also  5.2 m  to probe or attack campus ICT 
resources nternet. This i  the 1.2 million attempts per day 
experience ber 2003. 

Intruders are using new tools that are increasingly sophisticated, easily available to 
 to 

s. Internet attacks are easy, low risk and hard to trace. 

at run on desktop 
 

reases the 

• ve 

• etworked IT environments, such as those at 

from the I s an increase from
d in Novem

 
The number of Internet-based attacks against University ICT resources will continue to 
increase (see inset, below).  
 

anyone over the Internet, easy to use—especially by novice intruders—and designed
support large-scale attack
  
There are many more opportunities today for system intrusion: 

• Computer and network technology is continuing to be rapidly adopted in 
education, research, service delivery, industry and government.  

• Operating systems, applications and network protocols th
computers and servers are more functional and more complex. This makes
managing IT security more difficult and time-consuming, and inc
number of opportunities for security flaws in vendor’s software. 
System administrators, faculty and staff are increasingly busy and do not ha
adequate time to spend on IT security. Professional training in this area is 
expensive and difficult to obtain.  

• The vendor product development and testing cycle is decreasing leading to the 
production of software with vulnerabilities. 
Internet hackers often target large n
universities.  

 

Service Ov

s prevent University teaching, learning, research and service 
delivery. University data may be modified, deleted and/or distributed at random to others on 

sity computers are used for illegal purposes. Publicity of successful 

duce 

campus (ITS-operated) e-mail servers to detect and 

ve been modified to automatically delete e-mail with a 
 

 
 

 these viruses and their 
effect on the University community. 

erview 

Successful Internet-based attack

the Internet. Univer
Internet-based attacks can damage the University’s reputation; recruitment of faculty and 
students may become more difficult.  
 
The University has had to make significant investments, especially in the last year, to re
its risks relating to ICT security. 

• Software has been installed on 
remove viruses that are transmitted via e-mail.  

• Campus e-mail servers ha
“from:” address that has been forged by a virus. During major virus attacks, this can
prevent users from receiving hundreds of forged e-mails. 

• The campus network has been reconfigured to “block” (i.e. not transmit) network
packets that have forged network (IP) addresses. Some viruses forge the IP address of
the infected computer to attack other computers on campus and across the Internet. 
The blocking of forged IP addresses will reduce the spread of
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• Network scanning software is used to detect campus computers that have a virus. 
Infected machines are removed from the campus network (to prevent further 
infections) until they are disinfected. Note: The scanning software can detect machin
infected with only certain types of viruses. 
Internet access methods that are comm

es 

• only used to “attack” campus IT resources have 

• 
 from the Internet. Initial deployment 

• re and software has been purchased for (a) the campus network and 
t, at 

 
sed attacks. 

 all 

er to assist with the deployment. The 

• 
t 

been blocked from the campus.25 About 5.2 million packets (probe attempts) are 
blocked daily.  
Virtual Private Network (VPN) hardware and software has been implemented to 
provide secure access to U of S IT resources
focused on faculty, researchers, graduate students and staff who might otherwise use 
the insecure methods now blocked. 
Firewall hardwa
(b) for the (60+) campus servers. This will enable the University to block or accep
a more granular level (compared to port blocking), attempts to access the campus 
network and institutional servers from the Internet. It will also enable the University to
detect a larger number of Internet-ba

• A site license for Sophos anti-virus software has been purchased. The site license 
covers all campus servers and desktop computers (Windows, Macintosh, Linux) as 
well as faculty, staff and student home computers. Initial deployment is focused on
on-campus computers (approx. 8,000). Usage of this software has grown so fast that 
ITS had to purchase a faster Sophos software serv
license for MacAfee anti-virus software has been extended for another year (till 
summer 2004) to give those users time to convert to Sophos. 
Recommendations regarding how to reduce the risks related to Internet-based viruses 
have been published. The recommendations for on-campus computers are published a
http://www.usask.ca/its/help_desk/cpusecurity/oncampus.html (or users can contact 
their local ICT support staff). The recommendations for on-campus computers ar
published at http://www.usask.ca/its/help_desk/cpusecurity/in

e 
dex.html.  

• 

 

• ll as for developing 
volves collaboration 

en 

                                                

• New backup hardware and software will be implemented in early 2004 to ensure that 
backup and restore of data from 100 institutional servers is reliable. The existing 
backup technology is about eight years old and often prone to problems. Data on 
campus servers is backed up daily (Monday to Friday). 
A policy regarding data access and use is under development. 

• Recent operational decisions relating to IT security (e.g. port blocking, removal of 
infected computers from the campus network) are forming the basis of a U of S IT
security policy. A complete IT security policy is still required. 
A collaborative model for handling IT security incidents  as we
strategies to prevent attacks has been developed. This model in
from ICT support across campus and staff in Security Services. This model has prov
to be successful and is unique to our University. 

 
25 The following IP ports are currently blocked: 137, 138, 139, 445, 88, 135, 514, 515, ICMP Echo and Echo-

Reply. 
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Ma eint nance Budget 

 FTE 
2003–2004 

“Steady State” 
FTE 

ITS Operating Project or 

T

Budget Fee-for-
service 

ITS Operating 
Budget 

ypical Annual 
Capital 

Equipment 
Allocation Service Area 

IT Security 1.10 2.00+ 1.00 See note below 
 
The maintenance budget for ICT security is ndle t rrent re
Internet-based

• The Campus-Wide ICT Service struct ital Fu S’ pri
tal funds. ICT security is ing una ted dem  agai TS 

ic 
his 

nt that would have traditionally been available for allocation to other 

• 

 Services staff effort. Re-allocating staff from a current project or 

 
Even w
develop
and sup  
attacks attacks. 

rning and research. These services 
 3.1.1 to 3.1.7 above and include: network connections to 

he “commercial” Internet, access to Canadian and international 
lassroom network access, e-mail, web services, file services, 

ity, desktop support, help and training. 

 insufficient to ha

ure Cap

he cu ality of 

mary source 
 attacks.  

s Infra nd is IT
for capi  mak nticipa ands nst this fund. I
did not request capital for security from this fund until 2003–04 when the Academ
Support Committee approved $95,000 for ICT security hardware and software. T
reduced the amou
ICT services. Even so, this allocation was insufficient to meet campus ICT security 
needs and additional hardware and software for security was purchased as part of the 
USR-net project.  
The FTE assigned to ICT security, from operating budget, were insufficient to prevent 
Internet-based attacks and to handle IT security incidents last year. Additional staff 
effort was required from USR-net project staff; staff re-assignments within ITS; 
additional term staffing within ITS; college and administrative unit ICT support staff 
effort and; Security
service, to support security initiatives, delays the other projects (e.g. USR-net) and 
reduces service levels in other areas.   

ith the investments in ICT security undertaken to date, more work must to be done to 
 a secure and productive working environment for instructors, students, researchers 
port staff.  Additional investment is requested in section 4 to prevent Internet-based

 and to mitigate the effect of successful 

3. 1.8 Instructor Support  

Service Overview 

ITS provides many services that support instruction, lea
have been outlined in section
instructor offices, access to t
research networks, c
authorization and authentication, secur
 

In addition to those services, ITS also provides services specific to supporting instruction.  
These services include: 

• Instructional software licensing and hosting.26 
• Online course delivery environments 

                                                 
26 Hosting includes the install

such as campus authorizatio
ation of new software versions, bug fixes and integration with other applications 
n and authentication systems (e.g. SSAM, the new student information system (Si! 

Project) and the campus portal (PAWS) as appropriate). 
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• WebCT 
• MyCourses (PAWS) 

• am n database software (LXR) 
• li ebCT) 

er 
m) software 

sing, Dentistry, Pharmacy and Nutrition, Veterinary 
 of courses] 

• Tech ome of the above 
instru

er support initiatives in support of the University-Province TEL 

• 
r instructional design), DMT (for 

• rveys, 
orms. 

: online examination tools, better electronic 

• 
• ance 

 
The s

cadem  instructors/designers, etc.) and in 

FTE 
2003–2004 

“Steady State” 
FTE 

Ex  questio
On ne quiz tools (part of W

• Online survey tools 
• iHelp including Oracle database27 
• Streaming video serv
• GIS (Geographic Information Syste
• CoursEval [used by Nur

Medicine and Kinesiology for student evaluation
• Others like Art & Art History Database 

nical assistance, documentation, training and consultation for s
ctional tools. 

• Participation in the planning and development of online courses, faculty development 
initiatives and learn
(Technology Enhanced Learning) initiative. 
Online course or course module development.  The online courses/modules are 
developed in collaboration with Extension (fo
graphics and video) and others as required to meet the pedagogical needs of the 
course. Project funding is required. 
Computer marked (optical mark reader) exam scoring, course evaluations and su
as well as design of custom survey f

• Research and evaluation of new technologies and new applications that instructors 
want to investigate. Example areas include
whiteboard applications, desktop videoconferencing, and WebCT alternatives. 
Negotiating educational and/or site licenses for new instructional software. 
Instructional application and database design, development/acquisition, mainten
and support (typically on a fee-for-service basis). 

 in tructional support services are provided in consultation with user-groups (instructors, 
ic Support Committee of Council, WebCT, courseA

collaboration with Extension, the Gwenna Moss Teaching and Learning Centre, Division of 
Media and Technology, ICT support staff in colleges and the provincial Technology 
Enhanced Learning (TEL) working groups. 

Maintenance Budget 

 

Service Area ITS Operating 
Budg

Project or 
Fee-for-

rvice 

Typical Annual 
Capital 

Equipment 
Allocation 

ITS Operating 
Budget et se

Instructor Support 3.00 2.30 3.00 $75,000 
 
Faculty usage of instructional technology is increasing.  

                                                 
27  Currently used by the Computer Science department in their courses. 

Information Technology Services Operating Plan  Page 51 



• For example, WebCT is cur 1 s  d
studen sage by fac  instr as bee sing . 

st be upgraded regularl it has the capacity to adequately handle 

pus portal (PAWS) is also expected 

 
We ass ill 
be available yearly to renew and expand the servers used to provide the instructional 
technol
 
The cap  this fund, as 

 instructional technology will help attract and 

to provide the 

ices ITS provides that support instruction, learning and research,  ITS 
also provides services specific to supporting learning (student computing). These services 

l Student Computing facilities, operations, and support (approximately 
tions) 

• Place Riel tunnel 

tivity Centre (Fitness Centre) 

• W les ccess for student-owned laptops and personal digital assistants 
(P s)  locations, more planned) 

less/

rently used in 
ulty and

18 course
uctors h

 and by 3,800+
n increa

ifferent 
50% yearlyts. WebCT u

The server mu
increased usage. 

y so 

 

Usage of the “my courses” component of the cam
to grow rapidly. The portal servers must be upgraded as usage increases. 

ume that $75,000 from Campus-Wide ICT Services Infrastructure Capital budget w

ogy services outlined in this section. 

ital allocation above does not include the $60,000 recently allocated from
part of network renewal, by the Academic Support Committee of Council to provide network 
access, including wireless network access, to all shared classrooms. 
 
Adequate support for instructors in the use of
retain the outstanding faculty that the University desires and will help provide the educational 
experience desired by the academically promising body of students we want to attract. 
Minimizing the effort required by faculty in using this technology will make more time 
available for teaching or research. Additional investment is required 
instructional technology support required by faculty and students today; this investment is 
outlined in section 4. 

3.1.9 Learner Support/Student Computing  

Service Overview 

In addition to the serv 28

include:  
• Foundationa

200 worksta
• Learning Commons (in collaboration with all Library branches) 
• Browsers  

• Kinesiology public lab 
• Physical Ac
• Indigenous Student’s Centre 
ire s network a
DA  (approximately 60
• Educational pricing on wireless network cards 
• See http://studentcomputing.usask.ca/wire  for locations  

                                                 
28 These services include 1,300 network connections to student computing facility workstations, access to the 

“commercial” Internet, access to Canadian and international research networks, wireless network access, 
e-mail, web services, file services, authorization and authentication, security, educational software pricing, 
help and training. 
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• Campus-wide printing for students 
Campus-wide instructional software license managem• ent (proposed) 

• So a
• Di pl  support (on a 

Ma e

ITS i
evolution will be done collaboratively with colleges and other units in order to reduce the risk 
of duplicated effort, to develop campus-wide standards and practices, and to leverage the 

esources. Specific initiatives include: 

he 
erals and software. The 

 is 

 

s 

• nd 

 “student printing account”. Previously students 

 

• e existing wireless network service.  
 

 
 (802.11b) as well as new faster standard that is 

ftw re distribution service for students (proposed) 
sci ine (college-specific) student computing facility operation and

fee-for-service basis) 

int nance Initiatives  

 w ll maintain and enhance the existing foundational facilities and services. Service 

collective knowledge and r
• Continue to operate and enhance the existing foundational (open-access) student 

computing facilities.  
 

This includes the provision of technical and end-user (student) support, as well as t
regular renewal of workstations, associated servers, periph
annual (amortized) cost for workstations, shared servers, peripherals and software
estimated at $1,000 (in some facilities, annual costs are lower). A three-year renewal 
cycle is recommended. Based upon the current facilities, up to $150,000 is budgeted 
annually (from ITS operating budget and the Campus-Wide ICT Capital Equipment 
Budget) to renew foundational student computing facilities. Bulk purchases will help
reduce the costs. It should be noted that the infrastructure and (best) practices 
developed to support these facilities can also be used to support office environments a
well as discipline specific facilities. 
 

The size (number of workstations) of the foundational facilities is not expected to 
grow significantly during this planning cycle as we expect to increase services that 
leverage the use of student-owned computers (see new initiative, Student Mobile 
Computing, for more information).  
Enhance the campus printing system so it continues to meet the needs of students a
other providers of IT services to students.   
 

The current service allows students to print in almost any college or foundational 
student computing facility from their
often had to purchase pages (a print account) for each of the facilities in which they 
wanted to do printing. Purchased, but unused pages in one facility could not be used in
another. 
 

Evolution of this service will include the ability of student to purchase pages online 
using a credit card. The ability for students to charge their printing to their tuition 
account will also be examined. 
Expand th
 

Ten new wireless access points will be installed yearly in classrooms and other areas
where students work. The new wireless access points will support both the existing
(predominant) wireless standard
currently available (802.11g).  
 

This maintenance initiative is in addition to the wireless network access points that 
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may be installed as part of the evolution of the Research and Education Network.  
 

It is expected that the University will need at least 250–300 wireless access point
larger deployment of wireless n
Mobile Computing (section 4).  
 

For security reasons, the current network service supports only the LEAP protocol.
The wireless cards installed by some manufacturers in their laptop computers do not 
support this protocol. Students must then purchase a LEAP compatible wireless card. 
Research will be undertaken to d
support LEAP can be supported on campus in a secure manner.

s. A 
etwork service is proposed as a new initiative, Student 

 

etermine if, and how, wireless cards that do not 

• 

ns (students) that can 

e of 
by 

p and 

it 
The distribution of some software can be restricted 

• 

 
am in the College of Arts and Sciences), access to general academic tools 

ine- or 

• 

y, Education, Dentistry, Medicine, Nursing, Agricultural 

                                                

29  
 
Additionally, the existing 802.11b network access points will need to be upgraded to 
support the current wireless standard. 
Develop a campus-wide software license management service. 
 

ITS and colleges currently deploy a number of methods for managing software 
licenses in student computing facilities. In cases where affordable site or facility 
software licenses are not available, ITS and colleges purchase concurrent user 
licenses. Concurrent user licenses limit the number of workstatio
run this software at the same time. Failure to limit the use of this software is a 
violation of copyright, and the license management software would track the usag
software to ensure compliance with copyright regulations. Costs may be reduced 
sharing license fees among units.  
 

ITS will also deploy a self-service system to distribute software to student lapto
home computers. This system can be used to distribute “freeware” (e.g. Netscape 
browser software) as well as software students may purchase. Electronic (online cred
card) purchases will be supported. 
to certain eligible groups (for example, colleges may want to distribute software 
licenses only to eligible students based upon their college or course enrolment). This 
service will also be used to distribute software to faculty and staff office or home 
computers. 
Collaborate with colleges and other units to make a variety of online learning 
resources readily available for student use. 
 

Resources may include general IT online help and training (akin to the proposed IT
Ready progr
(online writing assistance, online math readiness, dictionaries, etc.) and discipl
course-specific content.  
Continue to support college or discipline-specific student computing facilities on a 
fee-for-service or contract basis.  
 

ITS staff currently operates facilities in Engineering, Veterinary Medicine, Pharmacy 
and Nutrition, Kinesiolog
Economics and others. 

 
29 The LEAP protocol provides additional security than that provided by the industry-standard WEP protocol. 

Software is readily available on the internet to enable people to monitor wireless conversations. This 
monitoring can be used to find out another person’s username and password (this can then be used to 
impersonate that person) or someone else’s work (assignments, exams, research papers, etc.). 
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Budget

2003–2004 FTE 

 

 FTE “Steady State”

Service Area ITS Operating 
Budget 

Project or 
Fee-for-
service 

ITS Operating 
Budget 

Capital 
Equipment 
Allocation 

Typical Annual 

Learner Suppo t/Student 
Computing 

1.4 4.1 r 1.5 $75,000 

  f  CIncludes funding rom Student omputing Fund  
 
I rating bu et, proje ng from TEL and the Student Computing 
F in and e nce this s ce.   
 

proximately $75,000 h ion Tech ology (now 

s 
rds additional wireless network access 

ledge age. 

 section 

mation technology. Within 
ply cannot occur without IT. 

 
rvices ITS provides in support instruction, learning and research,30 ITS 

 (VMS), SAS (VMS, Unix), Maple (Unix) 

                                                

n addition to ITS ope
und is used to mainta

dg
nha

ct fundi
ervi

Ap as been allocated yearly by the Informat n
Academic Support) and Capital Planning Committees of Council, from the Campus-Wide 
ICT Services Infrastructure Capital budget, toward the renewal of facilities and servers. Thi

oes not include monies that might be allocated towad
points related to the evolution of the Research and Education Network service.   
 
The academically promising (and “IT-savvy”) body of students we want to recruit and retain 
expect “anywhere, anytime” access to instructional and administrative services. The 
University must provide these students with “anywhere, anytime” access if we are to 
uccessfully recruit and retain students, and prepare them for success in the knows

Additional investment is required to support student mobile computing, including the larger 
scale deployment of a campus wireless network service; this investment is outlined in
4. 

3.1.10 Research Computing 

Service Overview 

Research in virtually all disciplines now relies heavily upon infor
some disciplines, research sim

In addition to the se
also provides services specific to supporting research. These services include:  

• Computational resources 
• VMS and UNIX servers (on campus) 
• C3.ca (off-campus)  

 grant proposals • IT consulting for research
• Software licensing and hosting 

• ESRI GIS  
• SPSS (VMS), BMDP (VMS), Minitab

and other software 

 
30 These services include network connections to research spaces, access to the “commercial” Internet, access to 

Canadian and international research networks, support for ultra-high speed network access, e-mail, web 
services, file services, authorization and authentication, security, educational software pricing (e.g. SPSS, 
SAS, etc.), help and training (e.g. GIS, SPSS, SAS, etc.). 
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• Training in the completion of online grant NSERC and SSHRC applications 
• Optical Mark Reader (OMR) scanning of survey and other research data  
• On
• Application and database development (fee-for-service) 

Bud t

FTE “Steady State”

line surveys 

ge  

 2003–2004 FTE 

Service Area ITS Operating 
Budget Fee-for-

service 

ITS Operating 
Budget 

Typical Annual 
Capital 

Equipment 
Allocation 

Project or 

Research Computing 0.70 0.00 $50,000 1.0 
 
The Information Technol d o ittees of 
Council, have recommen   $5 om us-Wide ICT 
I ces Capit et tow e renew

ed that this level of fun  will cont  to be av

dates) and 
ive to improve the IT support 

portant to the operations of a modern university. 
e information systems for: 

• transaction processing (e.g. registering students, recording marks, paying people, 
enditures, tracking donations, billing); 

g agencies, 

• ); and 
lanning, 

 

ogy (now Aca
ded an average

a g

emic Supp
of about

ards th

rt) and Capital Planning Comm
0,000 yearly fr

a  servers used to support 
 the Camp

nfrastructure Servi
esearch. It is assum

l bud l of
inuer

 
ding ailable. 

This maintenance budget (staffing and capital) is inadequate to support the University’s goal 
to increase research, scholarly and artistic work. The University’s Strategic Directions state 
that “encouraging the fruits of scholarship requires enhanced infrastructure and an 
environment in which research and creativity can flourish.”  
 
ICT services are critical part of the enhanced infrastructure required to support research. 
Enhanced ICT services and support can free researchers from performing ICT operational 
tasks (e.g. file backups, workstation security management, workstation software up
provide them more time for research and creativity. An initiat
for research is proposed in section 4.   

3.1.11 Administrative Information Systems 

Service Overview 

Administrative Information Systems are im
The University is dependent upon administrativ

tracking exp
• delivering services (e.g. online admissions and registration, grades lookup); 
• reporting (e.g. to colleges, administrative units, government, grantin

Saskatchewan Universities Funding Mechanism, Statistics Canada, Maclean’s); 
analysis (e.g. enrolment and research funding trends

• decision making and planning (e.g. budgeting, program planning integrated p
Systematic Programme Review). 
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The
deliver ontemporary administrative support systems.” 

ffective administrative systems should: 
• simplify business processes; 
• improve access to institutional data; 
• improve the quality of institutional data; and/or 
• provide self-service to students, faculty, researchers and staff. 

 
ITS is responsible for the ICT components relating to the operation and evolution of the 
institutional administrative systems. ITS: 

• Provides technical support for the application software, databases, development 
tools,31 integration tools, reporting tools and operating systems (upgrades, bug fixes, 
troubleshooting, customization, consultation, etc.). 

• Designs, develops and maintains applications to meet critical University needs not 
addressed by commercial software. 

• Hosts the application software, databases, development tools, reporting tools and 
integration tools. 

• Manages software licenses (applications, databases, development tools, reporting 
tools, integration tools, and operating systems). 

• Develops and supports campus application and database integration strategies. 
• Assists colleges and administrative units to identify business requirements, perform 

business process analysis and redesign, develop and evaluate RFPs, negotiate 
contracts and licenses, develop change management processes and manage ICT 
projects. 

 
In consultation with the user community, the administrative business units and ITS are jointly 
responsible for planning the evolution of University administrative systems. 

Maintenance Initiatives 

Five maintenance initiatives have been identified for this planning cycle. 
• Continue participation on the Si! and Unifi projects.  

These projects will implement a new student information system (Banner Student) and 
a new finance/accounting system (Banner Finance) for the University. Upon 
implementation, ITS will maintain and enhance those systems so they remain current 
(are supported by the vendor) and meet the changing needs of the University. 

• Maintain and enhance existing administrative systems so they remain current (are 
supported by the vendor) and meet the changing needs of the University. Current 
maintenance funding is insufficient to implement significant changes or modifications 
to these systems. Additional investment is requested in section 4 for four of the 
following five areas.  

                                                

 ICT foundational document states “the University cannot meet its business (and service 
y) requirements without effective c

E

 
31 Development tools include: Oracle Forms, ColdFusion, Witango, Cobol, PeopleSoft Tools, etc. 
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• Systems and associated “data warehouses” required to support the University’s 
integrated planning processes, institutional analysis and the growing need fo
government and public repor

r 
ting 

m (U-Friend) 
anagement System32 (About-US) 

33

ho) 
ministrative systems 

eed 
g to 

ed 

redit card, debit card) for tuition fees, 

ng 

-service applications, within ITS and other units. 

ental clinic 
ege of Dentistry (patient records, billing, student grading, research). 

As a  systems), ITS will disinvest 
from th
system upport 
SIS and  
to meet  
imp
system
 

           

• Alumni and Donor syste
• PeopleSoft Human Resources M
• Electronic payments infrastructure  
• Contacts (name and address) database (U-W

• Maintain, with minimal or no changes, the following legacy ad
until their replacement systems are fully operational. Some of these systems will n
to be maintained for as long as seven years to meet regulatory requirements relatin
data retention (if seven years of legacy data is not converted to the replacement 
systems): 

• Student Information System (SIS v1) 
• Financial Records System (FRS) 
• Human Resources System (HRS) 

• Enhance other enterprise systems, acquire and/or develop new systems as prioritiz
by the University. For example: 

• The Library has proposed replacement of their system (proposed cost: 
$1 million). 

• System(s) for accepting payments online (c
computer printing, etc. 

• Some have suggested that a campus CV database along with ability to 
automatically produce “reports” in the formats required by various granti
agencies would help researchers prepare grant submissions. 

• Self
• Assist colleges and support units to develop and/or acquire systems that address their 

specific needs (that are not addressed by enterprise systems).34 For example, a student 
information system for non-credit courses to be used by Extension; a d
system for the Coll

Disinvestments 

leg cy administrative systems are retired (replaced by new
e support of those systems. When the new student information and finance/accounting 
s are implemented (Si! and Unifi projects are completed), ITS will no longer s
 FRS assuming that seven years of data is converted as part of project implementation
 regulatory requirements.  In the case of the PeopleSoft HR/Payroll system, the

lementation project did not convert seven years of data; ITS must support the legacy 
 (HRS) until the seven year window expires.  

                                      
tion will include self-service32 Evolu , and if prioritized and funded by the University, a module to support 

recruitment. 
33 This infrastructure was implemented this year. Support will be required to integrate applications that want to 

provide electronic payment (e.g. Bookstore sales, conference registration, tuition payments). 
34 Note: Facilities Management is implementing a system for telephone management and billing. Support for this 

is no longer provided by SaskTel.  
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ITS may a  
systems, assu se 
Inventory Sy  were developed using some of the same tools 
that were o drop support for all those tools (RDB, 
Rally, Da ) when the 
Si! project is  System, the Dental Clinic system and 
other syst le to drop support for RDO, 
Periphonics, TDMS and CMS once the Si! and U
system
 
If supp
FTE (c wise, 
if support for FRS and the associated legacy tools can be discontinued, ITS will reassign 0.5 
FTE (curr rt of the Banner Finance system.   

Budget 

004 FTE 

lso be able to drop support for the legacy tools that were used to develop the legacy
ming that those tools are not used for any other system. For example, the Cour
stem and the Dental Clinic system

used to develop SIS. ITS will not be able t
tatrieve, CDD/Repository and SAS on the OpenVMS operating system

 completed until the Course Inventory
ems that use these tools are upgraded. ITS will be ab

nifi! projects are fully completed and all 
s that use these tools are replaced. 

ort for SIS and the associated legacy tools can be discontinued, ITS will reassign 2.5 
urrent SIS support level) towards the support of the Banner Student system. Like

ent FRS support level) towards the suppo

 FTE 
2003–2

“Steady 
State” 

Service Area ITS Operating Project or ITS Operatin
Budget Fee-for-

service 

g Equipment 

Budget 

Annual Capital 

Allocation 

Typical 

Administra
Systems  

tive Information 21.60 15.90 21.50 $125,000 

 Includes funding from the System Development 
Fund, Si! and Unifi projects. 

 

 
In additio es from the Systems 
Developm -for-service” FTE 
allo i
 
A total
Univer
institutional analysis and reporting, human resources and payroll, electronic payments and 

is includes 12.5 FTE for applications support, 8.1 FTE for server and 

  

n to the above, some funding is provided yearly for new i
ent Fund. This funding is reflected in the “project and fee

nitiativ

cat on. The planned use of this fund for the planning cycle is outlined in section 3.2.4. 

 of 21.6 FTE are assigned (from operating budget) towards the maintenance of the 
sity’s student, finance and accounting, alumni and donor, contacts database, 

other systems. Th
database support and one manager (total 21.6 FTE). The following table shows the FTE 
assigned the various administrative systems35 in 2003–04 as well as in 2005–07 (“steady 
state”). 
 

                                               
35 Note: The table above does not include the FTE assigned to support Library administrative systems. Support 

for these systems is provided by ITS staff (on a fee-for-service basis) and by Library ICT staff. 
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 2003–04 2004–05 2005–06, 2006–07 

  

ITS 
Operating 

Budget 

Project or
Fee-for-
service 

ITS 
Operating 

Budget 

ITS  
Operating  

Budget 
Administrative System: FTE FTE FTE FTE 
     

Student Information (SIS and Banner Student)      2.60        5.00        2.50  Per Si! Operat
Plan  

ions 

Alumni & Donor (U-Friend)      0.55        0.50        0.50      0.50 
Institutional “Data warehouse” and Reporting 
Institutional Analysis/Integrated Planning (

Office)      0.60        1.50        0.50      0.50 
Contacts Database (U-Who)      1.35        1.00        0.50      0.50 
PeopleSoft Human Resources Management 
System  (About-US) 

4.10 - 4.00 4.00

E-Payments Infrastructure       0.50        1.00            -          -
Finance an
Finance)  

d Accounting (FRS and Banner      0.60            -        0.50  Per UniFi 
Operations Plan  

ITS Internal Systems       0.80         2.00      2.00        2.10
Project Manage ent/Analysis for softwa
upgrades  

     1.00  -       1.00 m re tools                 1.00 

Support for College and Depar
Adminis t

4      1.00 tmental 
s  trative System Projec

     0. 0        2.80        1.00 

Sub-Total .50 0      9.50     12       13.9      12.50 
        
S ort for Above Sys        4.75      4.75 erver Supp tems      4.75            -
Database Support for Above S .34        2.00        3.34      3.34 ystem      3
Manager      1.00         1.00       1.00 
          

Total  21.60   15.90   21.60  18.60 
 

Figure 3.1 FTE Assigned to Support Administrative Systems 
 
At first glance, this staffing level may seem excessive to some. However, the assigned staf
level is adequate only to meet the University’s current needs with respect to three systems, 
listed below. The maintenance budget for these systems was planned and approved as part o
the new system implementation and based upon vendor recommendations and experience
other universities. The maintenance budget for Banner Student, Banner Finance and 
PeopleSoft HRMS systems are significantly higher than for the systems they replaced. 

fing 

f 
s at 

• Student Information System (Si! project, Banner Student) 
• PeopleSoft Human Resources Management System (About-US) 
• Finance and Accounting System (Banner Finance36) 

 
The maintenance budget provides a modest 1FTE to assist colleges and departments to initiate 
projects to acquire or develop administrative systems that address business needs that are not 
met by the enterprise administrative systems. For example, ITS is working with Dentistry to 
assist them in the implementation and integration of a new administrative system to support 
the Dental Clinic. Recently, ITS has worked with extension regarding the implementation of a 
                                                 
36 Technical support staff within the Financial Services Division will support the Banner Finance application. 

ITS will provide application and database hosting.  
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student information system to support non-credit There is a sin
this service. This staffing level will not meet e de ll tim  
 

his budget also provides 2 FTE to maintain velo ms that support the delivery of 
t these systems, users will have to rely upon paper-based and manual 

s on th s  pla

iveness. ITS’ billing s il  be  to work w
eveloped by the Unifi project. 

igned staffing level (“Steady State” from ITS Operating Budget) is insufficient

 studies. n increa g demand for 
all th

 and de

mand, at a

p syste

es. 

T
ITS’ services. Withou
processes (e.g. for authorizing computer
placing requests for network connections, registra

e campu
tion for ITS courses, et

network, cing trou
c.); th

ble calls, 
is reduces ITS 

service quality and effect ystem w l have to modified ith 
the new chart of accounts that will be d
 
The ass  t

e systems (areas) liste . A l in t is needed
this investm s outlined in sectio

pplications Support (ITS g B

o 
support the administrativ d below dditiona vestmen  to 
maintain and enhance these systems; 
 

ent i n 4.  

FTE Assigned For A  Operatin udget)

 
y S

(2004–2007) 
“Stead tate” 

Alumni & Donor (U-Friend)        0.50 
Institutional “Data warehouse” and Reportin
(Insti

g 
tutional Analysis/Integrated Planning Office)        0.50 

Contacts Database (U-Who)        0.50 
E-Payments Infrastructure            -

 
ity’s existing admin ste  b pe e last 20 y

oftware de lopm iro to dors typic
ur maintenance budget allows for 1 FTE to manage the 

 upgrades. This  in e to the updat
ely basis. The University is at risk that its administrative syst s may fail and vendor 

le. To mitigate this risk  from catio ort will nee
e assigned to softwa  failures 
ue to inadequate supp

wing 
tabl h ach service area for 2003–
04 it is difficult to 
predict ame or will be 
slig y

The Univers istrative sy
ve

ms have een develo
 (

d over th ears 
using more than 15 different s ent env nments ols). Ven ally 
upgrade their products yearly. O

for these software toolprojects effort is adequat  perform es on a 
tim em
support will be unavailab
b

, staff  appli ns supp d to 
re tool upgrade projects; this may lead to application software

ort staff to maintain the systems) or to delays in functional (d
enhancements required by the University.  

3.2 Maintenance Initiatives: Budget Summary 

3.2.1 Operating Budget (Staffing) 

About 85% of ITS’ operating budget is allocated to staff salaries and benefits. The follo
e s ows the FTE staffing assigned, from operating budget, to e

(December 2003) and for the remainder of the planning cycle. While 
, we expect that project and fee-for-service work will remain the s

htl  lower during the remainder of the planning cycle.    
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 FTE 
2003–2004 

“Steady State” FTE 
for Planning Cycle

Service Area Operating 
Budget 

Fee-for-
service 

ITS Operating 
Budget 

ITS Project or 

Research and Educational Network 10.60 4.00 10.50
E-Communication and Collaboration 5.20 4.20 5.00
Identification, Authorization and Authentication 1.50 1.40 1.50
Desktop Support 3.00 25.30 3.00
Help 8.90 3.70 9.00
Training 0.90 1.70 1.00
ICT Security 1.10 2.00 1.00
Instructional Technology 3.00 2.30 3.00
Learner Support/Student Computing 1.40 4.10 1.50
R 0.00 1.00esearch Computing 0.70
Administrative Information Systems 21.60 15.90 21.50

Subtotal 64.60 58.0057.90
 
College/Unit Specific Staff 5 4.00 5.00.10
Administrative Support 4 1.00 4.00.00
Director 1 1.00.00

Total 68 69.60 68.00.00
 

 

 funding will continue to be available from the 

The assigned staffing levels, from ITS’ operating budget, are inadequate

 

Figure 3.2 FTE Assigned to ICT Service Areas 
 
The assigned staffing level from ITS’ operating budget, based upon our current operating 
budget and current University ICT service needs, is adequate to meet campus needs in only 
two service areas. 

• Research and Education Network services. This assumes that the funding, approved in
the CFI conditions of award (USR-net project) for the support and operation of the 
new campus network, is provided.  

• Training services. This assumes that
provincial TEL initiative. 

 
 to meet the needs of 

 staff in the other nine service areas. For example: 

e 
p for many and answer more 

than 20,000 questions yearly at three in-person locations, a phone centre and through 
e-mail. They also proactively assess and mitigate the effect on the University 
community of service changes and new service deployments.  
 

This staffing level is inadequate to provide responsive and timely assistance for the 
entire University community during core hours, let alone the extended hours of 
support that instructors, researchers, students and staff now need.  
 

ITS will work with the campus community to determine the appropriate set of help 

instructors, students, researchers and
• The University has developed a campus portal, using funds from a variety of sources. 

Stable funding is required for the maintenance and evolution of the portal. 
• Nine (9) FTE are currently assigned to provide help and information to 20,000 

instructors, students, researchers and staff. Even with the existence of local colleg
ICT support staff, these people are the first line of hel
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services that can be provided in a responsive and y manner, within the available 
resources, during core hours.   

• Three (3) FTE are assigned from operatin o na upport. 
The staff effort is split primarily between (1) providing “operations support”  for 

 Streaming and other instructional applications and (2) 
tabases that are needed for these applications. Little time 

 instruct ishing se instruction
 alone evaluate, provide and support additiona ware for use 

ction.  
• ny of ITS’ services support research (e.g. research and education network, 

ications), ITS is able to assign only 0.75 FTE to provide services 
ally. This effort is required to ort and opera e 

researchers; no time is available to help res hers with the cific 

• As described in section 3.1.11, the staffi
ation systems is insufficie  meet campus needs. 

tacts Database (U-Who) 
Systems and associated “data warehouse” enhancem required to su t 
University planning activities and govern  repor

• Evo
• Electronic P

 

• 

• f service) 

• 

 

           

timel

g budget t  instructio l technology s
37

WebCT, CourseEval, Video
supporting the servers and da
is available to provide direct support to ors w  to u al 
software, let l soft in 
instru

 While ma
electronic commun
that support research specific supp te th
servers used by earc ir spe
ICT needs. 

ng assigned to support the following  
administrative inform nt to

• Campus Con
ents 
ting.  

ppor• 
ment

lution of Alumni/Donor System (U-Friend) 
ayments Infrastructure Support 

 
Additional investment is required to maintain and enhance these nine service areas to 
meet campus needs. The specific investments required for these service areas are detailed in
section 4. 

• E-Communication and Collaboration (to maintain/enhance campus portal) 
Identification, Authorization and Authentication 

• Desktop Support  
Help (for extended hours o

• IT Security 
• Instructor Support 
• Learner Support/Student Computing (support for mobile student computing) 

Research Computing 
• Administrative Information Systems 

• Campus Contacts Database (U-Who) 
• Systems and associated “data warehouse” enhancements required to support 

University planning activities and government reporting. (Institutional 
Analysis/Integrated Planning Office) 

• Evolution of Alumni/Donor System (U-Friend) 
• Electronic Payments Infrastructure Support 

                                      
tions support includes the installation of new versions, installation of bug fixes, problem resolution an37 Opera d 

integration (as appropriate) with other campus systems (e.g. SIS, SSAM). 
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Withou
time to repair service failures will be longer. Requests for service changes to meet the 
cha n
and/o  
Total in
 
The fol
table in
 

t additional investment, service failures will occur more frequently and the response 

ngi g needs of the University will be delayed or may even not be implemented. Colleges 
r administrative units will develop multiple implementations of a particular service. 

stitutional ICT cost will increase; services may not interoperate.  

lowing figure shows the FTE assigned to each service area, in a graph (rather than the 
 figure 3.1). 

0.00

5.00

or

10.00

15.00

20.00

25.00

30.00

35.00

40.00

Res
ea

rch
 an

d E
du

c

l 

k

E

m

Project and Fee for
Service

ITS Operating

a

ati
on

 

n a
nd

tio
na

& 
Col

Netw

ab
or

at

en
tic

ati

p S
up

p H

Tr
ain

 S
ec

u

ec
hn

ol

Com
pu

t

om
p

-C
om

Au
tho

un
ic

riz
ati

o
l

ion

en

on
D

or
t

elp ing rity
Ins

tru
cti

on
al 

T

og
y

Le
ar

ne
r S

up
po

rt/
St

ud
en

t 

ing
Res

ea
rch

 C
uti

ng

Ad
mini

str
ati

ve
 In

for
mati

on
 S

ys
tem

s

 A
uth

es
kto

IT

Budget

 

 
 to Service Areas (Graph) 

Id
tifi

c

Service Areas

ati
on

, 

Figure 3.3 FTE Assigned
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The graph above (and table below) shows that ITS relies heavily upon project funding 
or fee-for-service in each service area (except research computing support). While it 
varies among service areas, overall, 50% of our staff are paid from project funds or fee-
for-service.  
 

Service Area Percent FTE Funded from 
Projects or Fee-for-service

Research and Educational Network 27% 
E-Communication and Collaboration 45% 
Authorization and Authentication 48% 
Desktop Support 89% 
Help 29% 
Training 65% 
IT Security 58% 
Instructional Technology 43% 
Learner Support/Student Computing 75% 
Research Computing 0% 
Administrative Information Systems 42% 

 
Project funds are usually targeted toward the development of a new service rather than 
to support, operate and enhance a core service that is under-funded. The quality of core 
services languish until project funding is received to renew or replace the service, or until it is 
replaced by a college or another support unit (or even several colleges or support units). 
 
Even when project funding is available to deploy new services, little or no money is provided 
to support, operate and enhance the new service (for example, the recent portal development). 
The cycle continues. Without adequate operating funds, service levels decrease. Project funds 
are then required to renew or replace the service when service levels have decreased 
significantly. During this time, the University does not receive the most value from the 
service.  
 
Furthermore, since half of our staff are project funded, ITS may not have the capacity 
(number of people, appropriate skill sets) to quickly undertake approved projects.  

3.2.2 Operating Budget (Non Salary) 

Approximately 15% of ITS’ operating budget (approximately $760,000) is non-salary. This 
budget used for:  

• Materials and supplies for staff use 
• Materials and supp rtridges, 

backup tape media, etc.) 
• Staff desktop hardware and software 
• Shared equipment such as printers, fax machines, servers 
• Staff professional development 
• Purchased services such as leased lines and consulting, etc. 
• Some term staffing and contracted services (e.g. SPSS, GIS and SAS training and 

support) 

lies for campus services (paper, printer ribbon/ink ca
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• Telephone rental (special phone services), long distance, voicemail, pagers and cell 
phones 

• Vehicle rental for technicians to respond to network trouble calls, network 
installations, other services 

• Advertising (recruitment) 
• such as courier, mailin  network installations for 

 
For gen -salary opera  various services 
in roughly the proportions as it is in the staff budget (section 3.2.1). 

3.2.3 Capital Equipment 

The Ca tructure Services Capital budget is used to maintain and renew 
networ  deliver used to deliver campus-wide ICT services. 
Our se  plan assumes that this level of capital funding will be available 
during se that the an llocations, from this fund to specific 

rvices, will be determined in consultation with the Academic Support Committee of 

Other items g, renovations, furniture,
staff offices and printing 

eral planning purposes, the non ting budget is allocated to

mpus-Wide ICT Infras
k equipment and servers used to
rvice maintenance
 this planning cycle. We propo nual a

se
Council, the Budget Committee and the Associate Vice-President (ICT). This is similar to the 
process used in previous years. The following table outlines the typical annual allocations to 
various services.  
 
 

Service Typical Annual 
Capital Allocation 

Research and Educational Network $400,000 
Electronic Communication and Collaboration $150,000 
Desktop Support (campus-wide infrastructure) $25,000 
Instructional Technology $75,000 
Research Computing $50,000 
Learner Support/Student Computing $75,000 
Administrative Information Systems  $125,000 
ICT Security See note, below. 

Total $900,000 
 

Figure 3.4 Typical Annual Allocations from the Campus-Wide ICT Services 
Infrastructure Capital Budget 

 
Not I 03–
04 (oth ere prioritized over ICT security risk mitigation). In 2003–
04,  ed $95,000 for ICT security hardware and 
soft r d. This allocation 
red d  ICT services. 
Additional ICT security hardware and software was purchased as part of the USR-net project.  
The s inadequate to meet 
tod s l 
cap  
 

e: TS did not request capital funding for ICT security hardware and software until 20
er service improvements w

 the Academic Support Committee approv
a e from the Campus-Wide ICT Servicew s Infrastructure Capital Fun

uce  the amount that was available for allocation to other campus-wide

 current capital budget for campus-wide services infrastructure i
ay’  ICT service needs. Some of the investment initiatives (section 4) include additiona
ital equipment investment (e.g. wireless network access equipment, security). 
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3.2

Soft a
Fin e lities. For 
exampl t for the new student system will increase as SCT 
soft r e.    
 
The
develop es. Since additional funding is not available to support, 

 
Figure 3.5 System Developm und Budget  

.4 Other Funding Sources 

re maintew nance costs (e.g. PeopleSoft, Oracle, FRS, WebCT, Banner Student, Banner 
anc ) and other outsourced services (e.g. Internet access costs) are funded as uti

e, the ongoing support budge
wa e maintenance fees increas

 Systems Development Fund (SDF) and the Student Computing Fund (SCF) are used to 
 new campus-wide servic

operate and enhance these services, these funds are being “eroded” for service maintenance 
and evolution. The capacity to develop new services using these funds is continually 
diminished. 
 

2003–04 2004–05 2005–06 2006–07
Payroll/HR System (About-US) Support & 
Evolution

$315,000 $315,000 $315,000 $315,000

Payroll/HR System (About-US) Development Cost 
Repayment

$300,000 $300,000 $100,000

Student Information System (Si!) $200,000 $300,000
Portal Maintenance and Evolution $70,000 $70,000 $70,000 $70,000
Authentication and Authorization System 
Evolution 

$130,000 $50,000 $50,000 $50,000

ent F Allocation
  

Authentication and Authorization System 
Evolution [carry forwards between 03–04 and 
04–05] 

($40,000) $40,000 

Cont $54,250 $58,000
Syste
enha
Plann

acts Database (U-Who) Evolution
m and associated “data warehouse” 

$60,000 $58,000

ncements (Institutional Analysis/Integrated 
ing Office)

$82,100 $60,000 $60,000

E-Pa olution $60,000
Unal $28,650 $105,000 $147,000

$60,000

yments Project, Maintenance and Ev
located for New Initiatives $147,000

Total Budget Allocations $1,000,000 $1,000,000 #########$1,000,000

$1,000,000 $1,000,000 #########

Systems Development Fund Budget

SDF Budget Available $1,000,000
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Figure 3.6 Student Computing Fund Budget Allocations 

 

2003–04 2004–05 2005–06 2006–07

e Printing System $135,000 $0 $10,000 $0
Software Distribution $0 $15,000 $15,000 $15,000
Wireless Network Evolution $80,000 $30,000 $30,000 $30,000
Survey Software (in PAWS) $25,000 $0 $0 $0

Special Initiatives
PAWS portal $60,000 $60,000
NSID distribution $0 $50,000
Unallocated $90,000 $90,000

Total Costs $786,609 $542,690 $643,590 $668,690

Available Funds

Student Computing Fund $545,000 $545,000 $545,000 $545,000
Student Computing Fund (carry 
forward)

$160,934

Allocation from Campus-Wide 
ICT Services Ca

Costs

Salary and Benefits $232,000 $286,190 $270,190 $270,190
Staff training and equipment $15,000 $12,500 $12,500 $12,500
Communications $5,000 $5,000 $5,000 $5,000
Student Computing Facilities

Renewal $127,609 $0 $180,900 $216,000
Expansion $46,000 $54,000 $0 $0
Software License Management $61,000 $5,000 $5,000 $5,000
User support tools $0 $25,000 $25,000 $25,000

Services
Campus Wid

pital Equipment 
$93,000 $75,000 $75,000 $75,000

Total Available Funding $798,934 $620,000 $620,000 $620,000

Surplus / (Gap) $12,325 $77,310 ($23,590) ($48,690)
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4. Investment Initiatives 
 
Four investment initiatives are proposed.  

• The first investment initiative will enhance core services, listed below, so they meet 
the needs of instructors, students, researchers and staff over the planning period. We 
will be unable to adequately meet those needs within our current budget. The need for 
investment in these services was identified in section 3. This initiative consists of eight 
sub-initiatives, one for each of the following services (see section 4.1).  

• E-Communication and Collaboration (to maintain/enhance campus portal) 
• Identification, Authorization and Authentication 
• Help (for extended hours of service) 
• IT Security 
• Administrative Information Systems 

• Campus Contacts Database (U-Who) 
• Systems and associated “data warehouse” enhancements required to support 

University planning activities and government reporting.  
• Evolution of Alumni/Donor System (U-Friend) 
• Electronic Payments Infrastructure Support 

• The second investment initiative will (1) increase support for the use of technology in 
instruction, (2) enhance existing, and develop new, ICT services that support research, 
scholarly and artistic work, and (3) improve support for student mobile computing. 
This initiative is presented as three sub-initiatives (see section 4.2). 

• The third investment initiative will develop a campus desktop strategy (see section 
4.3).  
 

This strategy will be developed in consultation with the University community. It will 
consider the acquisition, funding and renewal of desktop computers as well as 
assoc y; software updates; 
end-user support and training. The intent of the strategy is to identify best practises, 
efficiencies and cost savings, and to reduce the amount of time instructors, researchers 
and staff spend resolving computing issues rather than teaching, research and doing 
service. The need for a campus desktop strategy has been highlighted in the ICT 
foundational document.  
 

While the strategy will identify best practices, the University may need to invest more 
in desktop computing to provide the supportive environment required by instructors, 
researchers and staff.  

• The fourth initiative will review and improve, on an ongoing basis, ITS’ service 
delivery processes and organizational structure so we continue to provide services in 
an efficient and effective manner (see section 4.4).  
 

This will include the simplification and automation of key service delivery processes 
so that they provide self-service and makes it easier for instructors, students, 
researchers and staff to use our services. 

 

iated peripherals and servers; data backup; desktop securit
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4.1  Improve Core ICT Services in Support of Instruction, Learning, 
rvice Delivery 

 ITS can assign, from the operating budget, are 
inad u
ICT ser
cases w
system
develop er services 
have reach al. 
 
While the rder, investment will be 
required i ning cycle. For example, if the University 
sustains a ternet-based attack, resources will need to be reassigned from other 
services to er projects and may increase project costs 
(e.g. the USR-  are reassigned to addressing security 
problems and a
 
Note: The budg rating budget. 
 

–05 2005–06 2006–07 

Research and Administrative Se
 
As outlined in section 3, the resources that

eq ate to meet the student, instructor, researcher and staff needs for core (foundational) 
vices. This initiative will prevent the equivalent of crumbling foundations and, in 
here preventive maintenance could not be funded in earlier years, will “repair” critical 

s upon which the entire University depends. Some of the newer services were 
ed in response to critical campus needs using one-time funding. The old

ed a stage where the threat of technical and functional obsolescence is very re

 eight sub-initiatives are outlined below, in priority o
n all of the sub-initiatives during the plan
nother severe In
 address the problem; this will delay oth

net, Si! or Unifi projects, if ITS resources
re not available for project work). 

 figures, in the table below, are incremental to 2003–04 opeet

 2003–04 2004
Maintain and Enhance the Campus Portal $480.000 $490,000 $500,000
E n
Autho

 nha ce Identification, Authentication and 
rization Systems  

$390,000 $160,000  $70,000

Enhan 00ce “Contacts” Database (U-Who) $160,000 $150,000 $150,0
ICT S
P u

0,000 $500,000ecurity – Provide a Secure and $190,000 $35
rod ctive ICT Environment 

Enhance University System and Databases 
Used to for Pl
(Insti
Offic

$200,000 $260,000 $140,000
anning and Reporting 

tutional Analysis, Integrated Planning 
e) 

Enhan
Frien

0 ce Alumni and Donor System (U-
d) 

$13,000 $35,000 $65,00

Main
Electr

tain and Enhance the Campus 
onic Payment Infrastructure 

$35,000 $40,000 $30,000 $35,000

Exten
Servi

0,000d Hours of Support for Core ICT 
ces 

$270,000 $260,000 $26

Total (over 2003–04) $35,000 $1,743,000 $1,735,000 $1,720,000
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4.1.1 Enhance and Maintain the Campus Portal 

Initiative 

Enhance and maintain the campus portal38 (PAWS) so that it:  
• enables members of the University community (prospective students, students, 

instructors, researchers, staff, alumni, and “electronic” visitors, etc.) easy access to the 
information and services they require; 

• enables colleges and administrative departments to easily provide electronic 
information and services to the University community.    

Rationale/Need 

Prospective students, current students, faculty, staff, alumni and “electronic” visitors to the 
University have often expressed difficulty finding the information and interactive (electronic) 
services that they need. Most students, faculty and staff expect that this information and 
services will be provided via a portal. 
 
Many campus information and services providers (colleges, SESD, Library, University 
Advancement and oth rs) have asked for a sta lati to-u d (p
de  to specific memb ps)  Un
co
 
In rtal (PAWS) was d  fal e p
w 39 (s ed b det
However, funding for the long-term aintenance and evolution of the portal has not been 
se
 
In ver 8,000 different students, faculty and staff have 
used the por tinue to increase rapidly over the next two years. 
In d service providers, Cent se th
portal to provide services and information to students. Access to the new student and 
fi marily be av hrou S. The Library is 

   

e ndard, re vely easy- se metho ortal) to 
liver content and services electronically ers (grou within the iversity 
mmunity.  

 response to those needs, a campus po
 variety of sources

eployed in l 2003. Th ortal 
as implemented using funds from a

 m
ee attach udget for ails). 

cured. 

 just the first two months of operations, o
tal. Usage of the portal will con

 addition to the current information an Student ral will u e 

nance/accounting systems will pri ailable t gh PAW

                                              
38  A portal is an extension of the University’s web site presence. Rather than providing links to generic 

information that may be oups w Un mu l 
integrated, customized and personalized source for the electronic information and services that prospective 
students, current students, faculty, staff, alumni and “electronic” visitors need. The information and services 
provided on the portal are customized based on the “role” of the user. Users of the portal can also personalize 
“their portal” to subscribe or unsubscribe at any time to their choice of the information that is available to 
them (users are authorized to subscribe to different information based on their role). The portal remembers 
personal preferences upon subsequent visits to the portal site. As such, the portal always presents the 
information and services determined to be relevant by each member of the University community thereby 
removing the overwhelming task of navigating through vast quantities of content and web pages. 
 

In addition to providing tools for end-users, the portal will also provide a rich array of tools and templates that 
the University’s information and service providers can utilize to deliver their content and services to their 
target audiences.  

39 Funding for implementation of PAWS was obtained from the Si! project, ITS, student computing, the 
Campus-Wide ICT Capital Equipment budget and the ICT Systems Development budget (see “Budget” 
section, below, for details). SESD also contributed 0.5 FTE to the project for approximately six months. 

 of interest to specific gr ithin the iversity com nity, the porta is an 
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planning to use the portal to deliver information to students about the reserved reading lists 

 
ive requests long-term funding to maintain and enhance PAWS so it meets the 

Budget

While developed using a variety of funding sour
req  it meets 
the nee ther members of the campus 

for courses.  

This initiat
needs of students, instructors, researchers, staff and other members of the University 
community. 

 

ces, stable, ongoing funding (not unlike that 
uired for new buildings) is required to maintain and enhance the campus portal so

ds of students, instructors, researchers, staff, alumni and o
community.  
 
If the needs of the campus community are not met, some colleges and administrative 
departments will develop their own portals. It is not clear that any college will have funds 
sufficient to make the product universally available, nor to continue its ongoing operation 
adequately. 
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Benefits 

A University of Saskatchewan portal would benefit all members of our community. 
• Prospective students, current students, faculty, staff, alumni and “electronic” visitors 

to the University will have a consistent, easy to use, integrated interface to our 
services and information. 

• Information and service providers will have a standard and rich array of tools and 
templates for delivering their information and services to target audiences within the 
University community.  

• The University’s cost for providing information and services is reduced through the 
use of standard tools and by avoiding the duplicated effort of units developing and 
supporting their own portals. 

Costs

4
11,562

Staff training $18,882 $20,000 $20,000 $20,000
top hardware and software $8,000 $8,000 $8,000

Staff furniture $20,000 $0 $0

s/Consulting $97,526 $60,000
re $431,667

$88,890
0
0

 - Purchase and Maintenance
Project Deficit Carry Forward $34,759

Total Costs $1,070,288 $754,505 $655,033 $673,452

Funding
ITS/Project Manager $49,055 $36,375
ITS/(Student Computing $120,000 $60,000
ITS (Contigency) $60,000
ITS (Server maintenance & upgrades) $6,400 $6,400 $16,400
SESD/Content Lead $40,026
Systems Development Fund $70,000 $70,000 $70,000 $70,000
Campus-Wide IT Services Infrastructure 
Ca

2003–04 2004–05 2005–06 2006–07

Salary and Benefits (Portal Operations, 4.25 FTE) $265,499 $265,499 $265,499
Salary and Benefits (Portal Evolution, 3.75 FTE) $246,064 $246,064 $246,06

Subtotal (Salary & Benefits) $338,644 $511,562 $511,562 $5

Staff desk

Network Connection(s) for Staff Offices $8,000 $0 $0
Subtotal (staff related costs) $18,882 $56,000 $28,000 $28,000

External Service
uminis SoftwaL

Luminis Software Maintenance $79,023 $82,183 $85,471
Server Purchase/Upgrades $100,000 $10,000 $15,00
Server Maintenance $10,00

Other Software
$4,547 $10,000 $20,000 $20,000

pital Equipment 
$100,000

Si! Project/Si! Operations $596,448 $142,183 $85,471 $88,890
Total Available Funding $1,035,529 $278,583 $161,871 $175,290

Surplus / (Gap) ($34,759) ($475,922) ($493,162) ($498,162)

Requested Funding (over 2003–04) $480,000 $490,000 $500,000
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• The learning time for users is reduced through the use of common web-based tools 
and interfaces. The productivity and the quality of their experience with the University 
of Saskatchewan is enhanced. 

 
In summary, PAWS provides an effective mechanism for the University and its departments 
to provide compelling, web-based information and services to its community. Costs are 
minimized through the use of standard tools and by avoiding the counter-effectiveness of 
multiple campus portals. A portal, rich with information and services that meets the 
expectations of members of the University community, will strengthen and enhance the image 
of the University and put us on a level playing field with competing institutions.40 The 
University of Saskatchewan must effectively use new technologies to provide the electronic 
services that are expected from us if we are to successfully compete for the quality faculty, 
staff and students we hope to attract and retain.  

Partnerships 

The PAWS portal team is working with the College of Arts and Science to incorporate the 
functionality of my.usask41 into PAWS. This will improve the value of the campus portal and 
reduce College costs. Rather than duplicating the effort (cost) to develop a parallel portal, the 
College (like other information and service providers) can focus their resources on developing 
ICT services specific to the needs of their students and faculty.  

4.1.2 Identification, Authentication and Authorization 

Initiative 

Enhance the University’s authentication and authorization systems so they continue to allow 
Colleges, ITS and other units to deploy new online services quickly, securely and cost- 
effectively to the growing (extended) University community. 

Rationale/Need 

ITS, colleges and departments now offer hundreds of different ICT services to 60,000 
members of the University community. The provision o ach ICT s ice requir  a f e erv es
mechanism (software) for identifying, authenticating and authorizing users’ access to ICT 
resources. It is cost-effective that campus authentication and authorization services be 
automated and performed centrally rather than duplicated in every college and administrative 

niversity 
 

 along 
instructors, students, researchers and staff a single login 

 

           

unit. 
• Identification is needed to assign a unique username to each member of the U

community. At the University of Saskatchewan, the NSID (Network Services
Identifier) is commonly used to identify members of the community for purpose of 
providing ICT services. The use of a single unique identifier, such as the NSID,
with a password, provides 
name to access all the ICT services for which they are authorized. Note: In order to
                                      
niversities in Canada and the 40 Most u United States have either implemented a web portal (e.g Simon Fraser, 

U e t a 
po l 

41 My.Us
studen pus portal. 

niv rsity of British Columbia, University of Manitoba, Memorial, and others) or are planning to implemen
rta in the near future. 

ask is a portal developed by the College of Arts and Sciences to begin addressing the needs of their 
ts and faculty in the absence of a cam
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mitigate the security risks associated with malicious42 access to certain services, the
University may choose to implement “fewer sign-ons” rather than a single sign-on for 
all services.  

 

ber 

l 
n 
f 

horization system must ensure that individuals are only afforded access to the 

ing authentication and 
authorization; this system is known as the Service and Server Account Management system 

his system is used by ITS, 
colleges43 and academic support units44 to manage authentication and authorization for more 

rvices to 60,000 members of the University community. That volume could not be 

orization system must be 
to support 500 different services (from current 230) for the expanded 

unity (expected to grow to 90,000 in the next three years).  
vices 

, 

have started to provide these services. 

 

           

• The authentication system verifies that the person trying to access a particular service 
is who she or he claims to be.  

• The “authorization” system determines the set of ICT services for which each mem
of the University community is eligible. Authorization to services is often granted 
based upon a person’s role or affiliation with the University: faculty, sessional, 
instructor, faculty in a particular college, student taking a particular program, visiting 
researcher etc.; the group membership (role) information is obtained from institutiona
databases (e.g. student database). Authorization can also be based upon membership i
an ad hoc group (e.g. a workgroup); someone is responsible for maintaining the list o
people (NSIDs) that are members of this group. 
 

The aut
services and data for which they are eligible. 

Description 

About three years ago, ITS developed a system for identifying a person’s affiliation with the 
University (using source HR, student or alumni data) and manag

(SSAM) and relies on the Contacts Database (see 4.1.3). T

than 230 se
accomplished manually without increasing administrative staff. 
 
This system must be enhanced to meet the changing needs of the University. 

• Within this planning cycle, the authentication and auth
expanded 
University comm
 

The University community is growing. The University must offer some ICT ser
to prospective students, visiting researchers, research collaborators from other 
universities, guest lecturers, contractors, provincial health care professionals (nurses
pharmacists, doctors, physiotherapists, etc.), non credit study students, students from 
the Saskatoon Theological Union, parents of students and others. Other universities 

 

New ICT services will need to be defined and managed for the expanded community. 
Additionally, colleges want to offer ICT services in a more granular level, for example
to “Commerce undergraduate students in the accounting program.” This increases the 
number of services to manage.  
                                      
ample, malicious access to services can occur when one person tries to access a service impersonating 42 For ex

another person (via their NSID). 

44 clude Libraries, Financial Services, Student and Enrolment Services, Human 

es. 

43 College users include Commerce, Medicine, Pharmacy & Nutrition, Nursing, Dentistry, Arts & Science, 
Computer Science, Education, Kinesiology and Engineering. 

 Academic support units in
Resources Division, University Advancement, Facilities Management, Consumer Services, the Learning 
Commons facilities and Information Technology Servic
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• 

unity.  

help desks) to obtain their NSID (to ensure the person 

nts 

 

g password, electronically. 
• 

orized to manage their services (define 
the community eligible for that service) as well as to set/change their user passwords. 

stem security model must be improved to ensure that support staff are limited to 

eir 

rmation 

 portal. ITS and the Banner 

rtal 
d 

• 
 

The authentication and authorization system must be enhanced so it supports 
automated delivery of usernames (NSIDs) and passwords to new members of the 
campus comm
 

The current process requires new members of the University community to go to the 
ITS help desk (or some college 
is who s/he says s/he is). ITS sets up extra help desks across campus prior to, and 
during, the first week of classes. NSIDs must be delivered to about 4,000 new stude
annually.  
 

The University has implemented some systems to automate the delivery of usernames.
However, these systems do not work for prospective students, distant education 
students and others. The system must be modified to support a “self-discovery” 
procedure for username and password distribution. This process will let users 
“discover” their NSID and set their correspondin
Improve security. While the authentication and authorization system is operated 
centrally, support staff across campus are auth

The sy
only managing their services (as opposed to all campus ICT services).45  
 

Students sometimes wish to allow their parents or guardians access to some of th
information; for example, T2202A forms are often used by parents rather than by the 
student. As well parents or agencies may be granted access to fee payment info
by the student if she or he wishes. To provide this service, the security model must be 
improved. 

• Develop integration plan for Banner Student, Finance and
ERP projects must decide if, and how, they will implement and integrate 
authentication and authorization for Banner Student, Banner Finance, Luminis po
and WebCT. The source of student information (for SSAM) must also be change
from SIS to the new Banner Student system (Si! project).  
Technology changes require that portions of the SSAM system must be upgraded. 

                                                 
 Without security improvement, support staff from one departm45 ent may inadvertently or purposefully grant 

o grant 
ch 

someone access to services managed by another department. For example, ITS staff should not be able t
access to services managed by another department such as the payroll system, the student system or resear
system. 
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Bud t

 

\Benefi

•  number of usernames and passwords that faculty, students, researchers, 

s granted 

• w members of the 

students, faculty and staff must give information to multiple people before they can 
use the online resources to which they should have access. Before and during this 
process, the person cannot perform their course work or the functions for which they 
were hired. 

• Institutional cost avoidance (savings). A campus-wide authentication and 
authorization system provides a unified means of enabling and disabling access to a 
wide range of online services. The alternative is to manage access to each service 
separately, requiring more staff for each service and increased costs for colleges and 
other service providers. The incremental cost to provide a new service is reduced. 

• Quicker deployment of new services. Colleges, ITS and other online service providers 
can create new services quickly and easily using the consolidated systems and 
processes for authorization, account management and authentication. Since these 
processes and systems do not need to be created for each new service, the time (and 

2003–04 2004–05 2005–06 2006–07

Staff
Staff
Staff
netw

Serv
Serv

S F

Req

ge  

Costs
 (FTE) 7 3 2
 Salary & Benefits $0 $453,291 $198,761 $115,742
 training, desktop equipment, 
ork connection

$0 $28,000 $9,000 $5,250

er Purchases covered by existing ITS budget.
er Maintenance covered by existing ITS budget.

Total Costs $0 $481,291 $207,761 $120,992

Available Funds

ts 

Reduces the

SDF, 2003–04 Carry Forward $40,000
D $50,000 $50,000 $50,000

Total Available Funding $0 $90,000 $50,000 $50,000

Surplus (Gap) $0 ($391,291) ($157,761) ($70,992)

uested Funding (from 2003–04) $0 $390,000 $160,000 $70,000

staff and other members of the University community must know to access services 
and/or data for which they are authorized. Otherwise, each time a person i
access to a new online service like e-mail, library information, etc., that person would 
also receive a new username and password. 
Reduces the implicit “denial of service” experienced by ne
University.  Without a campus-wide authentication and authorization system, new 

cost) of doing so (as well as the recurring cost of maintaining these systems) is 
avoided. 
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• Student, faculty, researcher and staff accounts can be quickly and easily created, 
activated. Account problems can be more quickly resolved. 

ices that are 

t is 
en a person is no 

nts), the 

at services are 
le for that 

ization 
naging services is 

ervice 

r change some 
aspects of the services for which they are eligible, for example, their passwords 

• Increased accountability. Changes to an individual’s service eligibilities and 
passwords are logged46 for audit purposes. Password information is stored in an 

crypted form. 

4.1

Initiati

Enhanc at it meets the functional needs outlined 
by l nology. 

Ration

College
instruct
 
U-W o
iden i
organiz
various

      

• Data is interpreted consistently and updated almost “live” across all serv
managed by the authentication and authorization system.  
 

The operational and management overhead of enabling and disabling access to 
services is reduced. When a new service is introduced, a service accoun
automatically created for all people authorized to use that service. Wh
longer eligible for a service (leaves the University, changes departme
account(s) to which that person is no longer eligible for, are closed.  

• Improved security. The proposed security enhancements will ensure th
provided only to members of the University community who are eligib
service. 

• Distributed management of services. While the authentication and author
management system is operated centrally, the responsibility for ma
distributed to service providers (colleges, ITS and administrative units). S
owners can implement changes quickly regarding eligibility to their services.  

• Faculty, students, researchers and staff can use self-service to manage o

en
 

.3 Enhance the University’s “Contacts” Database (U-Who) 

ve 

e (upgrade) campus “contacts” database so th
col eges and administrative units and so that it is implemented on a supported tech

ale/Need 

s and administrative units need up-to-date contact information for students, 
ors, researchers, staff, and alumni.  

 is the campuh s-wide “contacts” database that provides name, address, electronic 
tif cation and other contact information about the people that are members of, and 

ations that do business with, the University of Saskatchewan. It is used daily by 
 colleges47 administrative units48 and systems49 as well as the Library. Other units 

                                           
e: While the system logs that a user’s password has been changed (including the NSID of the person who 

ed the password), all passwords are stored in an encrypted format and cannot be read by ICT suppo

ng Arts and Science, Graduate Studies and Research 
ing Institutional Analysis, Student and Enrolment Services, University Advancement, Financial 
es, Human R
ng the Cam

46 Not  
chang rt 
staff 

47 Includi
48 Includ

Servic esources, Information Technology Services and Facilities Management,  
49 Includi pus Print System (CPAS) and the Campus Authentication and Authorization Management 

System (SSAM). 
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suc s  
 
The contacts database was developed about si
be a i
changin

Descrip

This in
• with U-Who. 

 

and 

Budget
 

06 2006–07
Costs

)) 3 4 4 4

onsulting

ITS $67,250
System Development Fund (SDF) $54,250 $60,000 $58,000 $58,000

h a  Extension, Residences and Consumer Services have requested access to this data.

x years ago. Funding (resources have) has not 
va lable to enhance the database to meet the changing needs of the University or the 

g technologies.  

tion 

itiative will: 
Work with the Banner Student and Finance to integrate their systems 

• Extend the functionality of U-Who so it meets the new needs of colleges and 
administrative units. Specific address collection issues, including improving e-mail 
address collection will be addressed.  This will position colleges and departments to 
use e-mail as a reliable address, thereby reducing costs of surface mailings. In 
response to fund-raising needs, the organization model will be improved. A self-serve
address change module will be implemented to provide an electronic single point of 
address change for our community of instructors, students, researchers and staff. 

• Upgrade the technology used in U-Who. The contacts database is critical to the 
operation of many systems. In order to ensure high availability, U-Who must be 
“upgraded” to the current, vendor supported versions of the database (Oracle 9i) 
applications development platform.  

 

 

2003–04 2004–05 2005–

Staff (FTE
Staff Salary and Benefits $121,677 $196,342 $196,342 $196,342
Staff training, desktop hardware and 
software, furniture and network 

$19,500 $9,000 $9,000

connections
External Services/C
Software Purchase
Software Maintenance
Server Purchases

See budget assumptions in text below.

Server Maintenance

Total Costs $121,677 $215,842 $205,342 $205,342

Available Funds

Total Available Funding $121,500 $60,000 $58,000 $58,000

Surplus / (Gap) ($176) ($155,842) ($147,342) ($147,342)
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This initiative is supported by the heads of Financial Services, Human Resources, the 
Libraries, University Advancement, Student and Enrolment Services and Institutional 
Analysis.  
 
The budget assumes: 

• No so
tools a

ftware purchases are required. The proposed work will be done using existing 
nd Oracle database licenses. 

 maintenance costs for Oracle and other tools used for campus 

• 

Benefit

• 
pdate 
c.); 

nges to that information) once to the 
niversity rather than to each of the campus units with which they have a relationship.  

• Reduced operating costs for colleges and administrative units.  
 

ni 

me to work on 
 and alumni 

aintain 

ation as soon as it is 

tered once, 

 
tabase n  utility that 

verifies correct postal codes and addresses. Colleges and administrative unit costs are 
educed. One copy of this software is licensed for the campus (rather than once for every 

system). Similarly, technical staffing costs to support this system do not have to be 

• The software
application development will be covered by ITS.  

• There is capacity on ITS servers for the databases and applications.  
Since institutional servers are used, there is no incremental hardware maintenance 
costs associated with this initiative. 

s 

Better service to students and others.  
 

Students and other members of the University community need only to enter or u
their contact information in one place (the Library, Student Central, HRD, ITS, et
their current address information is then available to other units, with whom they 
interact. Students, faculty, staff, alumni and others assume that they will have to 
provide their contact information (or cha
U

Colleges and administrative units do not have duplicate the staff effort required to 
enter and maintain up-to-date contact information for students, faculty, staff, alum
and others. U-Who allows the data entry effort to be shared among several units; 
therefore, unit staff do not have to duplicate data entry and have more ti
other things. New self-service initiatives will allow students, faculty, staff
to update their contact information.  
 

In addition to staff savings resulting from not having to enter duplicate contact 
information, colleges and administrative units do not have to develop and m
their own systems that store contact information. 

• Higher quality (more accurate) contact information.  
 

Colleges and units have access to the most current contact inform
entered. Without U-Who, people (e.g. students) would communicate their contact 
information to one unit (e.g. Library) but this information would not be available to 
others (e.g. SESD, colleges).  
 

Because contact information (or changes to the contact information) is en
potential data entry errors are reduced. 

Additionally, the central contacts da  allows for a single impleme tation of a

r
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duplicated. Bulk surface mailing costs are reduced because we can guarantee that the p
codes are correct. 
 
n summary, U-

ostal 

Who provides a supportive environment for students (students change their 
munications with the campus) and creates campus efficiencies (cost 

avo n t 
Serv e
at t U ddress! 
Wit u on would 
be main -date or incorrect. Colleges and 
adm ct contact 
info a
contact
 

re and Productive ICT Environment 

Init i

Provide
staff. 

Institu

The Un
incr s sed 30 times over the 
last nin
viruses

I
address one for all com

ida ces). Before U-Who, students had to visit each of the Library, Student and Enrolmen
ic s, their college computing facility, the ITS Help Desk and, if they were also employed 

he niversity, the Human Resources Division or Payroll Services to change an a
ho t a fully supported central contacts database, the name and address informati

tained in multiple systems and will often be out-of
inistrative units would have to duplicate the staff effort to maintain corre
rm tion (as well as duplicate the staff effort to maintain multiple systems that store 

 information). 

4.1.4 Secu

iat ve 

 a secure and productive ICT environment for instructors, students, researchers and 

tional Need 

iversity’s ICT resources are constantly assaulted from the Internet at an ever-
ea ing rate. The number of viruses sent to the University has increa

e months. The graph below shows the number of e-mail messages, which contain 
, that are detected and removed by ITS’ e-mail servers daily.  

 

Viruses  Removed Per Day (Peak)

80,000

100,000

20,000

40,000

60,000

0

Spring 2003 Fall 2003 January 2004
 

 
We also block over 5.2 million attempts daily from the internet, to probe or attack campus 
ICT resources. This is a fivefold increase from November 2003. 
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The number of internet-based attacks against University ICT resources will continue to 

crease.  in
 
The effect of successful Internet-based attacks is significant and includes the following. 

• Disruption of University services and prevention of University activities.  
 

Increasingly, successful Internet-based attacks are preventing faculty, students and 
staff from teaching, learning, performing research and delivering services. Successful 
Internet-based attacks have disrupted college, departmental and campus ICT services 
for periods lasting from one hour to a week. In fall 2002, about 10,000 students wer
without ICT services for about two days.  
 

Recently, a vir

e 

us attack affected about 60 computers and 200 staff in one department. 
The department estimated that the virus attack cost them $60,000 in time to rebuild the 

ity. Operations were affected for almost a 

M, once a minor issue and inconvenience, now threatens to swamp the e-mail 

forced to sort through the often hundreds of SPAM messages daily to find the 
ssages for their work. This wastes significant amounts of user time, 
ces to store and present these messages, and presents an opportunity for 

ration, grades, budget, 
etc.) or research (proposals, data and articles, etc.). The loss of this data, if not 
appropriately backed up, can hurt service delivery and research programs.  
 

Other viruses e-mail the contents of an infected computer to others on and off campus. 
The data distributed “randomly” may include budget information, student marks, 
exams, draft research papers, etc.  

• Use of University computers for illegal purposes.  
 

Some viruses use infected University computers for illegal purposes: to distribute 
child pornography and copyright materials such as music, videos and software; to 
“attack” other computers on and off campus; and to harass and threaten others.  
 

These activities are carried on under the “electronic letterhead” of the University. 
External investigating authorities routinely (at least twice a week in 2002) contact the 
University to complain about the systemic abuse originating from University-owned 
computers. Security Services and ITS investigate over 100 incidents yearly relating to 
harassing or threatening e-mail. 

• Increased financial liability for the University.  
 

Students may sue the University if the service disruptions (resulting from the attacks) 
are significant and prevent them from obtaining the quality of education they were 

 to others on and off campus. 

computer systems and in lost staff productiv
month.  
 

SPA
communications systems critical to the research and learning of the University.  
Without SPAM blocking, successful SPAM attacks result in all e-mail users being 

important me
server resour
important mail to be lost, delayed, or forgotten in the flood of SPAM. 

• Modification, deletion and/or distribution of confidential University data.  
 

Some viruses delete (or modify) the data residing on the servers and desktop 
computers they infect. This data may be administrative (regist

expecting.  
 

Some viruses e-mail the contents of an infected computer
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The distribution of confidential information (for example, employee performance 
information) may be the cause for lawsuits against the University. 

• A reduction in the level of public confidence towards the University. 

The Un  
section
secure 
staff. In

• s for preventing Internet attacks (e.g. use of 

• 
• 
• network and servers for signs of attack and intrusion, and respond to this 

• 
-

• 

aff 
a 

• 
• 
• 
• k. 
• ssment of some campus ICT services. 

 
This ac
Univer s 
caused 

Budget

The en
PriceW
Interne
plan n

• 
echanisms). Note: ITS operates over 100 servers. The additional 2 

Initiative Description 

iversity has had to make significant investments in ICT security in the last year (see
 3 for details). Even with these investments, more work must to be done to develop a 
and productive working environment for instructors, students, researchers and support 
 this initiative, ITS will: 
Extend deployment of the existing method
anti-virus and VPN software) to the University community (20,000+ computers).  
Implement, maintain and enhance a network firewall. 
Implement, maintain and enhance a firewall for 60+ institutional servers. 
Monitor 
activity. 
Develop, implement and support methods for “automatically” providing operating 
system and application software security patches to Windows, Macintosh and Linux
based workstations. 
Monitor the evolution of new Internet-based attacks, develop new approaches to 
prevent those attacks and mitigate the effect of successful incursions. 

• Provide ongoing information and training to faculty, students, researchers and st
regarding the new methods of preventing Internet-based attacks, and help them (
community of 20,000+) deploy those methods. 
Continue to enhance the University’s SPAM blocking system. 
Continue to enhance the University’s virus detection and removal system. 
Assist in the development of a campus ICT risk-management/security policy. 
Enhance and improve the security architecture and policies for the campus networ
Assist in performing a security asse

tivity will reduce both the frequency and total effect of Internet-based attacks on 
sity ICT resources, as well as provide resources to more quickly resolve the problem
by successful attacks. 

 

terprise-wide risk management survey, recently completed by 
aterhouseCoopers, recommends the University hire an additional 6 FTE to prevent 
t-based attacks and to mitigate the effect of successful attacks. Based upon initial 
g, ITS would assign the 6 FTE asni  outlined below. 

• Network security: 1 FTE (for network monitoring, analysis and implementation of 
new network security mechanisms) 
Server security: 2 FTE (for server monitoring, analysis and implementation of new 
server security m
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FTE would provide less than one hour of additional time, per day, to be spent on IC
security for each server. 

T 

 methods for 
preventing new Internet-based attacks, provide ongoing information and training to 

, researchers and staff regarding those methods, and help them (a 

ar period (starting with 2 FTE in 2004–05). 
 
In addi -
bas a

 
 

Ben it

Inst ing, 
learning, research and adm
 
The o t 
for t f 
the i

 and e-mail services; impede the operation of desktop 
s, student computing facilities and research labs; halt the 

of online courses; shut down administrative systems such as student registration, 

 at 
ll be used for illegal purposes.  

Pub i
recruitm me more difficult. 
 
Tod ,  
security ed 

Sta 6
Staf l
Staff tra op, hardware and software, 
netw k

Externa
Hardwa $50,000 $75,000 $90,000
Har a

6,325

• Faculty, student and staff desktop computer security: 3 FTE (develop new

faculty, students
community of 20,000+) deploy those methods). 

 
It is unlikely that the University will be able to implement the risk management 
recommendations immediately. The budget proposed for this initiative “ramps up” to the 
recommendations over a three-ye

tion to staff, hardware and software is also required to monitor and prevent Internet
ed ttacks.  

2003–04 2004–05 2005–06 2006–07
ffing (FTE) 2 4
f sa ary and Benefits $121,215 $247,270 $373,325

ining, deskt
or  connections and furniture for new staff

$12,000 $18,000 $24,000
l Services/Consulting
re and Software purchase

s 

Requested Funding (from 2003–04) $190,000 $350,000 $500,000

dw re and Software maintenance $5,000 $7,500 $9,000
Total Cost $188,215 $347,770 $49

ef

ructors, students, researchers and staff depend upon ICT services for their teach
inistrative service delivery.  

 pr posed initiative would provide a more secure and productive ICT (work) environmen
t for all oins ructors, students, researchers and staff. It provides a supportive environmen

Un versity’s strategic directions.  
 
Not proceeding with this initiative will result in a continued increase in the number of 
successful Internet-based attacks upon University ICT resources. Successful attacks can 
disrupt network, Internet, web
computers in offices, classroom
delivery 
library, payroll and fund-raising; and jeopardize CLS operations.  
 
In summary, successful Internet-based attacks will prevent University teaching, learning, 
research and service delivery. University data will be modified, deleted and/or distributed
random to others on the Internet. University computers wi

lic ty of successful Internet-based attacks will damage the University’s reputation; 
ent of faculty and students will beco

ay  almost all universities and other organizations are increasing their investment in ICT
. However, no organization can remove all (100%) of its risk relating to Internet-bas
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attacks
the huge online presences of Microsoft and Amazon are still susceptible to Internet-based 
atta
inves m
 

4.1.5  sed for Planning and Reporting 

iversity 
lanning activities and government reporting. 

as developed in collaboration with, and with the support of, Institutional 
t 

aking, 
s affect 

. 

ormation and reports are not delivered on time or require multiple iterations to produce 

ata—
t and 

 
ell as to 

information and deliver 

ete 

. Even with larger investments in ICT security, organizations such as banks, as well as 

cks. However, the 80-20 rule applies; significant benefit can be achieved for reasonable 
t ents in ICT security.  

Enhance University Systems and Databases U

Initiative 

Enhance the systems and associated “data warehouses” required to support Un
p
 
This initiative w
Analysis (Rob Schultz, Director) and the Integrated Planning Office (Barrie Dubray, Assistan
Provost).  

Rationale/Need 

The Institutional Analysis office (IA) relies upon a number of systems and databases, internal 
and external to their office, to provide information for University planning, decision-m
funding allocation as well as government reporting (which in turn may sometime
funding allocations). 
 
The current systems and databases internal to IA are inadequate to meet current needs
Providing the information required by the University is often a “manual” process. Frequently, 
inf
correctly. 
 
Two of the primary external sources of information used by IA—student and financial d
will change over the next two years as the University implements the new Banner Studen

inance systems. F

Description 

This initiative will: 
• Consolidate some of the multiple processes and applications used to provide 

information required for Systematic Program Review, Saskatchewan Universities
Funding Mechanism support, Maclean’s survey and integrated planning as w
meet various University (e.g. the University Statistics Book) and government 
reporting requirements.  
 

This will reduce the effort required to provide the required 
more timely service.  

• Integrate the IA’s systems and databases with the Banner Student and Finance 
databases as they are implemented. 

• Replace the Course Inventory System that, like the current SIS v1.0, is an obsol
technology no longer supported by the vendor.  

• Plan and implement ESIS reporting, as part of the University’s federal government 
reporting obligations. IA is responsible for this reporting.  
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• Enhance the capabilities of the existing systems and databases (e.g. iDat).  
The first phase of iDat will go into production at the end of this fiscal year. It will 
bring the University closer to developing an online ten-year history of student, 
financial and faculty data. The information will be used for mandated University and 
government reporting including the University Statistics Book, integrated planning 

• Improve reporting by implementing a self-service capability for administrators 
llege and other) and researchers to access aggregated University data as well as a 

 

 
The bu

ting 

s-

2003–04 2004–05 2005–06 2006–07
Costs

reports, and the Systematic Programme Review. 

(co
query tool to access University data for analysis. Access to data must be provided only
to those who are authorized to use this data in their work. 

 
 

Budget 

Salary (FTE) 5 6 4
Staff Salary & Benefits $309,664 $375,112 $226,645
Staff training, desktop equipment, furniture 
and network connections

$30,875 $17,250 $10,500

Software Purchase
Software Maintenance
Server Purchases
Server Maintenance

Total Costs $340,539 $392,362 $237,145

dget assumes: 
• No software purchases are required. The proposed work will be done using exis

tools and Oracle database. 
• Oracle, SAS and software tool maintenance costs will be covered by ITS for campu

wide use.  
• There is capacity on ITS servers for the databases and applications.  

Funding
Institutional Analysis $70,287 $42,172 $35,143
Si Project has some funds for CIS 
implementation (falls into data mart/ad hoc 
reporting category of project)

$15,152 $30,304

UniFi Projec
funds set asi

t re: CIS implementation - no 
de during project budget stage

$0 $0 $0

Sys m Develote pment Fund $60,000 $60,000 $60,00

Available Funding $145,439 $132,476 $95,143

Sur

0

plus / (Gap) ($195,101) ($259,886) ($142,002)

Requested Funding (over 2003–04) $200,000 $260,000 $140,000

regarding these costs.
See assumptions, in text below, 
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• Since institutional servers are used, there will not be incremental hardware 
maintenance costs associated with this initiative. 

s 

Reduced effort to provide the information required for University planning and 
reporting. 

Benefit

• 

• 
• gies. 

nhance Alumni and Donor System (U-Friend) 

 

im

paign as 

tensive 

ng fund-raisi
• Modify U-Friend so that it integrates with Banner Student. U-Friend uses data from 

the student information system to populate its alumni database.  
interface to the University’s electronic payment infrastructure. 

on, pledge reminder calling and student orientation; it can 

S$5,000/user).  
 and U-Who. 

• More timely delivery of information. 
Compliance with government reporting requirements (e.g. ESIS). 
Systems and databases that use vendor-supported technolo

4.1.6  E

Initiative 

Enhance the University’s Alumni and Donor system in order to provide reliable support for 
the University’s fund-raising activities, to integrate this system with Banner Student and 
Finance, and to allow electronic donations. 

Rationale/Need 

University Advancement’s (UA) mandate is to build life-long relationships with prospective 
students, current students, alumni and donors. UA depends upon the Alumni and Donor 
System (U-Friend) to track these relationships and to raise money for the University. 

Some enhancements to U-Friend system and infrastructure are needed to provide reliable 
support for the University’s fund-raising. Integration is also needed with the soon-to-be-

plemented Banner Student and Finance systems (the need for integration was not 
anticipated until recently). 

Description 

This initiative will: 
• Implement system enhancements, as required, to support the fund-raising cam

described in University Advancement’s four-year plan. 
• Modify U-Friend so that it integrates with Banner Finance. This will require ex

modifications to the financial portions of U-Friend, including the recording and 
reporting of monies gathered duri ng campaigns.    

• Implement an 
• Upgrade the Campus Call system to support University fund-raising. This system is 

used for telephone solicitati
potentially also be used for student recruitment. Additional software licenses are 
required (U

• Develop separate development and testing environments for U-Friend
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• Implement potential separations of U-Who and U-Friend based upon 
recommendations of U-Who Evolution Project. 

• Re
en

view institutional needs to determine if the current system should be replaced or 
hanced (scheduled for 2006–07). 

Bud et

imp
integra  the long-term replacement or 
upg

4.1.7  

Initiati

Ens iversity 
uni n

Ration

Studen ility to pay fees for services and goods electronically.  
Col e
service allows for secure, audited ongoing operations in accepting personal information such 
as credit card numbers. 

06–07

f 4
$143,627 $196,342

twork connection and 
$9,750 $12,000

covered by existing ITS budget.
covered by existing ITS budget.

ce covered by existing ITS budget.

 2003–04) $13,000 $35,000 $65,000

g  

2003–04 2004–05 2005–06 20
Costs

Staf  (FTE) 2 3
Staff Salary and Benefits $60,608 $126,055
Staff desktop hardware and software, $13,000
training, ne
furniture

External Services/Consulting
1Software Purchase $25,000
1Software Maintenance
Server Purchases
Server Maintenan

 

University Advancement $60,608 $126,055 $143,627 $143,627

Surplus / (Gap) $0 ($13,000) ($34,750) ($64,715)

Requested Funding (above

Total Costs $60,608 $139,055 $178,377 $208,342

Available Funds

Benefits 

This initiative enhances a system that supports revenue generation for the University. It 
roves self-service capability for alumni, donors and friends. It ensures data quality by 

tion with Banner Student and Banner Finance. A plan for
rade of U-Friend will be developed. 

Maintain and Enhance Electronic Payments Infrastructure 

ve 

ure that a secure electronic payment and refund infrastructure is available to all Un
ts i  order to provide desired customer service. 

ale/Need 

ts consistently ask for the ab
leg s and departments on campus want to respond to this request. A central e-payment 
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Som o eloping an 
institutional system

ns contact with the credit card processor on 
ontract. 

• Less duplication of programming effort, thereby improving efficiency, reducing the 

 
actices, the 

e f the reasons the University’s administrative units50 expressed for dev
 included: 

• Better student and outside community service by creating a central University of 
Saskatchewan pay page that maintai
c

potential of errors and avoiding costs. 
• Sensitive credit card data is not stored on campus. 
• Central logging of electronic payment and refund transactions in support of privacy 

legislation and audit needs. 
• Centralized servers have a high level of security suitable for the needs of this type of 

application (e.g. units may have their servers in an office). 

Description 

Technical consultation will be provided to applications developers who to wish use 
e-payments. This could include: 

• Banner Student and Banner Finance. 
• Alumni and Donor System (U-Friend) 
• Colleges for conference registration and booking 
• Bookstore  
• Extension Division for attendance at non-credit courses 

New security measures will be implemented as required by University business pr
Provincial Auditor or legislation. 

                                                 
50 Financial Services, University Advancement, the Extension Division, Student and Enrolment Services, the 

College of Kinesiology, Consumer Services, Audit Services and Information Services are involved in the 
development of the electronic payment infrastructure. 
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Budget 

 

 

Benefits 

This initiative will provide supportive and cost-effective e-payment environment that will aid 
in recruiting and retaining our student body. The University of Calgary was considering the 
elimination of fee payment by credit card to avoid the fees paid to credit card companies for 
this service; the student body strongly disapproved of this initiative noting that being able to 
pay fees via credit card and online was a benefit to students.51

 
Without a fully supported central electronic payment and refund system, the information 
would be maintained in multiple systems increasing our exposure to errors, including 
breaches of security or privacy.   
 
The central electronic payment and refund system allows for a single implementation of a 
utility that verifies correct postal codes and addresses. This reduces software licensing costs, 
implementation costs (once rather than for every application wanting to accept credit cards 
online) and audit costs associated with ensuring correct implementation of financial 

  
applications. 
                                               
 Calgary Herald, February 2, 2004   51

Staff (F
Staf a
Sta a
furniture
Sof r
Soft r
Ser
Server M $850 $900 $1,100

Available Funds

ITS staffing paid from contingency; staff training $49,201

f 
tran t $4,700 $4,300 $6,300 $2,500
Ann  $4,050 $2,160 $3,240 $3,240
Tra c 1000 $1,500 $2,100 $2,290

Sys  
Si! Proj n $30,000
ITS f 6 $11,699 $12,869

6 $23,339 $20,899

Requested Funding (over 2003–04) $35,000 $40,000 $30,000 $35,000

2003–04 2004–05 2005–06 2006–07
Costs

TE) 1 1 1
lary and Benf S efits $108,587 $39,752 $39,752 $39,752

ff tr ining, desktop hardware and software, 
 and network connection

$3,900 $1,800 $1,800

twa e Purchase $67,116
a e Maintenance $9,669w $10,636 $11,699 $12,869

ver Purchases $8,275
aintenance

Total Costs $193,647 $55,138 $54,152 $55,522

Implementation Fees per application; one of $200, 
$500 or $1,000 depending on volume o

sac ions
ual operating fees

nsa tions fees 

tem Development Fund (SDF) $60,000
ect Contributio

/So tware maintenance $9,669 $10,63
Total Available Funding $158,620 $18,59

Surplus / (Gap) ($35,027) ($36,542) ($30,812) ($34,622)
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4.1.8 Extend Hours of Support For Core ICT Services 

Initiative 

r web 

ely 

re the 
puting 

rse o e n o their 
desktop computer or access network resources (e.g. file servers, library). 

• A researcher’s grant application or publication is not considered because the 
submission deadline was missed (because the campus access to the CA*net was down 

 because the file service was inoperable and the application form was unavailable for 

se 
p in my activities. I do not expect "five nines" reliability, but 

 
 

tomorrow (Sat. and Sun), in a set of experiments at a laboratory in Berkeley, CA. I am 
                                                

Extend the hours of support for key (core) ICT services to evenings and weekends, in order to 
meet the needs of faculty, students, researchers and prospective students. 

Rationale/Need 

Every hour of every day, there are instructors, students, researchers and staff who are 
working. Much of their work depends on core ICT services such as the campus network, 
Internet access, e-mail, web services, WebCT,  portal, help desk, About-US (HR and payroll 
system52), e-payment system and the student registration/information system. Prospective 
students from all around the world access the University’s web site; they expect that ou
site and online admissions system will be available 24x7. Instructors, students, researchers 
and staff expect that most ICT services be operational during the hours that they work 
(evenings and weekends).  
 
While efforts are taken to build highly reliable services, some service outages are inevitable. 
Since ITS cannot provide extended hours of support with the current staffing level, service 
outages may last overnight or over a weekend. The effect of these outages can be extrem
disruptive. Some possible outcomes could be: 

• Students are unable to complete their coursework because of an ICT service failu
day prior to the due date (e.g. a network outage affects a college student com
facility or WebCT is inoperable). 

• Students are unable to register for courses or make course changes prior to the 
deadline because the server that runs the student information system fails. 

• Instructors do not complete their cou  preparati n becaus  they can ot log int

or
electronic submission). 

 
The Research, Scholarly and Artistic Works Committee of Council has identified extended 
hours as an important service improvement in support of research. The lack of off-hours 
support is the most common complaint about ITS’ services.  

• A researcher writes (May 2003). “This is the second weekend in a row when all e-mail 
through Duke has ground to a halt. As one who relies on e-mail for time-sensitive 
professional communication, over weekends and early AM during the week, the
outages put a serious crim
I do expect that when things break, they will be fixed before Monday morning.” 

• The same researcher writes (July 2003, during a severe virus attack): “The mail server
seems choked again (see previous e-mail, below). I don't want to hector, but please let
me explain why this is an issue for me today. I have two students working today and 

 
 and weekends in order to ensure that payroll schedules are met. 52  HRD staff regularly work evenings
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trying to supervise them remotely. One step in this supervision is examining d
then di

ata, and 
scussing the next set of experiments. The method for sharing data is e-mail.  

They often alert me to problems by e-mail, as this is usually the best way to get a hold 

August 2003: “…the duke e-mail program is stalled. On the bright side, at least 
 not getting the sobig virus ;-).  I just spent 50 minutes on the phone with a 

s a bit embarrassed. 
However, we had a schedule, and this exchange couldn't wait until Monday.  I'm also 

ave a dialog with one of my students, and set up travel plans with a 
ils. I 

hen 

s 
 advise 

 

Des ip

This n
eve g

of me.” 
• On 

I'm
colleague from McMaster, in which he read out the e-mail that he sent me this 
morning. He was a bit shocked that my e-mail was down, and I wa

trying to h
colleague in Wisconsin. He probably thinks I'm ignoring his rather urgent e-ma
will reiterate my previous point -- we really need a way to get the e-mail running w
it goes down in the "off hours".” 

• An instructor writes (December 2004): “We are planning to use WebCT for (our) 
courses and I understand that ITS supports WebCT with a 24/7 commitment. I was 
asked by our development team to contact you to confirm that we could count on thi
level of support in the event that we convert (our) program to Web CT. Can you
me on this please.” 

• An Associate Vice-President left voice mail for the ITS Director, Sunday afternoon, 
February 8, 2004: “I am having trouble with my password. I phoned the help desk but
there was no answer. I was wondering if you could help.” 

• A department head left voice-mail on February 9, 2004. “... our network in part of the 
Health Sciences building has been down all weekend. Even today, some people who 
had to register with the federal government can’t yet make the contact. I can’t reach 
the help desk. Can you please look into this? We can’t even print.” 

cr tion 

itiative will extend ITS hours of operation so that core ICT services are ava i ilable 
nin s and weekends. 

Both in-person•  and on-call staff53 will be available to extend support for core
services to evenings and weekends.  
 

The core ICT services will include the campus network, Internet access, e-mail, web 
services, WebCT, portal (PAWS) and the help desk as well as the servers that run the 
student registration/inform

 ICT 

ation, About-US and e-payment systems. Note: Extended 

ch is open weekdays 8:00 a.m. 

                                                

hours of support for the About-US and Si system (application) is not included in the 
initiative.54  
 

Coverage hours will be based on the main library, whi
to 11:00 p.m. except Friday (closes at 5:00 p.m.), Saturday 10:00 a.m. to 6:00 p.m. and 
Sunday 11:00 a.m. to 11:00 p.m.   
 

Coverage will be adjusted based on both need and budget. In the long term, the 
University may require 24x7 support for core ICT services. The increased cost for this 

 
53 This will include help desk (2 FTE), server support (1 FTE) and network staff (0.5 FTE).   
54 Extended hours of support for About-US or Si! systems will be budgeted within the support plan for that 

system. 
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coverage is high and not included in this initiative. 
 

A system will be implemented to track trouble calls. This will provide the required 
coordination of support efforts among staff on varying shifts, as well as online 
information on current support issues and problem resolutions.      

 

 so that core ICT services are available 

Budget

The following table outlines the funding requested
eve g

 

a 
Educause Core Data Survey, 2002] 

 
 ITS “
need to extend its hours of support 56

Univer

           

nin s and weekends, as outlined above.  

 
 
The average hours of operation for a help desk at North American doctoral/research 
universities is 82.5 hours per week. Thirteen per cent (13%) of these universities operate 
24x7 help desk. [Source: 

’ main” help desk is operational 45 hours per week.55 In the future, the University will 
for core ICT services to 24x7.  This will increase 

sity costs significantly. 

                                      
55 A “satellite” help desk is operational, 5:00–9:00 p.m. (Monday to Thursday) and for four hours/day on 

weekends. The help desk focuses on supporting distant education students and students using the Learning 

become 24x7.  

6 - 07

Numbe
Staff sa

Staff tr
softwar
furnitur

0

Ext a
Cal a
su

2003-04 2004 - 05 2005 - 06 200
Costs

r of Staff 3.50 3.50 3.50
lary and Benefits $224,692 $224,692 $224,692

aining, desktop hardware and 
e, network connection and 
e for new staff

$22,750 $10,500 $10,50

ern l Services/Consulting
l tr cking software implementation & 

pport (amortized over 3 years)
$50,000 $50,000 $50,0

re Maintenance $5,000 $5,000 $5,000
Purchase/Upgrades
Maintenance

will becovered by existing ITS budget, 

00

Softwa
Server 
Server 

2

Less av

1)

as required.
Total Costs $302,442 $290,192 $290,19

ailable funding

USR-net Operations $34,840 $34,840 $34,840
Surplus / (Gap) ($267,601) ($255,351) ($255,35

Requested Funding $270,000 $260,000 $260,000

Commons. 
56 For example, 24x7 support for the campus network and associated services will be required when CLS 

operations 
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Benefit

ICT service
evening staff 
will be
 
This w
underg s 
expect 
 

ative will help the University’s internationalization efforts. Our web site (and portal, 
) is usually their first contact with the University. The web server, campus 

ess 
 registration and e-payment systems must also be 

available 24x7. 

–07 

s 

s, critical to teaching, learning, research and service delivery will be available 
s and weekends. The duration (and effect) of service outages will be reduced as 

 available, evenings and weekends, to resolve major problems.  

ill help the University to recruit and retain faculty and researchers, as well as 
raduate and graduate students. Faculty, prospective students, students and researcher
the availability of these core services over extended hours as matter of course.  

This initi
in the future
network and our access to the “commercial” Internet must be available 24x7 to support acc
from all time zones. The student admissions,

 
We live in a world where University work (preparation for teaching, learning, research and 
electronic service delivery) is done every hour of every day of every week. We have users 
accessing our services from other time zones on a regular basis. For the University to be 
competitive and achieve the excellence it aims for in the quality of its education, service and 
research, its ICT services must eventually be available 24x7. Extended hours of ICT support 
provides a more supportive environment for all the University’s strategic directions. 

4.2 Improve Foundational ICT Services Specific to Each of Instruction, 
Learning and Research  

 
ITS provides many services that support instruction, learning and research. Three sub-
initiatives are proposed in this section to improve services specific to teaching, learning 
(student computing) and research.  
 
The initiatives are outlined, in priority order, below. The following budgets are proposed for 
this planning cycle. Note: The budget figures are incremental to the 2003–04 operating 
budget. 
 

 2003–04 2004–05 2005–06 2006
Increase Instruction Support  $270,000 $380,000 $500,000
Increase ICT Services in Support of  $300,000 $375,000  $450,000 
Research, Scholarly and Artistic Work 
Support Student Mobile Computing  $340,000 $310,000  $360,000 

Total  $910,000 $1065,000, $1,310,000
 

4.2.1 Increase ICT Support for Instruction  

ing processes of the University by providing appropriate tools 
and support to instructors as they incorporate technology into their teaching. This will 
improve the quality of education, aid in attracting and retaining superior students and faculty, 

Initiative 

Improve the teaching and learn

and minimize the effort spent by faculty in the logistics of teaching. 
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Rationale/Need 

s 
 

lty, students and 

n 

nts, the learning environment must include access to all course materials  
electronically, a rich set of communication and collaboration tools, and access to 

y 

 
support one or more of these goals. 

s.  
vices and support is increasing: 

 
echnology Enhanced Learning initiative. The University is developing 20–25 new 

online courses per year. 
mand for seats in ITS training courses regarding WebCT, Web 

ing, owerPoint, e
ides faculty and eans to “deliver” 
o des new too -r oni n. 

• Faculty members expect to teach in classroo  co mputer network, 
and data projectors. The institution’s capability to facilitate an instructor’s use of 

dynamic faculty members. 
 

rsity expects ITS to provide leadership in evaluating, providing and supporting 
ebCT and its integration with student registration, electronic 

 
aching 

and learning. 

The Strategic Directions document outlines some of the challenges facing the University a
we enter the twenty-first century. These challenges include: rapid change and the need for the
University to be responsive and flexible; increased competition for facu
resources; and the need to prepare our students for a global, knowledge-based economy.   
 
Within this environment,  

• Faculty want access to modern, easy-to-use technologies that support rather tha
hinder their goals and allow them to focus on teaching and research. They want 
assistance in the use of these tools and in the development of electronic resources to 
support their teaching strategies, as required. Finally, faculty want to retain control of 
how or if technology is applied in the delivery of their courses. 

• For stude 57

discipline-specific software, training and assistance. Online resources must be 
accessible from any classroom or study space on campus and from their homes. The
want ICT services levels to approach 24 hours a day, 7 days a week. They would like 
the information presented to them to be tailored to their needs. The effective 
incorporation of technology in instruction is a factor in student recruitment and 
retention. 

• The University seeks to improve the quality of education and the educational 
experience, to reduce student failure/drop-out rates, increase revenue and/or reduce
costs. Technology investments should 

 
The University has made progress in incorporating technology into instructional processe
However, demand for additional ser

• Usage of WebCT is increasing at 50% per year. There are now 118 courses and 3,800 
students (almost 25% of all students) using WebCT. 

• The Province and the University are engaged in a multi-year multi-million dollar
T

• There is increasing de
page editing, digital imag

• The new PAWS portal prov
P tc.  

 students with ano
ls for class

ther m
ated electrcourse content online and pr vi el

mputers, co
c interactio

ms using

technology is a factor in recruitment of 

The Unive
current tools such as W
conferencing, whiteboard software, and video streaming services. There is increasing pressure
from faculty and students for ITS to provide and support other technologies to aid in te

                                                 
 Including class handouts, n57 otes, assignments, lectures and library resources. 
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Description 

This initiative consists of three parts: 
• Help improve teaching and learning by providing instructors with additional ICT tools 

•  stating how it will use information and 
hnology to deliver courses, or portions of courses, electronically. 

A. Help

and the associated technical support they require to incorporate technology into their 
teaching processes. 

• Develop, evaluate and recommend, in consultation with instructors and other units, a 
standard set of tools for use in teaching and learning.     

 Assist the University to develop a plan
communications tec

 improve teaching and learning by helping instructors incorporate ICT into teaching. 

This in
to help
with in  use in teaching a  
lear
 
ICT To
 
Many i
include
course t for 
some e

s 
• 
• 
• online quizzing software 

lectronic portfolios of 

 
The ou ving set of standard software available for instructors 
(fac y
robust port to ensure a very high degree of 
perf
 
Tec i
 
Additio

rovide  their teaching.  

 

                                                

itiative will provide instructors with (1) additional ICT tools and (2) technical support 
 them incorporate these tools into their teaching processes. It will also, in consultation 
structors and colleges, (3) evaluate and recommend ICT tools for nd

ning.58  

ols 

nstructors already use a variety of ICT software tools in their teaching. These tools 
 e-mail, discussion forums, computer (optical mark recognition) marked exams and 
web sites.  This initiative will provide new software tools (including replacemen
xisting tools) for faculty to use in instruction. The software tools could include: 

• e-collaboration software such as videoconferencing and electronic whiteboard
tools for developing online learning/course content  
online student feedback survey and polling software 

• software to generate exams from question databanks 
• software to help student (and faculty) maintain e-portfolios (e

their educational experience or teaching experience) 
• improved integration of these tools with student enrolment, class lists, grades 

handling, etc. 

tcome will be a rich, evol
ult , graduate students, etc.) to use in their teaching. This software will be hosted on 

and secure servers with appropriate technical sup
ormance and availability.  

hn cal Support 

nal technical support (online documentation, in-person help and training) will be 
d to help instructors incorporate and use instructional technology inp

Some examples of instructional tools, for which support will be provided, include: 
• course management systems and learning management systems (e.g. WebCT)

 
58 For face-to-face, mixed-mode and distributed teaching and learning. 
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• software tools for developing electronic learning/course content  
• e-collaboration software such as videoconferencing, e-whiteboards, and application 

sharing 
 student feedback survey and polling software 

•  

 
Technical as ces 
pro e
 
Additional technical support is required in order to reduce the time faculty will spend learning 

l support will be provided through a combination of a small number of full-time 
any students. Many universities have used students to provide technical support to 
e use of instructional technologies; this approach is often called the Student 

• online
• online quizzing software 
• software to generate exams from question databanks 
 tools to help instructors “capture” their lectures electronically so students can (re)view

them “anytime, anywhere”59 
• software to help students (and faculty) maintain e-portfolios 

sistance will also be provided to help instructors incorporate online resour
vid d by textbook publishers into their courses  

how to teach with instructional technology. College and department staff will become 
conversant with these tools (through training) and will be able to provide local support. 
Instructors will be informed about the availability of various tools and have adequate access 
to consultants and assistance using those tools. 
 
The technica
staff and m
aculty in thf

Technology Assistant program. We propose that graduate students be used as technology 
assistants. Using graduate students would have the additional benefits of giving them some 
exposure to teaching and experience with teaching technologies. 
 
B. Evaluate and Recommend ICT Tools for Use in Instruction  
 
Thr g hip for the institution in 
eva t rning. The outcome will be a 
collabo d to prioritize the effort and 
exp ose tools.  
 

The e nts and faculty that 
mig o
Standar oftware licensing and support 
staf o  be 
developed in the following areas: 

• Learning object repositories 

ols 
hiteboard tools 

• Desktop videoconferencing tools  

                                                

ou h this initiative, ITS will provide consultative leaders
lua ing and recommending ICT tools for teaching and lea

rative effort to evaluate and select appropriate tools an
enditures required to deploy th

 us  of a “standard” set of tools mitigates the training effect on stude
ht ccur if they were required to use multiple tools to perform the same function. 

dization of tools could also reduce total institutional s
f c sts. It is anticipated that through this process, campus-wide “standards” would

• Help desk services and call tracking systems 
• Course management systems 
• Online quiz and exam to
• Electronic w

 
59 This includes webcasting live events and streaming archived events. 
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C. Assist the University develop a plan for electronic course delivery. 

n. SomGovernments and universities are investing more in technology to support instructio
of the reasons for these investments follow. 

e 

iscussion 

• 
 

For a e for many of its courses 
5% 

ase retention rates (and reduce the 

 the 
 
 

 models were used. Each model varied by the 

n the 

 
 courses; 

ourse prior to redesign (lower 

 

universities include the University of Central 

•
• To provide flexible learning opportunities 
 Changing demographics and expectations of faculty and students 

• To support different learning styles 
• To increase accessibility  
• To meet market demand 
• To enhance student and faculty communication and d
• Potential cost savings 

Potential revenue generation 

 ex mple, one university determined that the student retention rat
was 65%. It estimated that about $14 million of instructor salaries was spent teaching the 3
of students who did not return. It is now investigating what investments, including 
nvestments in instructional technology, would increi

amount of “wasted” teaching time).  
 

PEW Charitable Trusts has funded a project to determine how universities can improve
quality of student learning and reduce instruction costs through the use of technology. Thirty
institutions were given a grant of $200,000 per course to redesign 30 large-enrolment courses
using technology. Five different course redesign
amount of technology used (e.g. from where technology was supplemental to a traditional 
course to where the entire course was delivered using technology). Results show that:60  

• student learning improved in 20 of the 30 courses with no significant difference i
other 10; 

• course delivery costs were reduced an average of 40% reduction (with a range of 7%
to 77%). This amounted to $3.6 million per year for the 30

• student completion rates were higher than for the same c
drop-failure-withdrawal rates); and 

• students were more satisfied with the mode of instruction offered by the redesigned
courses.  

Many universities now depend heavily, or solely, upon information and communications 
e of these technology to deliver courses. Som

Florida, UMassOnline,61 the University of Phoenix62 as well as some Canadian universities. 

                                                 
60 For more information the redesign process, see Center for Academic Transformation www.center.rpi.edu. F

more information about the results, see “Improving Learning and Reducing Costs: New Models for Onlin
Learning”, Educause Review, Septemb

or 
e 

er - October 2003 http://www.educause.edu/pub/er/erm03/erm035.asp
 
61 U s earning division, announced that online 

ed 3%, respectively, in 2003. Revenues from the 
co i  exceeded $11 million, up from $7.8 million in 2002, while 
enrollments reached 13,375, up from ore than 90% of the revenues are retained by the 

Ma sOnline, the University of Massachusetts's Web-based l
ucation program revenues and enrollments grew 40% and 3
mb ned online programs at the university

 10,039 in 2002. M
Umass campuses to support education and research programs. 
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The n st determine how it will use technology for course 
deli r ons that should be asked regarding how we will use 
tech l ections and enrolment plan. Should we use 
technology to increase accessibility, to deliver niche programs in which we excel, for large 

ruction costs, to 

Thi  ut a plan, the 
University m  ICT. ITS will assist 
in t d th colleges and other service providers (e.g. 
Library, Extension, Teaching and Learning Centre, Media and Technology, Extension). The 
current planning done around the University’s participation in the provincial TEL (technology 
enh provide a starting point for the development of a campus 
plan

Bud t

The l mental funding proposed to improve the availability of 
 

                                                                                                                               

 U iversity of Saskatchewan mu
ve y. There are number of questi
no ogy to best support the strategic dir

courses, for undergraduate courses, for graduate courses, to reduce inst
increase revenue, to provide students experience with online learning and/or to improve 
retention rates?  
 

s is an important strategic choice that will help shape our future. Witho
ay not be taking advantage of the opportunities presented by

he evelopment of this plan in collaboration wi

anced learning) program can 
. 

ge  

 fo lowing table outlines the incre
instructional technology software tools and technical assistance to instructors in the use of this
technology.  

                          
T  
needs, ing market 
du

 

"Dista s and all of higher education," UMass interim President 
Ja M
w e e 
are ex ore with less state funding, UMassOnline is mobilizing our five campuses to create 
entrepreneurial revenue-generating online programs, multi-campus collaborations, innovative faculty training, 
increased national visibility and significant cost savings for the university." 
Source: UMassOnline press release, November 6, 2004. 
http://www.umassonline.net/news/shownews.cfm?news_ID=47

he school attributes its rapid growth to the continued addition of new online programs that serve community
high levels of online student satisfaction, and its recognition in the national distance learn

e to factors such as winning several national distance learning awards. 

nce learning is critical to the future of UMas
ck . Wilson said. "Without it, we cannot adequately serve students who live far from our campuses or 
hos  work and family lives make traditional higher education an unattainable goal. Also, at a time when w

pected to do m

 
62 The University of Phoenix is probably the best known North American “online” university. The University 

information, see www. http://onl.uophx.edu/ 

was founded in 1976 and states that it has granted more than 171,000 degrees. It offers both online and face-
to-face instruction. It has128 campuses (including at least one Canadian location) and offers courses 
worldwide via the Internet. In late December, their ads were being run on a local radio station. For more 
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2003–04 2004–05 2005–06 2006–
C osts

N um ber o f staff (FT E ) 2 .25 2 .75 3 .25

 

Benefits 

The ap

Server P urchases
Server M aintenance

T otal C osts $268 ,000 $377 ,500 $498 ,000

R equested  F unding  (from  2003–04) $270 ,000 $380 ,000 $500 ,000

covered  by existing servers o
existin

propriate use of electronic teaching tools can increase the effectiveness and efficiency 
ching process and enhance the educational experience for students, thereby 

ons. Specific benefits include: 

on.  Students expect course materials to be available on the Web, and expect to 
be able to communicate with instructors via e-mail.  

• Students with varying learning style preferences will benefit from alternative forms of 
instruction, such as can be supported using technology. This should help improve 
student success and satisfaction and should result in increased student retention. 

ork, 

e world to enrol in University 

 
A propriate tools should minimize the 

e 
to
U ing 
p g 

07

00 ,000

25
0 ,000

88 ,000

0 ,000
nance $5 ,000 $7 ,500 $10 ,000

r IT S  

S taff sa lary and  benefits $140 ,000 $170 ,000 $2

N um ber o f students 10 16
Student salary and  benefits $70 ,000 $120 ,000 $18
Student desktop  hardware and  software $3 ,000 $5 ,000 $8 ,000

Subto ta l studen t rela ted  costs) $73 ,000 $125 ,000 $1

Softw are P urchases $50 ,000 $75 ,000 $10
Softw are M ainte

g budget

of the tea
supporting the Strategic Directi

• Usage of technology in instruction is a powerful factor for students in selecting an 
institution. Effective incorporation of technology in instruction is a factor in student 
retenti

• Faculty members expect to teach in classrooms using computers, computer netw
and data projectors. The institution’s capability to facilitate an instructor’s use of 
technology is a factor in recruitment of dynamic faculty members 

• Enrichment of content using technology and media, as well as effective use of new 
interactivity facilitated electronically, can improve the learning and satisfaction of 
students. 

• Enabling undergraduate and graduate students around th
distributed education courses also contributes to recruitment and retention. 

• The use of technology in blended learning (part face-to-face and part online) is 
expected to increase efficiency in teaching of large enrolment courses.  

• Instructors would spend less time struggling with ICT and would have more time to 
spend on their teaching and research. 

 collaborative approach to evaluating and selecting ap
number of similar tools that are in use and must be supported on campus. Collaboration on th

ols might extend to other institutions (in the province or in consortia like COHERE). 
sing graduate students as student technology assistants will involve them in the teach
rocess and get them familiar with the tools themselves. This will be a step towards makin
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them better instructors, and gives them some additional experience for their e-portfolio. It has 
the added benefit of applying additional funds to financial support for graduate students. 
 
Finally, a coordinated approach for the use of information and communication technology for 
course delivery should result in economies of scale, efficiencies in the number of software and 
hardware licenses required and a more effective training and support program. A coordinated 
plan has the added benefit of allowing the University to present a united front to outside 
agencies with respect to distributed learning. 

Partnership 

This initiative will be undertaken in collaboration with the Teaching and Learning Centre, 
colleges, Library, Extension and the Division of Media and Technology. 

4.2.2 Increase ICT Services in Support of Research, Scholarly and Artistic Work 

Initiative 

xisting, and develop new, ICT services and facilities that support research, 

One f
commit
technol
availab

Enhance e
scholarly and artistic work.  

Rationale/Need 

 o  the stated strategic directions for the University is to increase campus-wide 
ment to research, scholarly and artistic work. Information and communications 
ogy is an enabler of research in virtually all disciplines. Most of ITS’ services are 
le to all campus users—instructors, students, staff and researchers (e.g. the campus 

netw r
licen e
anti-vir
 
How
researc line 
grant a port of research. 
As 
softwar
struggle to find the time to keep the technology operational and secure.  

A s te
help bu e 
rese eir 
researc t to 
res c
sup r

 

o k, Internet access, access to research networks, e-mail, web services, file services, site 
s s and/or educational software licenses pricing, statistical software support, desktop 

us software, training, etc.).  

ever, ITS provides very few services that are directed only towards the support of 
h (e.g. access to compute resources, training on the use of SSHRC and NSERC on
pplication forms). Colleges provide few ICT services directly in sup

a result researchers are mostly on their own with respect to ICT support, hardware and 
e. In addition to applying the ICT technology in their discipline, many researchers 

 
tra gic and significant campus investment in ICT support and facilities for research will 

ild and share technical expertise, will provide resources not readily available to som
archers, and will free up faculty time to focus on, and become more successful in, th

h, scholarly and artistic work. In other words, the increased commitmen
ear h, scholarly and artistic work (RSA) called for in the strategic directions can be 
po ted with more ICT support for researchers. 

Description 

ITS has consulted with the Research, Scholarly and Artistic Work Committee of Council, the 
Office of the Vice-President (Research), and the Dean (Graduate Studies and Research) 
regarding specific ICT services that would help improve University productivity and success
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in research, scholarly and artistic work. This consultation identified three groups of services 
as follows: 

• services that would benefit the broadest number of researchers; 
• services that would benefit the research efforts in a variety of disciplines; and 
• services that would support specialized, high-priority research areas. 
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ICT services benefiting the broadest number of researchers:  
• Provide consulting regarding the ICT components of research grant proposals.  
• Develop a database that would help faculty store and maintain their curriculum vitae (CV). This 

CV database would have the ability to convert CV information from the database to the formats 
required for research grant applications, web pages, and text versions for papers. 

• ers with very  Provide an electronic file storage, backup, retrieval and archive service for research
large data needs. The current backup processes are often inadequate. A central service would off-
load the operational responsibility from researchers.  

• Improve on-campus access to ICT for graduate students, especially graduate students outside of 
the sciences. It has been suggested that the University develop a computing facility that contains 
the hardware and software these students require. 

• Provide ICT mentoring to graduate student assistants or research assistants who do not have an 
background in ICT, to help ensure they are following good programming or web site practices—
version control, documentation, off-site backups, testing plans, etc.  

• Provide systems administration and security management services for Windows and Linux-based 
workstations and servers. Most researchers and small research groups do not have dedicated ICT 
staff; this service would offload researchers from having to become ICT experts and from 
performing regular operational ICT activities. As an alternative, assistance in the form of training, 
mentoring, consulting and security monitoring can be provided to researchers and their research 
staff (often graduate students) in performing those duties. 

• Provide a “desktop utility” for researchers including additional ICT support to unburden the 
researcher from chores related to selecting, installing, administering, securing and patching 
desktop computers. Note: this is presented as a separate initiative (see section 4.3) 

• Develop a central listing (web page) of campus software licenses—including site licenses, open-
source licenses, volume or educational pricing arrangements. A similar web page for vendor 
hardware agreements would also be created. 

• Extend the hours of operations for key foundational services (network, Internet access, e-mail, 
web services, portal, help desk, etc.) to evenings and weekends. Faculty and researchers (as well 
as students and staff) expect that critical ICT services be operational during the hours that they 
work. Note: this is presented as a separate initiative (see section 4.1.8) 

 
The benefits, resulting from the above services, include: 

• Applies resources to deal with the technology (operation, licensing, updates) so the researchers in 
can focus more on the research. Helps avoid duplicating that effort across several research teams 

• Prevent losses of data by ensuring proper file storage, backups, and workstation security 
• Better training for graduate students in good practices related to developing and testing programs 

Incremental time savings for researchers across the campus and throughout the year.•
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IC  sT ervices benefiting the research efforts in a variety of disciplines: 
• Establish a research data centre. The centre would contain public research data (e.g. 

Statistics Canada) that would be of interest to several disciplines as well as tools and 
technical support to help user access the data. 

• Additional consulting, help and training in commonly used software for research including 
statistical and mathematical software, GIS (Geographic Information Systems) image and 
research databases. 

• Desktop videoconferencing hardware, software and support to facilitate meetings among 
geographically separated collaborators, faculty and graduate students. Videoconferencing 
can facilitate virtual attendance by external thesis examiners. 

• Provide a campus visualization centre (large screen, 3D, high resolution 2D, or immersive) 
for more effective display, presentation, and interaction with research data. Technical 
visualization experts would help researchers from various disciplines to use the campus 
facility, or would assist them to establish their own visualization centres. 

• Improve network connectivity between the campus and the Saskatoon Health Region 
(primarily Royal University Hospital and Cancer Centre), and CommunityNet.  

 
The benefits, resulting from the above services, include: 

• Helps establish a critical mass of expertise in a technology or application, so that enough  
technical staff and researchers are available to assist new researchers. The dissemination of 
expertise, by researchers, in the technology or application would not directly detract from 
research in progress. 
Encourages collaboration and shared facilities.• 

 

 
 

ICT services to support specialized, high-priority research areas: 
• Provide ICT support, beyond that which will be provided by the CLS, to help University of 

Saskatchewan researchers use the CLS.  
• Provide technical ICT support to researchers for the setup of specialized equipment. 
• Provide support to researchers who require high performance computing resources. Support  

can include: 
• provision of shared, local cluster-based high performance computing facilities and the 

associated support (as is available in many universities);  
• assistance and consulting regarding use of national high performance computing 

facilities available through the C3.ca consortium (e.g. WestGrid); 
• technical and operational support for cluster-based computing facilities established by 

individual research groups. 
 
The benefits, resulting from the above services, include: 

• Assists directly with establishing academic preeminence in some areas 
• Assists with attracting star faculty 
• Demonstrates institutional support of particular research areas or facilities and assists in 

winning grant competitions 
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Budget 

The list of s
these servic y to 
undertake o  the planning cycle. The following 
budget r
 

 
The propos
research, sc by 
the VP ( e  
Support Committee, an

Benefit

This initiati
research gr
staff, often ill be able to spend more time on their research instead of 
dealing t prove the University’s success and 

scholarly and artistic work. An improved level of ICT service can 
also help attract and retain faculty and graduate students. Research success may lead to 
incr pin-off economic 
benefits  
the nationa ile of the University. 
 
An exam
(Geogra i
several dep electing and acquiring facilities and a campus-wide license for ESRI 
GIS software. 
licenses and se
institutions in 
promoting and
critical mass o

4.2.

Initiative 

Leverag h
an academi
access to instructional and administrative services, to assist in the recruitment of those 

udents and to reduce the need for additional space for campus student computing facilities.  

Staff sa  

ervices identified during consultations is extensive. The cost to provide all of 
es would easily exceed $1 million annually. At best, the University has capacit
nly a small number of these services during

is p oposed for this planning cycle. 

2003–04 2004–05 2005–06 2006–07

ed budget will enable the provision of some services that will have an effect on 
holarly and artistic work. The services to be provided will be approved, yearly, 

R search) and AVP (ICT), in consultation with the RSA Committee, the Academic
d researchers. 

s 

ve will facilitate the development of ICT facilities and expertise that span multiple 
oups and outlast any particular research project. Researchers (and their research 
graduate students) w

 wi h operational ICT issues. This should help im

lary and 
benefits
Hardware an
software

T al

$0 $250,000 $300,000 $375,000

d $50,000 $75,000 $75,000

ot  Costs $0 $300,000 $375,000 $450,000

productivity in research, 

eased revenue to the University through commercialization and s
 to the province. ICT professionals involved in these activities would participate on 

l and international scale to raise the prof

ple of how investment in ICT can further RSA is the development of GIS 
ph cal Information Systems) on campus. ITS was a contributing partner along with 

artments in s
Brian Reilkoff, an ITS employee, coordinated the effort and manages the 

ers involved. Brian handles the liaison with ESRI for orv ther post-secondary 
the province as well as for the University. Brian has been instrumental in 
 demonstrating GIS to other units on campus and in incorporating them into the 
f users. 

3 Student Mobile Computing 

e t e student ownership of laptop and desktop computers to meet the expectations of 
cally promising (and “ICT-savvy”) body of students for “anywhere, anytime” 

st
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Description 

n 

l and administrative services, currently provided 
pus and from their 

s, libraries and 
puters on 

 to support 
the faster wireless standard (802.11g) supported in new laptops. In addition to those 

talled about 1,200 wireless network access points in 
150 buildings.  

ovide students access to the general purpose and discipline specific software and 

nt 

nical assistance will 
 ensure 

nd 

ill 

aluate new mobile technologies that support the educational process. 

The majority of students who come to the University of Saskatchewan either own their ow
computer or have access to one at their home. Increasingly, students are purchasing laptop 
computers (about 50% of student purchases at the Campus Computer Store are laptops). 
Students expect access to all the instructiona
by on-campus computing facilities, from laptops while they are on cam
home computers. 
 
This initiative will: 

• Provide 150 additional wireless network access points in classroom
other student workspaces to facilitate student use of their laptop com
campus.63 Forty of the existing 802.11a access points will also be upgraded

provided by this initiative, we expect that colleges and departments will fund 
additional wireless network access points. 
 

McGill University has installed about 240 wireless network access points for their 
students. UBC has recently ins

• Pr
instructional resources that are currently available at campus computing facilities to 
students from their home computers and laptop computers while on campus.  
 

This will require collaboration with colleges regarding software licensing and stude
support. An application server will probably be required to deliver software 
applications to student machines.  

• Provide additional technical support to students. This support will include the 
development of automated methods to install commonly used software, operating 
system security upgrades and application software security upgrades on student 
computers. Additional training (in-person and/or online) and tech
be available to they run into problems. The additional support is necessary to
that student workstations do not inadvertently create ICT security problems for 
campus computers.  

• Continue to develop vendor alliances and programs to provide special hardware a
software pricing for students. This activity would be provided primarily through the 
Campus Computer Store. Additionally, financing opportunities, such as leasing, w
be explored. 

• Research and ev

                                                 
63 There are currently about 60 wireless network access points on campus; another 20 will be installed w

next month. It is expected that about 10 wireless access points can be installed yearly from the student 
computing maintenance initiative. With the 150 access points proposed in this initiative, there will about 260 

ithin the 

wireless access points on campus at the end of this planning cycle.  
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Budget 

The following table outlines the incremental funding requested to improve the provision of 
“anywhere, anytime” instructional and administrative services to student home computers a
laptop computers while they are on campus.  
 
The main components of the requested funding is staffing plus the cost to install 150 
additional wireless network access points64 and the cost to upgrade the existing access points. 
 

nd 

Ben it

Given the current, heavy demand for space on campus in general, it will be increasingly 
difficult to find space to expand traditional “computer laboratories” to meet the increasing 
student usage of computing resources.  
 
This initiative supports student mobile computing. Wireless network access allows other 
existing campus spaces (for example, libraries, student study spaces, student “lounge” areas, 

  

ef s 

Marquis Hall, classrooms) to be used for student computing, without repurposing those 
                                               
 The cost to install a wireless network access point is estimated at $3,000 per access point (including FMD 
work to install conduit, power, network cable and the access point, a

64

s well as the cost of the access point). 

2003-04 2004 - 05 2005 - 06 2006 - 07

Staff s

Costs

alary and Benefits $154,005 $179,298
Subtotal 

$229,886
(Salary & Benefits) $0 $154,005 $179,298 $229,886

Staff training $0 $3,825 $4,575 $6
eskto

,075
Staff d p hardware and software $0 $2,550 $3,050

urniture
etwork connection $4,050

Subtotal 

$4,050
Staff f $10,125
Staff n

(staff related costs) $0 $20,550 $7,625 $10,125

Wireless Access Points (150 access 
po sint  over 3 years)

$0 $150,000 $150,000 $150,000

Upg a
acces

r de of existing wireless network 
s points

$50,000

ss network access cards $30,000Wirele
Applic 00
Serve

ation Server, licenses $60,000 $10,000 $10,0
r hw/sw maintenance $0 $6,000 $6,000 $6,000

Applic $25,000
$431,011

Availa
ITS/St 33
Capita

ation software $0 $20,000 $25,000
Total Costs $90,000 $400,555 $377,923

ble Funds
aff assignment $30,000 $53,233 $53,233 $53,2
l Equipment Allocation for Campus

Wide 
00

ITS/H $6,000
ble Funding $90,000 $59,233 $69,233 $69,233

778)

,000

ICT Services
$60,000 $0 $10,000 $10,0

ardware Maintenance $6,000 $6,000
Total Availa

Surplus / (Gap) $0 ($341,322) ($308,691) ($361,

Requested Funding $340,000 $310,000 $360
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spaces. This initiative also improves access to University ICT resources from student home 
nt 

ting mobile computing and to leverage student 

Communications Technology at the University of Saskatchewan outlined some of the 
d to the current way the University manages desktop devices. The federated model 

ent of 

 
he foundational document urges us to explore the 

port. 

calculating the total cost of ownership of a desktop asset over its life cycle. This model has 

w

computers. In the short term, it should reduce the need for additional space for campus stude
computing facilities. In the longer term, this may result in a decrease of the amount of space 
required for dedicated student computing facilities. The funding needed to expand campus 
omputing facilities can be directed to supporc

ownership of computers. 
 

ty attract an academically promising body of This initiative can also help the Universi
students. These students expect “anywhere, anytime access to anything” service.  

Related Initiatives 

The campus portal (initiative described in section 4.1.1) will help deliver online access to ICT 
services and applications for students, instructors, researchers and staff. 

Partnership 

Under the federated model, student computing services are delivered by ITS and colleges. 
This initiative will be implemented in collaboration with colleges. 
 
This initiative provides an alternative to student computing model at some other universities. 
At those universities, the university leases computers to students and provides support. This 
initiative leverages the student ownership of computers. Several vendors will be interested in 
partnering with the University to support this model. Discussions are currently underway with 
one potential vendor, IBM. 

4.3 Develop Campus Desktop Support Strategy 

Initiative 

Develop, in consultation with the University community, a strategy for acquiring, funding, 
deploying, supporting, maintaining and renewing desktop computers and their associated 
peripherals. The intent of such a strategy is to identify efficiencies, cost savings and to reduce 
the amount of time that instructors, researchers and staff spend on resolving computing issues 
rather than teaching and research. 
 
Rationale/Needs 
 
The document Advantage U of S – Foundational Document for Information and 

backgroun
for ICT management has resulted in an ad hoc approach to the acquisition and managem
these valuable assets. There are pockets on campus already following best practices for 
desktop computer management. While the University remains committed to the principle of
“shared responsibility” for technology, t
potential for efficiencies of a more coordinated approach to desktop management and sup
 
The Gartner Group, a technology research organization, has developed a model for 

been used widely to help organizations understand these costs, many of them hidden or not 
ell understood. Many organizations have made the effort to calculate these costs with 
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surprising results; costs were as high as $5,000 per computer per year, with significant co
being attributed to troubleshooting problems, inadequate training for users, peer consulting 
time, and lost productivity. 
 

Description 
 
This initiative will develop a strategy for managing desktop computers and their associated 
peripherals. This strategy will cons

sts 

ider: 

odels and costs (including the cost of the informal 
ded by non-ICT support staff).  

ersions of 
applications software. 

re licensing models (site licenses, educational pricing, shared licenses among 

dividual responsibility for 

savings and efficiencies 
• An assessment of the changes required to achieve these savings including the effect on 

r this kind of change.  

• Funding models for acquisition and renewal (for example, purchase, lease, or 
budgeted utility funding models similar to telephone service). 

• User help and training support m
support provi

• The use of tools to automatically distribute, over the network, bug fixes to operating 
systems and applications software, security “patches,” and new v

• Softwa
units). 

• Clarification of the central, college, department and even in
desktop support. 

• Emerging desktop technologies such as tablet computers, personal digital assistants, 
and thin-client workstations. 

• Best practices in industry and among comparable universities in Canada that can be 
used to achieve cost 

the organization and the University’s preparedness fo

Budget 

   2003–04 2004–05 2005–06 2006– 07 
            

Staff salary and benefits  ITS, college and 
administrative unit staff 
assignments 

Hardware      
     

University in 2004–05 

Required funding will be 
dependent upon the 
strategy chosen by the 

Software 
 
ITS will reassign staff to this planning initiative from its existing budget (no incre
funding is requested). Contributed participation from other colleges and units will be r
in the development of a campus strategy. The University can capitalize on the recently signed 
alliance with IBM to access additional expertise and experience in desktop management in 
large corporate and higher education environments.  
 
Following development of the desktop strategy, the funding required to implement any 
strategy would be dependent upon the strategy chosen by the University. 

mental 
equired 

Benefits 

The development of the desktop strategy will take an overall look at the pictures of 
acquisition and support across campus. It will identify the key problems and issues for 
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students, faculty and staff. It will identify the costs of owning and using desktop comput
now (whether explicit or hidden) and under a managed environment. It will engage many 
colleges and units in determining the best options for this University.  
 

he subsequent wide-scale 

ers 

adoption of an adequately planned and funded desktop strategy 
 University to: 

t 

lation, 

 

 

• If devices are more standard the time for repairs is reduced along with the 
associated inventory of parts.  

• Improve ICT Security in order to: 
s at ulting from 

a security brea
 Improve overa ity, a featur  of a security 

initiative outlined in section 4.1.   
uce ICT risks su  as: 

of 

 

T
will allow the

•  “Unburden” all faculty/ staff of desktop management responsibilities that they do no
want by: 

• Reducing effort spent by faculty and staff on selection, acquisition, instal
patching, etc.; and 

• Limiting and maximize the effort spent by ICT professionals in staying current
with the latest update issues and making informed decisions.  

• Improve faculty/staff productivity in using ICT for research and teaching, by 
providing: 

• Timely support; 
• Adequate user training; 
• Compatibility and interoperability; and 
• A dequate desktop performance. 

• Potentially cut costs through a variety of changes: 
• Standardized specifications and larger volumes, which can increase the leverage

in the procurement process; 
• More standardized software to reduce the amount of time needed by help desk 

personnel to solve problems; 
• Standardized device specifications to reduce the amount of time needed to install 

“patches” to software (a fairly common occurrence), a service that can be done 
over the network as opposed to sending a technician to the device; and 

• Prevent losse  such as loss of research d
ch or crash; and 
ll desktop secu

a or loss of productivity res

e that is also an element• r

• Red ch
• Data privacy lapses; and 
• Tarnished reputation of the University when University machines get infected. 

• Improve utilization of ICT staff, which will: 
• Avoid duplication of efforts by ICT staff (such as in developing disparate disk 

imaging strategies and individually studying virus and vulnerabilities) and 
permit current ICT staff to be assigned to more discipline-specific support 
faculty and staff or of improved local support service. 
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Partnerships 
 

 are many 
nt. 

 continue to provide services in an efficient and effective 
man r

• rvice offerings and rationalize which services are provided on base-budget 
an
serv c

• Si
make es.  

e. 
• d implement a communications plan. 

 

There would need to be careful consultation with all stakeholders.  In addition, there
outside organizations that desire partnerships/contract to assist with desktop manageme
 

4.4 Continuous Improvement of ITS’ Service Delivery Processes  
 
ITS will review and improve, on an ongoing basis, its service delivery processes and 
organizational structure so we

ne . Specific initiatives include:  
Review se

d which are provided on a fee-for-service basis along with the rates for those 
i es. 

mplify and automate key business processes so that they provide self-service and 
s it easier to for the University community to access our servic

• Change organizational structure, as required, to more effectively deliver servic
Develop an
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5. Disinv

ents65 may include:  

 
cost 

avings. Nevertheless, certain disinvestments in ICT services must be undertaken to re-direct 

not u
waiting
response to reduced ITS service levels, some colleges or administrative departments will be 
forc  e 
require

on setup, troubleshooting hardware 
and software problems, installing software and security patches, developing a data 
backup strategy and backing up data. The lost opportunity becomes one of the hidden 
costs of computing; as a result, no one at the University knows the true cost of 
computing.  

• In the case of inadequate support levels for network services, faculty, researchers and 
staff must wait a longer time before problems are resolved. The wait time is often 
unproductive and is another hidden cost of computing. More importantly, 
instructional, research and service delivery activities are delayed. 

• Inadequate support levels for other services such as e-mail will force some colleges 
and departments to provide those services on their own rather than endure the reduced 
support levels. Providing duplicated services will cost the University more than the 
cost to provide one service. 

 
As with service level reductions, service eliminations will save ITS costs but will not result in 
savings to the institution. Faculty, researchers, students and staff who depend upon the 
eliminated service will be forced to find another service provider; this results in an off-loading 
of ICT costs. In some cases, colleges and/or departments will deliver the service themselves 
through parallel, or even competing, ICT support organizations. Having separate and 
disparate services causes interoperability problems, creates confusion and frustration for 
users, and likely increases overall cost to the institution.  
 

                                                

estments 
 
TS disinvestmI

• service level reductions and 
• service elimination.   

While these disinvestments will save ITS cost, they will not result in institutional 
s
resources to services that better align with institutional directions and priorities.  
 
ITS offers core services that are used by instructors, students, researchers and staff in all 
colleges and departments daily. While a reduction in service level may save ITS costs, it does 

 res lt in reduced institutional costs. Faculty, researchers and staff will “waste” time 
 for service or spend time performing ICT work rather than their own work. In 

ed to offer ICT services on their own (in duplication to ITS’ services) in order to meet th
d service levels of their faculty, researchers and staff. 

• For example, in the case of inadequate desktop support, a percentage of faculty, 
researcher and other staff time is lost to workstati

 
65 ITS’ service planning process considers instructor, student, researcher and staff requirements within the 

context of institutional directions and priorities; service usage trends; changes in technologies; vendor support 
(or lack of support) for hardware, operating systems and software applications; existing service levels; service 
delivery costs; opportunity costs; ITS budget constraints. The resulting service plan specifies the technologies 
that will be used, service changes or enhancements that will be undertaken, service support levels and budget. 
Inevitably, the service plans identify areas of maintenance, investment and disinvestment. 
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ITS often has been forced to eliminate services, rather than to reduce service levels across the 
easing service delivery costs in times of decreasing or flat 

 did not lead to lower institutional costs. Colleges and/or 
ntinued services. The cost of delivering ICT services was 

hed the first student computing facilities on 
n, Arts 144, Health Sciences and Law. The facilities were 

ng 

ented 

e 

 to 

 

ess unit would form their own ICT 
ent. Each business unit would need their own systems, database and applications 

c
w
ev
 

board, in order to address incr
udgets. The elimination of servicesb

departments began offering the disco
transferred to others but was not reduced. 

 • Other than Computer Science, ITS establis
campus in Thorvaldso
established using one-time (project) funds. ITS was unable to acquire an operati
budget for the support and renewal of these facilities and divested this service.  
 

Colleges assumed responsibility for student computing facilities. In order to obtain 
adequate funds to support and renew these facilities, many colleges implem
student computing fees.  
 

In addition to facilities, colleges also provided e-mail, file, web and print services to 
their students. Students, who took courses from more than one college, could hav
multiple e-mail, file service and web service accounts—one set of accounts for each 
college. Likewise, students had to pay computing fees and purchase pages for printing 
at each facility. Unused pages from one facility could not be used in another. ITS and 
the College of Arts and Science began offering services, often on a fee-for-service 
basis, to the colleges who choose not provide student computing facilities on their 
own. 
 

Student complaints led to the development of campus-wide services. ITS provides 
e-mail, file and web services for all students; these services can be accessed at all 
college student computing facilities. A campus printing solution was implemented in 
fall 2003; students who purchase printing can now print in all college student 
computing facilities, the Learning Commons and other campus locations. 
Foundational student computing facilities were developed; these facilities are open
students in all colleges. College student computing fees were eliminated.  

• ITS (and others) identified the need for a campus portal about four years ago but did 
not have the resources to begin implementation. Because it was a priority, the College 
of Arts and Science developed a college portal (my.usask.ca). The University is now 
operating two portals, my.usask.ca and PAWS.  

As part of this planning process, ITS has considered divesting other services. We have not 
identified any service, which when eliminated, would save the University money. For 
example, we have considered eliminating support for institutional administrative information 
systems. “Business units” would be then become responsible for the technical support of 
those systems. However, the transfer of responsibility will not reduce institutional costs—
“business units” will have to pick up the cost for supporting the administrative systems (an 
off-loading) or ITS would probably have to transfer the resources currently assigned to 
supporting those systems to the business units. Each busin
departm
support staff; total institutional costs would likely rise. If license management is not 
oordinated centrally (to take advantage of volume or site license pricing), institutional costs 
ill also increase. In order to take advantage of economies of scale, the University would 
entually combine the various business unit ICT groups into one unit. 
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Even though service level reductions or the elimination of services does not save the 
University money, certain disinvestments in ICT services must be undertaken. These 
disinvestments provide the opportunity to re-direct resources to services that better align with 
institutional directions and priorities,66 to replace old services with improved services or to 
focus on technologies that better support the needs of users. For example: 

to 

ost 
 higher than those for the current system. The technical 

• 

rvice provides low speed (28 Kb per second) access to the Internet. A vendor no 
ent 

 

lar 

 
 don’t have 

ciences Research Lab, Kernan Farm, 
 

te 

he 

 
 of 

• ITS will eliminate support for SIS and FRS when the Si! and Unifi projects are 
completed. This assumes that the projects convert seven years of historical data in
the new systems to meet regulatory requirements. 
 

This disinvestment will not result in lower costs for the University. The annual 
software and database license cost for the new student information system will be 
several times higher than that for the current system. The amortized yearly server c
for the new system will be
support (staffing) costs will also be higher. Likewise, the functional (non-technical) 
staffing required to operate the new student system will be higher than the staffing 
currently deployed. 
 

Even though this disinvestment will not result in lower costs, the University has 
decided to implement the new systems to improve services for students and faculty.  
ITS has announced the discontinuation of the faculty and staff dial-up service 
(scheduled for April 30, 2003).  
 

The se
longer supports the hardware and software used to provide this service. The equipm
is seven years old and replacement parts are not available. The cost to provide this
service is increasing. 
 

Nevertheless, this service is used by 500 faculty, sessionals and staff on a regu
basis. With the elimination of this service, the affected people will need to purchase 
Internet access service (e.g. from Shaw, SaskTel, or U-Connect), or come onto campus
to do the work now done off-site. Some sessionals have indicated that they
offices on campus and therefore are forced to incur additional costs to do their 
University work.   
 

This service is also used by staff in University offices or research labs that do not yet 
have network access (e.g. Poultry Centre, Crop S
University Feed Mill, Physics RadarSat station and some offices in Royal University
Hospital). ITS is working with the staff and departments affected to provide alterna
network access; the cost to provide this access is sometimes high (for example, when 
long-distance wireless internet access equipment must be used). Alternatively, 
University staff or their departments must buy commercial Internet service (if it is 
available at that location). 
 

The elimination of this service will likely increase institutional costs (including t
costs for the affected users to purchase commercial Internet service and ITS’ cost to 
provide network service to the areas affected). Even though institutional costs may
increase, elimination of this service is the best course of action. The provision
Internet access to homes should not be a core competency of the University. The 

                                                 
6 In business terms, this may be stated as the ability to re-direct resources to services th6 at provide a better return 

on investment. 
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commercial service delivered to faculty and staff homes will provide a higher 
of service. Likewise, the provision of ITS network service to affected campus 
even commercial Internet access services in areas where the cost of campus network 
service is prohibitive) will also provide a higher quality of service to faculty, 
researchers and staff.  

quality 
areas (or 

ncorrect e-mail configurations on 
 e-mail 

 to 

 

 
In addi
cycle. I

• 
• ork wiring will be phased out by 2005 (replaced by support for 

• 
• 

 
 

           

• The POP e-mail protocol will no longer be supported after September 1, 2004.  
 

The POP protocol downloads users’ e-mail from the e-mail server onto user desktop 
computers and deletes the e-mail from the server. I
desktop computers, desktop hard drive failures and user error can also cause the
to be deleted from the desktop computer. ITS spends about 20 days per year trying
recover lost e-mail (sometimes the e-mail cannot be recovered).  
 

The IMAP protocol only stores e-mail on a server. This saves both users and ITS the
time it now takes to recover e-mail that is accidentally deleted. Additionally, e-mail 
can be accessed from any computer that the user chooses.  
 

The change in e-mail protocol will affect 1,700 users. Those users must reconfigure 
their desktop computers to use IMAP. 
 

likely While the cumulative user and ITS cost to reconfigure these workstations will 
require more than 20 days of effort, it is still the best course of action.  

tion to the above, ITS will undertake the following disinvestments within this planning 
TS yearly operating plans will identify further disinvestments. 
 Support for Word-11 will be eliminated by fall 2005. 
Support for coax netw
Cat-5, Cat-6, and fibre connections).  
Support for the Appletalk network protocol67 will be phased out by 2005.  
Support for the application development tools68 that were used to develop our existing 
legacy administrative information systems will be discontinued when those 
applications are replaced by new systems. The legacy applications include: SIS, FRS, 
Course Inventory System, DMT’s billing/inventory system, Dental Clinic system, 
Supplemental Chequing, General Receipting, Student Fees, Emergency Loan and 
other systems. 

                                      
 following Apple’s direction regarding the Appletalk protocol—Apple is recommending the use of67 This is  

TCP/IP protocol instead of Appletalk. Note: Apple Macintosh products will still be supported even though the 
Appletalk protocol will not be supported.  

MS and CMS. 
68 These tools include RDB, Rally, Datatrieve, CDD/Repository, SAS on the OpenVMS operating system, RDO, 

Periphonics, TD
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6. Co
 
The co

• onsibilities between ICT service providers within the 

• 
 
This w
leaders
be man tive units. 
 
Clarifi
 
The eff als outlined in the 
Strateg
ICT. D ast year,  further investments are still 
necessa s 
centrall
 

etermining the services 
that o at should be provided centrally, 
and e
 
Howev rt mo l was not based on the formal 
app a niversity’s 
ICT
mesh o t colleges 
and adm
having 
admini  
varies, erally low. 

he ICT foundational document recognizes that “the lines of responsibility and authority 
ithin our implementation of the federated model) aren’t as clear as they need to be.” The 

integrated planning process further challenges us to review how ICT services are delivered.  
 
The ICT service delivery matrix needs to be examined with the goals of 

• Increasing efficiency 
• Clarifying things for users 
• Removing competition between units 

ordinating and Rationalizing Service Delivery 
ordination and rationalization of ICT services across the University requires 
clarification of the resp
University’s federated model, and 
articulation of the institutional priorities for ICT investments and services. 

ill require the participation and active engagement of senior administration and the 
hip of a wide spectrum of academic and administrative units. Both of these tasks can 
aged by the same assembly of leaders of academic and administra

cation of Responsibilities between ICT Service Providers 

ective application of ICT is critical to achievement of the go
ic Directions and as a result the University is becoming increasingly dependent upon 
espite substantial investments over the p 69

ry. These investments will need to occur in colleges and administrative units as well a
y.  

The University has adopted a federated support model. Under a federated support model, the 
responsibilities for ICT are shared between colleges and administrative units, and the central 
ICT organization. A federated support model specifies guidelines for d

 sh uld be provided in a distributed manner, the services th
 th  shared responsibilities for ICT (see section 2.2).  

er, our adoption of the federated suppo de
lic tion of these principles. Like many other higher education institutions, the U
 environment has evolved into a complex, interrelated, and in some cases, duplicated 

f services that are delivered by ITS, colleges and administrative units.70 Mos
inistrative units maintain their own ICT staff and services. In essence, this results in 

15 or more ICT organizations on campus. The degree to which colleges’ and 
strative units’ ICT services are coordinated with ITS’ services or among each other
but often is gen

 
T
(w

                                                 
  Some of these investments are outlined on page 25 of the ICT foundational document. 
 Including the Library, Division of Media an

69

70 d Technology, Facilities Management Division, Financial Services 

ent, Institutional Analysis 
Division, Consumer Services, Extension, Teaching and Learning Centre, Student Enrolment and Services 
Division, University Advancem
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• Removing unnecessary duplication of services 
hich will be 

Thi a 
mandat ay be needed.  
 
The v d ITS for 

• Permitting each unit to focus on services at which they can succeed and w
appreciated by the institution 

 
s will require a review of ICT services on campus by a broadly based group with 

e to recommend change where it m

 re iew would determine the responsibilities of colleges administrative units an
various services. In the case of duplicated services, the review should determine whether the 
duplication is necessary. The federated model recognizes that some ICT skills (services) 
should be delivered (duplicated) in colleges and administrative units. The focus of those 
services should be to address the specific (local) needs of a college or administrative unit. 

ampus community 
duplicated services 

d course management systems 

es 
nt 

evelopment 
• E-calendaring services 

m
S  in colleges and administrative units.  

However, services that are offered by multiple units (duplicated) to the c
create internal competition and confusion for users; in general, these 
should be eliminated.  
 
The review should also consider cost-effectiveness of service delivery. In general, the 
University cannot afford to duplicate competency centres for highly complex skills that are 
expensive to develop and maintain. 
 
While further clarification of specific responsibilities for ICT services is required, the 
responsibilities for some services, including the ones below, have been clarified, with a 
resulting improvement in service. 

• Campus-wide printing (for students) 
• E-payments infrastructure 
• E-mail, file services and web services for students 
• E-mail services for alumni 
• Discipline specific computer facilities and support 

 
The following services are provided by several organizations on campus. Clarification 
regarding the central and unit responsibilities for these services is still required. 

• E-mail for instructors, researchers and staff 
• Instructional technology an
• Help desk services 
• ICT training 
• File services for instructors, researchers and staff 
• Web page hosting for instructors, researchers and staff 
• Desktop support servic
• Software license manageme
• Application and database design and d

  
While more clarification of the responsibilities for ICT service delivery under the federated 

odel is recommended, we are not recommending that all ICT services should be centralized. 
ome ICT services should be provided locally by
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It s bilities likely will not result in 
sign c
ICT tha s; any cost savings will insignificant. Even if cost 

bilities in the federated model 

 

s 

 
re service (including for recruitment, retention, increased 

limited funding, the choices for investment (and 
disi e ely by the leaders of the academic and 
business units in order to m  of those investments for our institution. ICT 
inv academic and administrative) decisions; they are not ICT 
dec vestment advice regarding costs, 
interoperability, technology directions, etc. 
 
At  l upon the Campus Advisory 

 
 and 

wei ti nstitution (return on investment) among 
pro e  the residences and in a 
research grant accounting system costs to 
the inst
 
The s ditional benefits of the following. 

nits and the ICT units based 
 during the formative stages of 

lan 
n for everyone involved 

atives in other academic and 

hould also be noted that a re-alignment of responsi
ifi ant cost savings to the University. The University of Saskatchewan spends less on 

n other comparable universitie
savings are identified, they may be impossible to capture.  
 
Nevertheless, the clarification of service delivery responsi
should continue. It would clarify service responsibilities for service providers, make it simpler 
for users to acquire services, help identify the true cost of computing across campus, and help
define the budget required to adequately deliver campus services. In summary, it would 
“ensure that we have the right allocation of authority, responsibility and budget.”71

 
A formalized federated support model will require a culture that supports effective, broad 
cooperation and collaboration. This collaboration would have to include setting ICT prioritie
with the ultimate goal of developing an integrated ICT plan. 
 
Setting Institutional Priorities for ICT Investments and Services 
 
ICT expenditures will increase because colleges and administrative units want and need ICT
to deliver more functionality and mo
research, scholarly and artistic work, or whatever). Recent examples include the Si!, UniFi 
and portal projects. 
 
Given this increasing demand and 

nv stment) in ICT need to be made collectiv
aximize the benefits

estment decisions are business (
isions. Of course, ICT has a role to play in providing in

this University, the task of setting ICT priorities may fal
Board for Information Systems (perhaps with the addition of some members). Successful ICT 
decision-making models are being used at other universities (e.g. University of Alberta,
Northeastern72). At those universities, the advisory group establishes the metrics

gh ngs with which to compare the value to the i
pos d investments in ICT projects (e.g. network connections in

).  It also develops metrics for evaluating risks and 
itution. 

 di cussion of ICT investments in such a forum has ad
• A better partnership relationship between the business u

on a common view of the projects and full collaboration
the project definition and p

• Creation of a common IT lexico
• Increased understanding of the problems and imper

administrative units 

                                                 
71 ICT Foundational Document, June 2003 
72 IT Investments Decisions that Defy Arithmetic, EDUCAUSE Quarterly, 1, 2004 
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• Alerts to units regarding planned changes that could affect their own processes 
• The costs of process change and cultural change 
• Completely costed proposals to enable informed decision making 

 
The University has an opportunity to use ICT to help it progress towards the goals stated in 
the Strategic Directions and the foundational documents. 

• We must make investments in ICT that contribute the “most” towards the goals stated 
in the Strategic Directions and foundational documents.  

• We must collectively develop a better understanding of the opportunities presented to 
us by ICT. 

We must develop better benchmarks to measure contribution of ICT (and other) investments 
towards our strategic goals. 
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7. Generating Revenue and Reducing Costs 
 
The r iched resources and 

, ITS contributes to a supportive 
env n
with in onment. 

7.1 Generating Revenue 

 
 questions and complaints, from both that sector and the campus 

ommunity, regarding the use of public funds. We rarely provide services outside of the 
niversity.  

owever, ITS actively looks for opportunities to secure outside funding. Some examples of 
ur successes follow.  
• USR-net Project. This CFI-funded project will bring $11.5 million of new funding to 

the University, $5 million of which counts toward the University’s total research 
income. 

• National Infrastructure Program. In the late 1990s, we were successful in receiving 
$1.5 million for network renewal.  

• ITS, together with the University of Regina, developed the first provincial Internet 
service (SaskNet). Once commercial alternatives were available for this services, the 
network was “sold” to SaskTel in exchange for several years of a reduced Internet 
service costs. 

 
ITS will continue to seek external funding wherever possible, recognizing this funding must 
align with the strategic directions and priorities of the University. 

7.2 Reducing Costs 
 

ITS seeks and negotiates partnerships with the industry in order to reduce the University’s 
cost of equipment and software. The benefits, to the University, of some of these partnerships 
are outlined below. 

• Our partnership with Cisco and IBM has resulted in $2 million of industry 
contributions toward the USR-net project. 

• Additionally, Cisco has provided approximately $200,000 worth of equipment for an 
IP-based telephony project in Kinesiology. 

• Special pricing agreements have been negotiated with Apple, HP, IBM, Sun 
Microsystems and others. These agreements benefit colleges, departments, 
researchers, students, faculty and staff. 

• ITS, together with SIAST, negotiated a site license for geographical information 
system (GIS) software with ESRI Canada. The commercial cost of this software is 
valued at $7 million whereas the site license costs the University $15,000 yearly. 

 st ategic directions call for a supportive environment that includes enr
enhanced revenue opportunities.  
 
In addition to providing quality and cost-effective services

iro ment by securing external funding, by reducing University costs through partnerships 
dustry and by creating a secure and productive work envir

 

ITS’ mandate is to provide quality and effective services for the University. Competing in the
private sector would generate
c
U
 
H
o

Information Technology Services Operating Plan  Page 120 



• Partnerships have been established with two suppliers of geological and seismic 
esearch.  The cost of 

 per year. 

ation system; assuming a fifteen-year life for this system, 

 related to Banner 
Finance, About-US, iHelp and other systems. 

s anti-virus software has been acquired. This license covers all 

faculty and staff have been negotiated for 
 

r. 

 
The l

processing software. This software is used for instruction and r
this software is estimated at US$3 million. The University cost is $5,000

• A recently negotiated contract with Oracle will save the University $250,000 per year 
for the new student inform
these savings will total almost $4 million. [Note: These discounts were negotiated 
prior to the selection of the Si! system and were included in the budget to the Board.]  
 

These discounts also reduce the University’s database license costs

• A site license for Sopho
desktop computers and servers on campus as well as all faculty, student and staff 
workstations at home. This license costs the University $12,000 per year (less than a 
$1.00 per machine per year). This is a significant reduction even from normal 
educational prices.  

• University (low cost) pricing for students, 
SaskTel and Shaw high-speed Internet services. Individual savings can be as much as
$240.00 per yea

• The Campus Computer Store negotiates and manages the Campus Microsoft 
Agreement. Savings to the University are estimated at $200,000 per year.  

 fo lowing table summarizes some of the annual cost savings resulting to the University
 o r industry partnerships.  

 
from u
 

University Annual Estimated Cost Savings 
Microsoft Campus Agreement $200,000 
Adobe Software $ 60,000 
SPSS Software $125,000 
Or t) $250,000 acle (for Si! projec

Estimated Annual Savings $635,000 
 
The following table provides a sample of annual cost savings realized by students, faculty and 

rtnerships.  

Student, Faculty and Staff Annual Estimated Cost Savings 

staff from our industry pa
 

Microsoft Software $110,000 
High Speed Internet $ 600,000 

Estimated Student, Faculty and Staff Savings $710,000 
 
The Ca lp us 
admini tiated by the University. Through their 
mem e
Stores, ocate for special pricing for higher 
edu i d on 
campus de the 
support
 

mpus Computer Store (CCS) is a vital part of ITS’ service delivery. They he
ster software and hardware agreements nego

b rship in Campus Retail Canada and Canadian Consortium of Campus Computer 
 the store works directly with industry to adv

cat on. Additionally, the CCS offers a free setup service for all computers installe
; this support is valued at $70,000 (based upon the staff effort spent to provi
).  
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7.3 r
 
Inheren
env n
attacks
actions
produc

• 
•  known SPAM and open relay sites. 

• s) 

ITS wi e more 
produc
 

 P oviding a More Productive Environment 

t in our mission is the goal of providing a productive work and scholarship 
iro ment for the University community. SPAM e-mail and successful Internet-based 

 can make for a very unproductive environment. The following outlines some of the 
 that ITS has undertaken with respect to SPAM and Internet security to provide a more 
tive ICT environment. 
90,000 virus infected e-mail messages are detected and removed daily at peak times. 
100,000 SPAM attempts are blocked daily from

• 55,000 e-mail messages are quarantined daily through global SPAM blocking. 
5.2 million probes of the campus network (attempts to attack campus ICT resource
are blocked daily. 
ll continue to seek ways to enable instructors, students researchers and staff to b
tive. 
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8. Office Space 

y, 

coll e
Eac

8.1 i
 

Direct es are provided to colleges and departments to address their specific 

and Geological Sciences, to instructional support (desktop and college IT support 
r Kinesiology). 

 
Direct services are best delivered where the support staff are “at the elbow.” This proximity 
allows for prompt response, a better rapport and, over time, a better understanding of the 
client’s needs. 
 
Space for this staff is provided by the colleges and administrative units, and is usually suitable 
to needs of the service being delivered. For some staff this is a permanent office while for 
others it is a shared workspace. 
 
Currently Direct Services staff have office in the following buildings: 
 

Building Staff 

 
To be effective in service delivery and supporting the strategic directions of the Universit
ITS requires space that is suitable and conducive to providing services in a cost-effective 
manner. 
 
ITS f of ers two types of services. Direct or Dedicated services are provided to individual 

eg s and administrative units. General services are provided to the campus community. 
h of these services has different space requirements. 

 D rect/Dedicated Services to Colleges and Administrative Units 
or Dedicated servic

needs. These services may take a number of forms, ranging from an academic focus such as in 
Engineering 
fo

Library 3 
Geology 1 
Engineering 2 
WCVM 3 
Security Services 1 

 
In addition to these locations, some ITS staff provide Direct services to colleges and 
administrative units on a part-time or rotational basis (for example, for the College of 
Kinesiology). This staff has offices in either the Physics or Arts buildings.  

8.2 General Campus Services 
 
General campus services are those provided to all users, or all colleges. These services are 
utilized by faculty and students across the entire campus and in some cases by everyone on 
campus. 
 
Because of their wide use, these services need to be delivered in a way that is readily 
accessible to the entire University community. Users want access to ITS’ services without 
traveling a long distance. 
 
Currently, ITS General services staff are located in nine separate buildings on campus ranging 
from the RDJ Williams building to the Peterson building, and from the Education building to 
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the Administration building.  The following table shows the buildings in which this staff have 

Building Staff 

offices. 
 

Physics 33 
Arts 27 
Peterson 26 
Education 12 
Place Riel 7 
Administration 5 
J. Mitchell 5 
RJD Williams 4 
Research Annex 2 

 
The large number of office locations creates significant negative impact on service delivery. 

• Users must learn the locations from which various ITS services are delivered. 
Sometimes, users will go to the wrong location, and some will have to visit multiple 
locations to receive what should be a single set of services. As an example, computers 
are purchased in Place Riel, setup in Arts and repaired in Education. It is extremely 

aff are separated from the people with whom they must work. As examples, 

 
ed level of support delivered. 

 software developers 
 whom they must 

rk on a daily basis. 
• ysical separation also t s to cause people to focus on just “their piece of the 

 that is all they see. his leads to reduced service levels and a less cohesive 
lso more difficult to manage staff located in many locations. 

 
n many areas, the office space is inadequate to meet our needs. For example: 

rry the 
 

 areas.  
 Allergens, present in the Help Desk Services space in the Arts Building, cause a high 

t can take many months to find space for required staff. For example, the USR-net project 
pace 

icant effort is spent trying to find space for staff.  

difficult to build a single service delivery when our offices are spread over so many 
locations. 

• Some st
• The About-US support team, located in RJD Williams are separated from their 

clients in the Administration building. This adds delay to service response and
reduces the perceiv

• Database experts (located in Peterson) are separated from
(located in the Mitchell, Physics, RJD Williams, etc.) with
wo

The ph end
puzzle,” as

 is a
 T

unit. It

I
• In the help desk area, four full-time staff share works desks.  
• The Campus Computer Store does not have sufficient space for offices or to ca

range of products and services needed on campus. There is a safety risk resulting from
the piles of boxes in staff work

•
level of sick time and forces ITS to reassign and/or relocate staff to other areas 
resulting in a negative service impact. 

 
I
was underway for 12 months before securing staff space. The lack of adequate office s
has delayed the hiring of the people needed to complete the project and therefore delays 
project completion. Signif
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8.3 Recommendations 
In order to improve our services to instructors, students, researchers ands staff, ITS 
recom

• lidation of our office ce to two or three locations. This would improve 
ity and bring togeth aff into a more efficient and cohesive unit. 

• ment of “IT Central.” Like Student Central, this will provide a single 
 stop) for all “fro line” ITS services including help, desktop support, 
esktop sales, wor tation repair, and, if possible, training. IT Central 

d in a location that is convenient to instructors, students, staff and 

 
 
 
 

 

mends: 
A conso spa
productiv er st
The establish

onelocation ( nt-
consulting, d ks
must be locate
researchers. 
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