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Executive Summary:

The Scholar Services group has approached its charge by dividing tasks into three main sections: collection of evidence from users via focus groups and surveys; analysis and interpretation of this evidence in light of the Information Services goals; and finally our recommendations of actions to be taken to address issues discovered during the analysis from the evidence.  


The Recommendations Section of this Executive summary presents the main thrust of our four recommendations groups.  More in-depth explanations are provided in the report body, Sections 4 and 5.  Our recommendations are based on the evidence collected during focus group interviews and interpreted and analyzed by the Scholar Services Group. 

Recommendations:

· Create a program of Systematic Assessment and Development employing an interdisciplinary Diagnostic and Development Team:  The development of an assessment/diagnostic mechanism and capabilities that will analyze people, processes and systems to determine issues and needs, recommend solutions, suggest directions, in a collaborative environment between team members, user communities and KU community in general. (See NIH model discussed in Best Practice).  Based on the Scholar Services experience, we recommend that this team be composed of various IS professional and faculty staff as well as non-IS faculty, researchers, staff and students in the interests of truly multi-disciplinary learning and collaboration. 

· Customized Yet Connected, Local and Central Cultures:  Develop a systematic assessment of the current local vs. central problems of services offered by IS and needed by users and develop technical and personnel “bridges” that might help develop stronger central control and support where needed but with the personalized touch and local control that many units require.  Develop a system that partially pays for technical staff in all units of KU in exchange for a portion of that person’s training. This would allow for the units to develop individualized staffing needs and yet provide that person with a strong connection—in resources, training, and liaison skills with the centralized services of IS.


· Two-Way Communication: Develop a multi-faceted communication strategy that will facilitate the two-way communication between IS users and service/infrastructure providers. This model would promote a centralized user feedback model that would encourage the flow of information from users to IS via focus groups surveys, comment forms, liaison as well as other methods. This multi-faceted model would also aggressively seek to centrally communicate with its users via email, websites, liaison, advertising and promotion materials.


· Early Wins:  Tackle/address/solve some of the most pressing, easy to address, and/or critical issues as early wins in an effort to secure the support of both our users and staff.

Achieve some early wins in an effort to secure the support of both our users and staff.  This group came up with several ideas that could be implemented rather quickly and that rather naturally align with the three other action categories:

Early Wins explained

Program of Systematic Assessment and Development:

1. Feedback from the surveys and focus groups help to identify new services that are needed as well as current services that need to be improved or expanded.
2. Continue focus groups in the future.

a) Use existing gathering points and orientation meetings for faculty, graduate students, and staff as places to hold focus groups. 
b) Establish focus groups at new GTA orientation, the annual CTE Teaching Summit, College chairs’ Brownbags, and professional school faculty meetings
Gap between Local and Central Culture—Bridging the Gap

1. Centralized Laptop for faculty/researcher checkout for conferences and presentations.

2. Increase availability of Deskside coaching assistance. 

3. Add additional server space for:

a. Email storage.

b. Web server space for faculty.

4. Designate one place to schedule rooms and one contact for technology support for rooms.

5. Develop “Tech Eye for the Luddite Guy” concept. IS and related staff could go to a unit and do a complete audit and updating of IS services as a kind of technology “makeover”

6. Offer face-to-face help (at cost) with a team of campus "Geeks on Wheels."

7. Continue developing better communication and collaboration with other IS related units on campus such as: IDS, CTE, EGARC, etc.
Two-way Communication

1. One-stop IS shopping phone number where referral to correct unit, service, or resource is made directly (KU Info model).  Another alternative would be creation of a centralized contact list that can be accessed by all IS and complementary unit staff to direct users to the appropriate person or unit. Since problems often occur when users are connected by a modem or cannot connect via the internet, contacting IS via telephone will always be essential.

2. Plan a many-pronged 'PR' or awareness campaign so that over a one year timeframe a number of opportunities are available to share information about IS services with faculty—new and long-term faculty.

a) Email to chairs and deans at beginning of year (or semester) to offer options for technology updates:

i. Provide the opportunity for personal updates by IS staff at department meetings.

ii. Schedule responsive, targeted updates with deans, directors, and chairs.

b) Create sophisticated advertising campaign about services and resources.

i. Awareness campaign to inform everyone about all currently available services.

ii. Awareness campaign for Library Services - plan a many-pronged campaign reaching faculty w/different needs, at different times.  (IS liaisons are already very involved with this in an individualized way.)

c) Online quality service feedback model like University of Cincinnati.

i. Worst Policies Feedback Form: Create a “Frequently Voiced Complaint” link or email address. FVC’s would be listed on the IS website and the solution to the problems or how IS was soliciting solutions from users posted as well.

ii. UC is Listening: an online complaint, compliment, question, or suggestion service that sends the communication directly to the appropriate department.

d) Enhance and customize IS online presence 

i. Provide prominent link from main KU page to IS services especially for: faculty, researchers, students, and staff.

ii. Include links to all related services: CTE, IDS, KUCR, etc. 

e) Define scholar services provided by Printing Services.

f) A special IS services summit could be convened.

g) Develop marketing for new, expanded, or improved services. 

3. Develop a post-HVC2 information technology organization chart. This would “map” all the tech support staff and service communities at KU and put the staff, inside and outside IS, in contact with each other. Minimum standards of centralized communication and service would be clearly spelled out. 
 1.0 Charge:

On November 25, 2003, Dr. Marilu Goodyear, Vice Provost for Information Services, distributed an email to members of the Scholar Services Task Force designating Project Leaders, Sponsors, Facilitators and members.  The charge to the committee was distributed as part of that email, and reads as follows:

· Analyze current and future service offerings to determine "packages" of services needed by users.  

· Explore (research and define) the most effective model for communication with users (liaison model, point of need help, technical expert help applied to a specific problem, etc). 
· Explore and design a model for service delivery of all information services activities for users.

The charge to the Scholar Services Task Force may be found at http://www.ku.edu/~hvc2/.


2.0 Methodology:

The first Task Force meeting occurred on January 14, 2004.  Six days later, on January 20, HVC2 participants gathered for a retreat, the purpose of which was to discuss the work ahead of us, meet project consultants, and engage in teambuilding activities.

2.1 Subgroups

Early in February, the Scholars Task Force decided to use Blackboard as a means to facilitate our work.  In addition, we began discussing the idea of convening focus groups to gather information relevant to the charges presented to the Task Force.  At that same time, the Task Force formed three subgroups to work on projects relevant to the final report:  

· Focus groups: charged with organizing focus group meetings, suggesting participants, identifying the moderators and recorders, and developing questions;

· Best practices: charged with researching other universities to discover best practices in scholar services; and 

· Current services: charged with compiling a list of services currently available to KU faculty to help with their scholarly activities.  

2.2 Principles

The Task Force developed a set of Principles for Scholar Services Report to HVC2 to further delineate our task and provide an overarching framework intended to expand upon the charges distributed earlier.  The following Principles further defined “Information Services” and “Scholars” at the University of Kansas in the Preamble.

The Scholar Services Group seeks to promote the most effective and mutually beneficial relationship between Information Services–defined as the Libraries, Academic Computing Services, and related offices–and scholars at the University of Kansas.  Scholars at the University are defined as those involved in teaching and research, including undergraduate students, graduate students, faculty members, other instructors, and full time researchers.  We recognize that learning and discovery at the University form a continuum from pure research (including undergraduate research) through teaching. To foster this relationship, the Scholarly Services Group suggests the following as principles for its work:

2.2.1 The goal of Information Services in the academic enterprise is to support and facilitate the creation, consumption, and sharing of research and pedagogy. This support and facilitation will be done through electronic and digital means wherever possible.

2.2.2 Information Services will seek to make electronic and information resources available to all scholars.  Appropriate levels of information resources will be established by discussion between Information Services and scholars and will be determined according to the needs of the scholars, available University resources, and resources available from external sources.

2.2.3 Information Services will work to establish a clear point of contact for scholars to obtain information or to be directed to other offices which provide assistance.

2.2.4 Providing orientations and on-going support on the complete range of information resources for scholars is essential.

2.2.5 Clear connections and smooth flows of information should be established between Information Services and such complementary offices as Instructional Development and Support, the Center for Teaching Excellence, and other offices in order to help scholars make full use of KU’s information resources.

2.2.6 Information Services’ resources for KU scholars must be available, to the fullest extent possible, regardless of the location of the pedagogy and research.

2.3 Survey

The Task Force planning group (Jeff Bullington, Carl Strikwerda, Bayliss Harsh, Jerree Catlin and Kathleen Ames-Oliver) developed a survey instrument to measure faculty opinion about current and desired information services related to their work as scholars.  In an effort to capitalize on a predetermined group of faculty convened for another specific purpose, this instrument was distributed from March 1 – 3 to 58 teaching faculty comprising the General Education Assessment group (Senior survey). See Appendix A—survey instrument, and Appendix B—survey responses. 

Results of this survey were discussed and analyzed by the Scholar Services Task force in mid-March.  Ultimately, faculty responses to the questions posed in the survey were refined by the Task Force and used to form the questions posed to focus group participants in April and early May.  

2.4 Focus Groups

Prior to convening the focus groups, the Task Force held considerable discussion in meetings to determine kinds of focus groups we needed to interview and who should be interviewed in each session.   The Task Force then decided to interview each of the following groups (from the College of Liberal Arts and Science):

· Humanities chairs (April 19)

· Social Science chairs (April 21)

· Science chairs (April 23)

Because of time constraints we decided to take advantage of existing meetings where faculty were already present as existing groups.  We recognize that gathering data from prearranged groups may not be scientifically as representative as it could be, but still was useful. We recognize that more scientific composition of focus groups would be needed for future information gathering.
In addition, the Task Force identified two other scholar groups to interview:

· New faculty (i.e., those at KU less than two years) (May 3)

· GTA’s (May 5)

See Appendix C—focus group questions.

The Task Force Project Leaders invited Susan Craig, Head Librarian of the Art and Architecture Library and Chair of the KU Libraries Assessment Council, to assist in the analysis of the information gathered at the focus group discussions. See Appendix E—focus group analysis.

Early in May, a final timeline of Task Force activities and tasks was developed, leading up to the planned June 2, 2004 retreat.

2.5 Additional and Deeper Analysis of the Evidence
In preparation for a full task-force meeting on (May 18) we asked all HVC2 Scholar Services members to examine the analyzed focus group notes and identify separate slips of specific topics or responses that they saw as relevant to the task force charge.  We then engaged in brainstorming and affinity grouping exercise to organize those observations into logical groupings and then assigned topical names to those groups. Transcribed notes of that exercise, as well as a further level of analysis, de-duplication, and reorganization are attached as Appendix F. 

At the June 2nd 2004 HVC2 Retreat and presentation from this task force made its presentation on its initial findings and recommendations for future actions. Following that retreat and pursuant to the completion of our final report a subgroup met to further analyze    the “evidence” unearthed in the focus groups, survey and discussions. 


3.0 The Work, the investigation of findings

The group used several information-gathering methods to collect evidence from our users, our sister universities and from an understanding of current services offered. This section is divided into the following sections: Best Practices; Focus Groups; and Current Services. 

3.1 Best Practices

Best practices in scholar services at several other universities were identified and reviewed. A more detailed list of best practices identified is attached in Appendix G, but a few should be highlighted for further study. 

· The Quality of Service Initiative from the University of Cincinnati (www.qsi.uc.edu/default.asp) is a university-wide initiative to provide an organizational focus on quality and increase the level of customer satisfaction. Several projects developed by this initiative should be studied in detail. 

· The UITS User Satisfaction Survey from the Indiana University (http://support.uits.iu.edu/scripts/ose.cgi?anwq.help&osecat=about) provides an excellent model to emulate. They provide assessments for the last ten years that include changes made due to responses to each year’s survey.

· E-portfolios from the University of British Columbia (https://www.elearning.ubc.ca/home/index.cfm?menuClicked=4%2F&p=main/dsp_eport_index.cfm)Faculty and students are using the e-portfolio service for common inter-class journaling space and sharing of documents; sharing of interview and recruitment resources; as a simple shared work environment; and for storage.

· The National Institute of Health Web site (http://www.nih.gov/) provides a good model for keeping researchers up-to-date on events and information relevant to their research.

3.2 Focus Groups

The focus group meetings provided a useful source of information regarding how faculty locate the services they need, how they use current services, and what needed services are not currently being provided. The use of Focus Groups and the questions used were reviewed and approved by the Human Subjects Committee – Lawrence Campus.   As well, all focus group moderators and recorders completed the online Human Subjects Tutorial prior to their work with focus groups.
One common problem that was identified during focus group meetings with faculty and GTAs is that scholars do not know which unit provides the particular service they need at the moment, or where to go to obtain assistance for that service. This was not a surprising outcome. The alphabet soup conglomeration of names (e.g. ACS, NTS, IDS, CTE, KUCR), is confusing to the users IS supports. Scholars simply want to access the service they need—without knowing the bureaucracy involved in providing that service. Internal IS organizational changes are already in process to address some of these issues. We also recommend that a mechanism be identified to improve communication with complementary units such as IDS, CTE, and KUCR.  Staff receiving IS-related questions should be trained to refer questioners to the correct person at the other office. A reply along the lines of “Sorry, that’s an IDS issue, I don’t know anything about it” is a common complaint of faculty and staff regarding information issues. 

One dominant theme in the focus groups was that faculty members are not aware of many of the services that are currently available. While the Catalog of Services is a good first step to assist faculty in locating the services that they need, we also recommend that other communication methods be explored. Offering a separate IS orientation session for new faculty, and direct communication with deans, directors and chairs on a regular basis are two suggestions that should be explored. These, and other, suggestions to improve awareness of services offered appear in the Recommendations section below.

The other important point to note is that the focus group data was really the tip of the iceberg—a first attempt to gather some meaningful, if not yet deep, information from faculty about their thoughts on the services of KU’s Information Services.  Much more data could be collected, the data currently collected could be further analyzed, and additional interpretations of that data, and other recommendations could easily flow from what is already in our hands.  Our recommendations will address some of these concerns.

3.3 Current Services

One charge given to the Scholars group was to “Analyze current and future service offerings to determine 'packages' of services need by users.” Before HVC2 began, a Web-based “Catalog of Services” was being created to identify services provided by units in Information Services. This site provided a relatively easy way to gather information on services currently being provided. This committee provided feedback and suggestions about listings for the faculty page, the page that is most closely related to scholars. The Catalog currently resides on the HVC2 Web site at www.ku.edu/~hvc2/catalog. The Catalog includes services provided by all IS units, except Printing Services, and by some complementary units. Services provided by Printing Services will be added in the near future. 

The Catalog was one resource used to provide a cursory comparison of services. Some duplication of services was noted, such as course rosters, training, and maintenance of public computers. Two different forms of course rosters are available to faculty members, one created by ACS staff is housed on the Registrar’s site, and one on Enroll and Pay. Both ACS and the Library have provided related training and maintained public access computers.  E-Reserve, provided by the Libraries, and Blackboard, provided by IDS, are similar in their provision of document delivery and document retrieval services offered to the same group of faculty members.  Some of these overlapping services are being addressed with the current and ongoing mergers of units such as LITS and LSS, and ACS and library trainers.  A careful review is in order to discover other commonalities and redundancies.

The “Catalog of Services” can serve as one tool to provide information about technology related services, and the contacts who support those services, without the bureaucracy. While it is still in the development stage, faculty members who have seen the current version are excited about its creation. Ongoing feedback from faculty, staff and students should be solicited to make this tool as useful as possible. Other tools, such as regular user surveys, like the one in place at Indiana University, or other feedback mechanisms, also need to be identified and implemented. 


4.0 Findings (Problem areas from the Evidence)

Below we discuss some of the findings we came to based on the evidence provided to us in the focus groups, survey and from our own experience.  These findings are a kind of interpretation of the evidence and led us then to possible recommendations based on those findings.  Four main areas were found:

· Need for a More Robust System of IS Infrastructure Assessment and Development 

· The Gap between Local and Centralized Cultures
· Need for Improving Two-way communication between Users and IS 

· The Need for Early Wins
4.1  Need for a More Robust System for of IS Infrastructure Assessment and Development  

Interpretation of the Evidence:  We need adequate processes, skill-sets, personnel and resources in place to effectively assess and respond to KU needs in regards to Information Services. 

4.2  The Gap between Local and Customized Cultures

Interpretation of the Evidence:  Centralized vs. localized problems exist in technological infrastructure as well as in culture. An example of this is “who owns what” or “whose responsible for what” kind of problem.  Concrete examples mentioned by faculty in the focus groups include long-term archiving and preservation; lack of consistency and clarity regarding software licensing and compliance, data and server back-ups. The goal for future services should be “Customized but Connected.” IS should provide services that can be customized to serve the needs of the diverse individuals, researchers, departments and schools on campus, while maintaining a link that connects all centralized and decentralized services. An adequate funding line will be necessary to provide basic, university-wide technology services.  (See Recommendations 5.2 for further elaboration.)
4.3  Need for Improving Two-way communication between Users and IS 

Interpretation of the Evidence:  A more robust and diversified two-way communication is needed— a systematic approach facilitates and analyzes a greater flow of information between users and providers around needs, concerns and issues. In spite of IS’s efforts in the various units to communicate widely and diversely with users about IS services, users remain poorly informed about services and we remain less well aware of user needs. IS responses thus far have left out collaboration between its users and service providers.  A complicating factor of this is the current environment of a less well-developed assessment processes.

4.4 The Need for Early Wins

Interpretation of the Evidence: There is a need for some “early wins” in order to get buy-in from our users and our staff. These early wins might provide short-term relief to certain problems identified by faculty and demonstrate IS’s desire to move quickly on addressing problems considered “low hanging fruit”.  It is recognized that addressing these issues only addresses symptoms but perhaps not underlying issues.  Further explanation of what these early wins might be is contained in 5.4 below.

5.0 Recommendations for Action

This group strongly feels that there were four main recommendations that came out of our analysis of the evidence received in our survey, focus groups and professional and personal experience. Three of the four are recommendations that would require longer term development and support but potentially, when up and running make a significant impact on the way IS services are delivered, received, used and updated, as well as the culture of maintaining a thriving culture of user-based services.  The fourth recommendation would allow IS to make some early inroads into solving smaller, yet meaningful problems that bother the users. It would also give IS the time to focus on ramping up the other recommendations while maintaining a “High Velocity” to its change.  

The four recommendations are as follows: Create a Program of Systematic Assessment and Development; develop a Customized Yet Connected liaison support structure that would provide a strong liaison connection between localized needs and centrally supported services; further deploy a Two-Way Communication model that addresses the rich diversity of our users needs and preferred working/communication methods in order to facilitate the flow of information both ways between users and providers; and finally tackle some Early Wins recommendations that provide a series of smaller, quicker changes or modifications to services that would be widely enjoyed and hailed by our user community, even as longer-range plans are put into place.  A longer description of these follows:

5.1  Create a Program of Systematic Assessment and Development Employing an Interdisciplinary Diagnostic and Development Team:

A continual development cycle for Information Services modeled on the Experiential Learning Cycle needs to be implemented.   

This learning cycle theory, as articulated by David A. Kolb, a professor at the Weatherhead School of Management at Case Western Reserve University, holds that one way of looking at how people (and for purposes here, organizations) often learn, is through a continual cycle of learning, reflecting, generalizing, and experimenting; and then starting this cycle of steps over again in a continuous process.  The graphic below is perhaps more illustrative of this process:
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Source: David A. Kolb. Experiential Learning. New York: Prentice-Hall, 1984.
Continuous assessment of IS services is needed every year. Varied types of assessments (surveys, focus groups, etc.) must be done at various times throughout the year. Before any major changes are implemented, IS must determine if the changes fit in with the needs of faculty members and other important users of information services. Future development of services should include close coordination with complementary units such as IDS, CTE, and KUCR. Any services that are implemented or improved by the HVC2 process should also be assessed after a period of time to determine if they are serving the needs of scholars. 

The interdisciplinary multi-functional composition of the current HVC2 group could be employed for forming the working group that would carry out this Assessment and Development process.
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5.2 Customized Yet Connected, Local and Central Cultures:


Develop a systematic assessment of the current local vs. central problems of services offered by IS and needed by users and develop technical and personnel “bridges” that might help develop stronger central control and support where needed but with the personalized touch and local control that many units require. 

One way of doing this might include a system that partially pays for technical staff in all units of KU in exchange for a portion of that person’s training. This would allow for the units to develop individualized staffing needs and yet provide that person with a strong connection—in resources, training, and liaison skills with the centralized services of IS providing additional feedback mechanisms to the “Interdisciplinary Growth and Diagnostic Team” for example.)  Develop a unified “desktop” of services that would, among other services, provide shortcuts to KU server space, technical support, scholarly works depository space (KU ScholarWorks with an interface that can be customized for the special needs of certain “communities” or departmental units on campus for easy deposit and storage of data, gray literature, pre- and post-prints, for example.)

Many units have their own technical support staff and want to continue to work with that decentralized model. Other units are already using central tech support, such as the Tech Support for the College program, and appreciate that level of support. It is the recommendation of this group that IS establishes a minimum level of service and communication to centralized administration that any tech support staff member should provide. IS should take the lead in ensuring that all tech support personnel outside and inside IS are in communication with each other. Connectedness is in all our interests.

5.3 Multi-faceted and Systematic Two-Way Communication: 

Develop a multi-faceted communication strategy that will facilitate the two-way communication between IS users and service/infrastructure providers. This model would promote a centralized user feedback model that would encourage the flow of information from users to IS via focus groups surveys, comment forms, liaison as well as other methods. This multi-moded model would also aggressively seek to centrally communicate to its users via email, websites, liaison, advertising and promotion materials. 

5.4  Early Wins: 

Achieve some early wins in an effort to secure the support of both our users and staff.  This group came up with several ideas that could be implemented rather quickly and that would fall rather naturally into one of the three other categories, Assessment, Communications and Local & Central.

5.4.1 Systematic Assessment and Development (Assessment):

1.  Feedback from the surveys and focus groups helped to identify new services that are needed as well as current services that need to be improved or expanded.
2.   Continue focus groups in the future.

a. Use existing gathering points and orientation meetings for faculty, graduate students, and staff as places to hold focus groups. 
b. Establish focus groups at new GTA orientation, the annual CTE Teaching Summit, College chairs’ Brownbags, and professional school faculty meetings
5.4.2 Two-way Communication

The ‘Customized but Connected’ concept means that IS and related offices must take diversity into account in communicating with users.  In addition, the value of centralized services has to be “sold” to users in terms of the greater support and security that connectedness provides.  Users must be reassured that their special needs will not be overlooked, or their special services lost, if centralized services are implemented. Customization and Connectedness will both be maintained.  Communicating the diversity and customization of services that IS already provides can reassure users that connectedness is a net gain for them. 
1.  One-stop IS shopping phone number where referral to correct unit, service, or resource is made directly (KU Info model).  Another alternative would be creation of a centralized contact list that can be accessed by all IS and complementary unit staff to direct users to the appropriate person or unit. Since problems often occur when users are connected by a modem or cannot connect via the internet, contacting IS via telephone will always be essential.

2.  Plan a many-pronged 'PR' or awareness campaign so that over a one year timeframe a number of opportunities are available to share information about IS services with faculty—new and long-term faculty.


a. Email to chairs and deans at beginning of year (or semester) to offer options for technology updates:

i. Provide the opportunity for personal updates by IS staff at department meetings.

ii. Schedule responsive, targeted updates with deans, directors, and chairs.

b. Create sophisticated advertising campaign about services and resources.

i. Awareness campaign to inform everyone about all currently available services.

ii. Awareness campaign for Library Services - plan a many-pronged campaign reaching faculty w/different needs, at different times.  (IS liaisons are already very involved with this in an individualized way.)

c. Online quality service feedback model like University of Cincinnati.

i. Worst Policies Feedback Form: Create a “Frequently Voiced Complaint” link or email address. FVC’s would be listed on the IS website and the solution to the problems or how IS was soliciting solutions from users posted as well.

ii. UC is Listening: an online complaint, compliment, question, or suggestion service that sends the communication directly to the appropriate department.

d.   Enhance and customize IS online presence 

i. Provide prominent link from main KU page to IS services especially for: faculty, researchers, students, and staff.

ii. Include links to all related services: CTE, IDS, KUCR, etc. 

e. Define scholar services provided by Printing Services.

f. A special IS services summit could be convened.

g. Develop marketing for new, expanded, or improved services. 

3. Develop a post-HVC2 information technology organization chart. This would “map” all the tech support staff and service communities at KU and put the staff, inside and outside IS, in contact with each other. Minimum standards of centralized communication and service would be clearly spelled out. 
5.4.3 Gap between Local and Central Cultures—Bridging the Gap


Short Term

1. Centralized Laptop for faculty/researcher checkout for conferences and presentations.

2. Increase availability of Deskside coaching assistance. 

3. Add additional server space for:

a. Email storage.

b. Web server space for faculty.

4. Designate one place to schedule rooms and one contact for technology support for rooms.

5. Develop “Tech Eye for the Luddite Guy” concept. IS and related staff could go to a unit and do a complete audit and updating of IS services as a kind of  technology “makeover”

6. Offer face-to-face help (at cost) with a team of campus "Geeks on Wheels."

7. Continue developing better communication and collaboration with other IS related units on campus such as: IDS, CTE, EGARC, etc.
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Appendix A – Survey instrument

HVC2 Scholar Services Faculty Survey (Utilizing Faculty conducting General Assessment of Education Surveys March 1-3, 2004)

Scope note:  The goal of Information Services in the academic enterprise is to support and facilitate the creation, consumption, and sharing of research and pedagogy. (From HVC2 Scholar Services Working Principles document)

University of Kansas Information Services Division provides for the KU Community services in Libraries and Information Resources, Academic and Administrative Computing, Network Support (LAN, Telephony, Internet access), and Printing.  Services and Resources include content, hardware, software, training, consulting, and other modes of user support.  Although not administratively part of the IS Division, other services such as Instructional Design and Support, the Center for Teaching Excellence, KUCR, Campus Museums and other information collections are, in many ways, closely related and intertwined with IS services and resources.

Below is a numbered list of some services offered by KU Information Services, or related to IS.  Using the list below, please provide answers to questions 1 and 2 below.  If the provided list does not contain something you would provide as an answer, please write it in.

	1. Blackboard course management

2. Books, journals, other paper-based library resources
3. Computer repair for faculty/staff owned machines

4. Computer security (including anti-virus support)
5. Course Integrated Library Instruction

6. Customized classroom training for classes
7. Deskside Coaching

8. Dial In Access

9. Digital Library services

10. Electronic Databases
11. Electronic journals

12. Email distribution lists and electronic list management
13. Encompass Federated Searching

14. Enroll & Pay:  Online enrollment and financial information
15. Exchange email service and management


	16. Help Desk Services/Computing Support
17. Inter-Library Loan/Document Delivery

18. KU Online account creation and management
19. KU ScholarWorks

20. Library course reserves
21. Library Liaison/Bibliographer Services

22. Library or Computing Lab Workstations
23. Network services
24. Printing and copying services
25. Reference Consultation (in-person, phone, email, chat)

26. Reserved teaching labs
27. Video Conferencing

28. Web Services including Kyou portal and KU Home site
29. Workshops and Training opportunities




Question One:

What services or resources provided by KU IS or related units do you, have you used?

Enter as many as appropriate from the list above – you may just note the number or write in answers.

__________________________________________________________________________________________________________________________________________________________

 (OVER)

Question Two:

What services or resources, have you attempted to use, but with difficulty?

Enter as many as appropriate from the list above – you may just note the number, or write in answers.

__________________________________________________________________________________________________________________________________________________________

__________________________________________________________________________________________________________________________________________________________

What barriers do you perceive in your way in making use of KU IS Resources and Services?

	1. Lack of understanding or training about resources or services

2. Inadequate support/help when I need it, how I need it

3. Don't know what is available
4. Doesn't do what I want (functionality not present)
	5. Undergraduate focus in libraries
6. Blackboard

7. Internet connectivity from off-campus (KU Dial-in or through other ISP service)

8. Difficulty obtaining help when needed

9. Course roster and IT association with class administration


Question Three:

Enter as many as appropriate from the list above – you may just note the number, or write in answers.

_____________________________________________________________________________

__________________________________________________________________________________________________________________________________________________________

Question Four:

What is on your ‘wish list’ for services or resources KU IS could provide to you?

____________________________________________________________________________________________________________________________________________________________________________________

For basic demographic purposes only, please circle the appropriate answers below.

School/Division:  ARCH      BUS      JOUR      HUM      SOCSCI      NATSCI      SW      LAW      PHARM      EDUC      ENGR      LIBRARIES      FINEARTS

Rank:  Prof      Assoc Prof      Asst Prof

Years as Faculty at KU:  1-3      4-9      10-20      >20

Thank You.

KU Information Services HVC2 (High Velocity Change through High Volume Collaboration) Scholar Services Working Group

Appendix B – Survey Responses

HVC2 Scholar Services: Faculty Survey Summary

(Data Source: March 1-3, 2004, General Assessment of Education Surveys faculty)

Question 1: Services Used




Pct of

Dichotomy label
Name
Count
Cases

Books, journals, other paper-based libra
Q1P2
34
91.9

Electronic Databases
Q1P10
29
78.4

Electronic journals
Q1P11
28
75.7

Inter-Library Loan/Document Delivery
Q1P17
28
75.7

Enroll & Pay: Online enrollment and fin
Q1P14
27
73.0

Exchange email service and management
Q1P15
27
73.0

Blackboard course management
Q1P1
23
62.2

Email distribution lists and electronic
Q1P12
22
59.5

Digital Library services
Q1P9
22
59.5

Dial In Access
Q1P8
20
54.1

Library course reserves
Q1P20
19
51.4

Computer security (including anti-virus
Q1P4
18
48.6

Help Desk Services/Computing Support
Q1P16
16
43.2

Computer repair for faculty/staff owned
Q1P3
12
32.4

KU Online account creation and managemenQ1P18
12
32.4

Network services
Q1P23
12
32.4

Library or Computing Lab Workstations
Q1P22
11
29.7

Reference Consultation (in-person, phone
Q1P25
11
29.7

Web Services including Kyou portal and K
Q1P28
11
29.7

Printing and copying services
Q1P24
9
24.3

Workshops and Training opportunities
Q1P29
8
21.6

Library Liaison/Bibliographer Services
Q1P21
4
10.8

Reserved teaching labs
Q1P26
4
10.8

Course Integrated Library Instruction
Q1P5
3
8.1

Customized classroom training for classes
Q1P6
3
8.1

Deskside Coaching
Q1P7
2
5.4

KU ScholarWorks
Q1P19
2
5.4

Video Conferencing
Q1P27
1
2.7

Encompass Federated Searching
Q1P13
0
0.0


-------
-----

Total responses

418

37 respondents selected one or more items for this question

HVC2 Scholar Services Faculty Survey Summary

(Data Source: March 1-3, 2004, General Assessment of Education Surveys faculty)

Question 2: Services or resources with difficulty




Pct of

Dichotomy label
Name
Count
Cases

Blackboard course management
Q1P1
6
16.2 

Enroll & Pay: Online enrollment and fin
Q1P14
3
8.1 

KU Online account creation and managemenQ1P18
3
8.1 

Electronic journals
Q1P11
2
5.4 

Network services
Q1P23
2
5.4 

Computer repair for faculty/staff owned
Q1P3
1
2.7 

Digital Library services
Q1P9
1
2.7 

Electronic Databases
Q1P10
1
2.7 

Exchange email service and management
Q1P15
1
2.7 

Help Desk Services/Computing Support
Q1P16
1
2.7 

Library course reserves
Q1P20
1
2.7 


-------
----- 

Total responses

22

16 respondents selected one or more items for this question

SPSS Multiple Response Summary

Question 3: Perceived barriers to making use of services




Pct of

Dichotomy label
Name
Count
Cases

Inadequate support/help when I need it,
Q1P2
11
29.7 

Internet connectivity from off-campus (K
Q1P7
11
29.7 

Lack of understanding or training about
Q1P1
9
24.3 

Don't know what is available
Q1P3
9
24.3 

Difficulty obtaining help when needed
Q1P8
9
24.3 

Doesn't do what I want (functionality no
Q1P4
6
16.2 

Blackboard
Q1P6
5
13.5 

Course roster and IT association with cl
Q1P9
4
10.8 

Undergraduate focus in libraries
Q1P5
1
2.7 


-------
----- 

Total responses

65 

30 respondents selected one or more items for this question

HVC2 Scholar Services Faculty Survey Summary

(Data Source: March 1-3, 2004, General Assessment of Education Surveys faculty)

Demographic Summary

School/Division



Frequency
Percent
Valid
Cumulative





Percent
Percent

Valid
ARCH
2
5.4
5.9
5.9


BUS
4
10.8
11.8
17.6


EDUC
4
10.8
11.8
29.4


ENGR
3
8.1
8.8
38.2


HUM
4
10.8
11.8
50.0


LIB
1
2.7
2.9
52.9


NATSCI
7
18.9
20.6
73.5


PHARM
1
2.7
2.9
76.5


SOCSCI
7
18.9
20.6
97.1


SW
1
2.7
2.9
100.0


Total
34
91.9
100.0



Missing
 
3
8.1




Total

37
100.0




Rank



Frequency
Percent
Valid
Cumulative





Percent
Percent

Valid
ASSOC
9
24.3
26.5
26.5


ASST
5
13.5
14.7
41.2


PROF
20
54.1
58.8
100.0


Total
34
91.9
100.0



Missing
 
3
8.1




Total

37
100.0




Years as faculty at KU



Frequency
Percent
Valid
Cumulative





Percent
Percent


1-3 years
4
10.8
11.8
11.8


4-9 years
9
24.3
26.5
38.2


10-20 years
11
29.7
32.4
70.6


> 20 years
10
27.0
29.4
100.0


Total
34
91.9
100.0



Missing
0
3
8.1




Total

37
100.0




Appendix C – Focus Group Questions

1. One thing we are especially interested in is what technology and information resources you currently use within your instruction and research responsibilities.

2. When you need support or have a question about technology or information services where do you go to get answers? (How do you discover what instructional and research resources and support are available?)

3. What is your preferred means of obtaining research and instructional help and communications?

4. Are there resources you need that you currently don’t have that would improve or enhance your instructional and research activities?  (What resources do you need in order to carry out your research and instructional activities?)

5. How best can we keep you informed about information services and resources? 

Groups targeted as Focus Groups, in date of occurrence

· April 19, 2004 11:30-12:10 210 Strong Hall

· CLAS Humanities Department Chairs Brownbag

· Moderator: Carl Strikwerda

· Recorders/Observers: John Stratton, Jerree Catlin

· April 21, 2004 11:30-12:10 210 Strong Hall

· CLAS Social Sciences Department Chairs Brownbag

· Moderator: Kathleen Ames-Oliver

· Recorders/Observers: Sarah Hargus Ferguson, Thelma Simons

· April 23, 2004 11:30-12:10 210 Strong Hall (Confirm that this is the date – unclear from my notes)

· CLAS Science Department Chairs Brownbag

· Moderator:  Jeff Bullington

· Recorders/Observers: Ada Emmett, Linda O’Donnell

· May 3, 2004 11:30-12:30 International Room, Kansas Union

· New Faculty Focus Group

· Moderator: Jeff Bullington

· Recorders/Observers: Wes Hubert, Kathleen Ames-Oliver

· May 5, 2004 11:30-12:30 International Room, Kansas Union

· GTA Focus Group

· Moderator: Carl Strikwerda

· Recorder/Observer: Linda O’Donnell

Appendix D – Focus Group Notes

a. GTA Focus Group, May 5, 2004

Group Leader: Carl Strikwerda
Recorder:  Linda O’Donnell 

[Note: only one respondent, Christy, from the Math GTA group]


1. What technology and information resources do you currently use within your instruction and research responsibilities?  

· Now I use few library resources

· Use Email 

· Use programs in math within the department and as a GTE I forward all my math things to web mail

· [Q-Online resources?] Is nice to look up books and resources on the library online 

· “Today later I will figure how to use interlibrary loan” [Recorder’s note: The participant knew of and valued this service, but did not know how to use this most basic service as a graduating master’s degree student who will go on for a PhD next fall]

· [Q-For courses?] Use for IT for homework assignments; use HTML at the log-in name at math site; [Q-Do you use IDS or Blackboard?]  No, those are PC things instead of Linux; in math we use Linux and some Mac systems; our UNIX-based systems in the math department uses Linux, which makes it so frustrating to try to cross platforms; the math Unix people are computer savvy and do not use the other system, so it would not be worth making it available

· “I need scanning tools.  Do you scan in stuff? Oh, that would be good. Could they scan parts of the textbook into a site? To save the $ 50.00 of buying the text book

· What I use most.  Email, yes; online, yes; online catalogs, yes

· [Note: Christy asked Carl twice, “Do you want to talk about enrollment?”]  Suggestions--I hate the new Enrollment-Pay. Although I am not an advisor for my students, I know they do not have a catalog you can pull up, cannot just ask for all the X courses, so must know the course number and these number change from one semester to another; hard to get to what you want as a course with you enroll 

· Advising in Enroll & Pay is tough to use because cannot do wide searches and can only do narrow searches.  I you cannot provide or get all the data on one course before you use it, it will say cannot do this search.  Luckily, by the time KU changed to the new system to enroll, I had already gotten through (this is my last term);

· Really nice to submit grades online [with Enroll-and-Pay]; takes a long time to get the roster available to us 

· [Q- If not using Blackboard, do you have another system for students who do not attend class?]  No

· The problem is that they give you a roster, school year, and email, and class…do you have to enter the students’ email or is it offered in Blackboard? Wow, that would be good [Note: Christy doesn’t know how to use the systems available for teaching at KU

2. Where do you go to get answers when you need support or have a question about technology or information services? 
· I’ve just gone to the library when I have trouble with that [technology or information services] online, or if in math, I go to the system administrator in the math department

· There is a phone number…Oh, I know. I was trying to change my email and used …[Q-Was that an ACS website?] Yes

· The login is hard to use; when I wanted to use the calendar, e.g., last day to drop a class, and I had to sign in with my name 

· Problems included hacked records—“What was the whole deal with the Watkins thing?”  [Hacked records of patients and people served in the pharmacy at the health center].  Was it a problem in the sense of information being taken? 

3. How do you prefer to receive help (e.g., liaison, point to point)?
· I think you need to have phone help for people who are just hopeless or if you cannot get on the internet know I have called in when I was trying to set up everything with my computer

· As far a online help, one of the biggest frustrations, all the pages have so many links that it is like overload

· The A-Z is the fastest way to find links—works well

· I usually use the math department servers, so we use the browsers differently, the size of things big or small, Godzilla, opera, Webscape, all these different web systems in math department

· [Q-Are they not as versatile as they should be?] Opening on different systems? The KU things are pretty good

· The version of Netscape we are using is a dinosaur in Math department; if on an old computer, you need newer equipment to view the national swirling fancy pages

· [Q-Does sending email a way to get help?] No, I would rather pick up a phone rather than use email to get help.

· At Indiana, where I will go next year, you can go on line to a chat room to get help like instant messaging--that is nice if you are home and dialing in; my roommates and I do not have cell phone and only one phone line so cannot do phone help while online

· I will check the web before I call to see if I can solve the problems; you can call and you can email
4. What resources do you need to carry out your research and instructional activities?
· [Participant asked Focus Group Leader] Does KU have enrollment for graduates online? [Note: Group Leader explained that this is a new service that KU is just starting this year—therefore, this exchange reflects need for way for users to learn about new services] 

· “The more paperless things are the better I like it.”  

· Need to reduce junk mail; “One thing I like about Enroll-and-Pay is that you do not have a lot of junk mail”

· Need to reduce junk mail; “You can make the alumni association from trying to get me a credit card!! Stop them from Soliciting online”

· Online homework is not good; I can compare my Physics I course, not online, in which the instructor was picky and made us all write out everything and the process helped me learn the content and processes really well; by contrast, in Physic II course all online, I would have ten chances to guess the right answer [could do over with right answers provided plus many from among multiple choices] and I did not learn as well; I learned “a ton” in papers where I wrote everything out in Physics I and I did not learn anything in Physics II class that was online.  Students do not learn as well online

· Online homework and courses have more problems; [Carl commented as part of a Q that College of William and Mary is switching to an all notebook system for courses to which the Focus Group participant responded]. How would it work for formulae and sketches in math? Some problems are hard and you try to solve them 5 different ways and then assemble the pages of work and figure out what to do next, justify the step. So online courses do not work so well online

· [Q-Are there things in your research for which you need technology?] My needs…I wish we had Mathematica, an up to date version, and high quality graphing calculators like TI83 without and TI89 provided by the department…keeping both the graphic calculators technology and the course software technology, like Mathematica, updated—“THAT WOULD BE MY BIGEST COMPLAINT”

· [Q-would need a site license for things you are using? In chemistry, math, & physics the departments have their own staff hired to support the technology; should these be centralized or should they share site licenses?] If you are going to change, it would be a really big mistake to change the operating systems; do not change the systems used in the various department like Linux, Unix, Mac, web-based, but not PC systems in mathematics

· KU needs to keep these different systems that have become embedded into unique projects and functions

· I know they have their own little universe in terms of technology with things like Mathematica, Maple, and Matlab [Note: Matlab is an integrated technical computing environment that combines numeric computation, advanced graphics and visualization in a high-level programming language and a flexible environment]

· I’m satisfied with what we have; having versions of these things updated is what I would change; we urgently need the newest version of these things 

· By contrast, do you know the bioinformatics thing—I think having everything on the same system across departments for something totally new, like that [interdisciplinary informatics] would be good; you could start toward more integrated uses across departments and fields this way, initiating a new program that everyone wants; buy and use what you want everyone to eventually share, allowing them to introduce new uses voluntarily that gradually move into shared systems [Note: Carl observed as moderator, “Yes, we would have conduits to link these systems, not to make them the same, but to let them communicate with each other’s systems]

· Do you know about “Heron”?  It is Unix-based supercomputer multi-purpose linking system; it’s a multiple supercomputer network [Note: KU’s research “Access Grid” is an international network sometimes referred to as “Internet II”]

· “At home I use PC and at the math department I use Unix, and it is hard to make these transitions work. What is the term for communicating across systems? We need that”

5. How best can we keep you informed about information services and resources? Responses:
· Regarding posting web or email messages broadly to inform me, one problem is that lots of emails sent out by the KU’s IT technology administrators--that are meant to inform me--are not related to me, so I do not read all the messages posted for me on the side of the screen; but if something does not work and I am having problems, then I go check the information on the side in search of a solution—how can we make the information available on a “need to know” basis?
· Improve the subject line of the emails from tech administrators to users to alert me when I really need to read this directive to make my system work well; by contrast, do not send pages of things or many notices of things that do not pertain to me; also, the emails are ridiculously long
· Shorten email alerts by noting problem, send only to those to whom it pertains using a short line or two, and then direct people to a web link if this applies to you; it would be so short I would read it; I would know where to go to get the detailed directions if it pertains to me
· Cut the volume of information sent to everyone; people are lazy and you just have to accept that fact—do not use unless need to
· Makes me feel good to have you ask me my point of view “so I do not just have to swear about things under my breath” [Recommendation might follow to have ongoing focus groups to inquire about needs from users]
· [Recommendation] Would be good to have an online place to vent like a “blog” and to leave complaints, at least it would be amusing, and sometimes it would help the system administrators see how we are reacting to problems and services; a blog, that is a great idea
b. New Faculty Focus Group, May 3, 2004

Moderator: Jeff Bullington

Facilitator: Kathleen Ames-Oliver

Recorder: Wes Hubert

Faculty from Communications Studies, Law

1.  What technology and information resources do you currently use within your instruction and research responsibilities?

• has had blackboard training

• use people.ku.edu to serve class web pages, not Blackboard


(because of previous experience with web, HTML)

• Some classrooms well-suited to multi-media presentation, others not

• Courses are technology intensive—my class uses readings on web, video clips

• Sometimes have classroom without mutli-media support; this is a problem

Summer class was scheduled for multi-media classroom,

now rescheduled; reservation process changed

• having scheduling responsibility on instructors seems difficult

• Use listservs for course

some problems with students who have “odd email addresses”

support is generally good

[From context these comments are on Exchange Distribution Lists]

• Much of scholarship in my field is individualistic; no large dataset collaboration

• Some faculty using video editing; wonder about services for video editing

(On research side) make use of video clips

• Online submitting grades: works out OK, but interface, labels, are non-intuitive


• Second the "non-intuitive" comment

• Use dial-up for access from home;

• Roster updates have 1-2 days delay

• Work is very word processing oriented. WordPerfect used in Law school

• School’s tech support is mostly hardware, server, not apps

• Propriety databases West Law, Lexus

• Use media classroom facilities: how standard are these across campus?

• Need file access in media classrooms

• Have technology committee in law school; looking at exams on computer

Want ability to lock in to test mode (for closed book exams)

• What is Blackboard? [Had not heard of it at all]

2. Where do you go to get answers when you need support or have a question about technology or information services?

• Used to be Tony; now different

• Has been good at providing support, steering people to right source

• Web pages (ACS, IDS)

• Usually go to internal support staff

• Our two tech guys--Dan & Steve

3. What is your preferred means of obtaining assistance?

• Haven't used Deskside coaching yet, but will now that I know about it

• Extremes: I figure it out myself or want somebody behind me helping


• Won't normally use intermediate means, such as repeated calls to help desk


• "In the building" is a big [positive] psychological factor

4. What resources do you need to carry out your research and instructional activities?


• Guy/gal in building


• All classrooms need multi-media technology


• Need to have all classrooms set up in similar way, same access


• Problems: Some projectors take time to warm up; some systems freeze


• PowerPoint and live web access should be universal


• Electronic whiteboard (smartboard) would be nice



Take notes from classroom discussion; email to class to later reference


• Had smartboards at last university; people liked these quite a bit


• Features would be used a lot more if "right at our fingertips"

5. How can we keep you informed about information services and resources?


• Intermittent email (can save in file for reference)


• Would rather go to web site than get email


• At last university got lots of email, but it was hard to follow (too technical)


• Have never heard of ACS, IDS before this


• Thank you for doing this session


• Everyone is always looking at world from own perspective;

wider degree of feedback would be good


• Sometimes a small change can make technology much more usable


• Maybe session like this halfway into semester would be best (March for spring)

c. CLAS Humanities chairs brownbag, April 19, 2004

Moderator:  Carl Strikwerda

Recorders:  John Stratton and Jerree Catlin

1.  What technology and information resources do you currently use within your instruction and research responsibilities?

· Wescoe ARC has mobile equip. that is used [not sure of other ARC responsibilities] 

· Media equip in classrooms are used a lot  

· Computer lab (in Wescoe??) for English Technical Writing (5 sections).  

· Online library resources are useful (none were specified)

· Blackboard is used by some faculty

· E-reserve is used by some faculty

· LAN support person (ACS Deskside coaching) is used and greatly appreciated by faculty

· ARC – uses their mobile equipment in the classrooms

· IDS – support of media classrooms

· Online resources from library – very useful

· Writing Center in Wescoe

· Application and hardware support

· Blackboard

· E-reserve

· Deskside coaching – great

· LAN support servers

· Use PowerPoint everywhere

(Those noted below seem to be desires or observations, not actual current use)

· Laptops for use would be an improvement

· DVD/VHS in classrooms would be an improvement  

· Media support is constantly required

· PowerPoint software would be useful

2. Where do you go to get answers when you need support or have a question about technology or information services?

· Philosophy and Spanish have their own departmental contact person–all faculty requests and articulated needs go thru them to ACS

· Some think that call lab support systems directly is the best way

· Security clearance is an issue to self-sufficiency 

· For research assistance, area studies librarians are contacted

· ARC gets foreign language support??

· Art and Arch librarians is consulted frequently or the dept. “Visual Resources Curator”

· Some voiced that they are often unsure whom to contact for support and mentioned the following individuals: Keith, Andy and Tony

· Onsite (i.e., in building) workshops provided by ACS are valuable, but there was a sentiment expressed that faculty are unclear why some are offered in some depts. and not others (could it be insufficient number of faculty enrolled?)

· IDS helps with class preparations and this is appreciated

· Department contact person – always call Sonja Farmer and liaisons

· LAN Support (LSS)

· Problems with one contact and security clearance; problems with Internet Explorer (This was a problem with accessing Bb with Internet Explorer ver. 6.  My notes say “clearance” also, but I think that he meant ‘access’.  After contacting LSS, he had to wait over a week before getting ‘clearance’ aka ‘access’ to Bb because the support person didn’t come.)

· East Asian librarians

· EGARC – for foreign language problems related to computers

· Art & Arch librarians

· Keith (Dept. application support)

· Not sure who to call when; “catch as catch can” (dept. support, Andy, not sure of his role, or Tony   or LSS)

· Was unhappy with response from LSS for the most part, especially those depts. that don’t have a specific LSS support person assigned 

· Training workshops are a contact; call and have dept. training as well as attending scheduled training; (confused about why some depts. get offered this service and others can’t because they don’t have enough people.)

· IDS helps as an instructional resource

3. What is your preferred means of obtaining assistance?

· “They come to my office” to provide assistance as needed

· Calling ACS--  Training in office is nice to have

· Single (human) point of contact is important

· “We want our liaison back” – sometimes student workers from ACS are different every time.  Single contact more useful and efficient

· Liaisons are important –  they provide a departmental memory

· We get less and less of a “piece” of liaisons – have to make appt’s sometimes weeks in advance

· Some liaisons unresponsive—students better at times—sometimes more responsive

· Unit not under college contract—harder to discover whom to contact for a variety of IS services – networking, IP’s, infrastructure support, …

· Not knowing who is responsible for what, or whom to contact

· For faculty who have competency, it is hard to interface at times with LSS—especially when it comes to clearance for upgrading or doing other tasks Obtaining support—preferred mode:

· Email is “easiest” way to get help (getting help with problems)

· Call in – technical staff can often walk the caller through a problem or fix it remotely.  Email is good for bigger problems
· I want them to come to my office.

· Calling ACS and email, when people come to my office for training that is very helpful

· Single person contact; single HUMAN contact

· Want our liaison back (English); different students every time and they always have to many several trips

· Can’t have too much institutional memory and the liaisons provided that ongoing information

· Increased number and is very uncomfortable and can’t do anything unit its fixed

· Students from LSS are more responsive than staff; my liaison is totally worthless

· Biggest problem is knowing who to call; we get notices from so many people, we don’t know who to contact for hardware, IPS, ANSR, etc.

· EGARC and Honors don’t have a liaisons and so interfacing with the many faces of ACS (Computer Center) is difficult; we have our own competencies

· Like to get help through email; it is the easiest

· Like phone support and remote access since support can ‘walk you through’ a problem

· Many modes of problems that keep you from working

4. What resources do you need to carry out your research and instructional activities?

· Teleconferencing/videoconferencing (especially for international  programs)  

· NTS – pay them for special purpose programming? [I think this was for teleconferencing charges so that trying to do a teleconference would not be prohibitively expensive.]

· Classrooms don’t have mounted projectors permanently installed – need them installed—mobile units are not secure.  {What was being asked for essentially had to do with providing a complete and permanent technology presence in classrooms, including projectors, computers and Internet access, along with providing the backup and support needed to do keep things running.]

· Research – databases?

· More for licensing digital image databases (Art historian)

· Licensing of “high-end” software –specialized software plus training which should trickle down to GTA’s and instructors

· PowerPoint everywhere (see above) with written instructions for usage, login, etc.  In general support is often seen as problematic and uneven 

· Work with registrar to get classes in appropriate (wired?) rooms

· Still want chalkboards/marker boards - individual styles of instruction

· No consultation with faculty prior to rooms being rearranged—when tech. decisions are made, more consultation needed. {Media classroom committee was specifically discussed, Sandra Gautt convenes—this  group often does not consult with faculty before making changes

· Tele-video conferences; extraordinary costs & tried to have a meeting with potential grant but couldn’t – needed  also by International programs 

· NTS is monopoly;

· Suggest having a pool of money for special purpose programming and teleconferences

· Many classrooms don’t have mounted projectors; DVDs, etc.

· Need more media classrooms to enhance the quality of teaching

· More money that could be spent to license digital imaging libraries

· License Photoshop and specializes software and training; let GTAs and instructors learn and know about this as well

· Even low tech people like media classrooms with projects and PowerPoint capabilities

· Room 3139 is always a problem

· Registrars office; having centralized reservation system for instructional classes would be helpful

· Don’t forget chalkboards when redoing classrooms; likes low-tech 

· Need to consult instructors and faculty who teach in the rooms before redoing classrooms over the summer

· Want to be part of the decisions when making changes to classrooms

· Media classroom committee is convened under Sandra Gautt but no faculty was consulted.

· Spencer Auditorium is due for a remodeling and are concerned abut the process IDS and DCM are developing

5. How can we keep you informed about information services and resources?

· Email

· Problem knowing who does what—decentralized—often seemingly inaccessible.  

· Importance of liaison is clear here

· Acronyms (IDS, ACS), and those in charge of units are often unknown

· Often times a short visit to depts. by IS staff would help.  Or they can contact the dept. chair to schedule a visit

· ACS organizational chart would be useful

· Messages (email, snail mail, etc) should bear titles and names of staff from the various IS offices

· The Kansas Union is not integrated into this (IS) and should be 

· Possibility of increasing number of liaisons?

· Source of communication is not the problem but rather all the various sources – decentralized and doesn’t feel like everyone is on the same wave length – receive messages from Andy (who is he?), Thelma Simons, ACS, Provost, Chancellor, Dept. chair, etc.

· Acronyms are a problem

· When people meet with me or in a group, it is very helpful

· Department presentations can be a problem, sometime not effective since they can be too long or too much info

· Organizational chart from ACS (probably mean IS) would be helpful to know acronyms

· People tell me to call the office and I don’t’ always know who the person is

· Kansas Union is not integrated into IS and doesn’t have good equipment. [Probably is referring to the media equipment]

· Increasing the number of liaisons would help; amazed at how long it takes sometimes to get a response; up to a week

d. CLAS Social Sciences chairs brownbag, April 21, 2004

Moderator:  Kathleen Ames-Oliver

Recorders:  Sarah Hargus Ferguson and Thelma Simons

1. What technology and information resources do you currently use within your instruction and research responsibilities?

· Library catalog, searching databases, electronic journals (paper journals available electronically as well as e-only). 

· APA psych lit

· Download papers from websites, conference papers,  government Web sites (for statistical data), 

· Blackboard.

· Web of Science.

· Use everything at one time or another (“What don’t we use?”), 

· Turnitin.com. 

· Do not use printing services (too expensive). Need to produce scientific posters—Union or Wescoe printing services staff couldn’t do it. Some have in-house research supports. 

· Use IDS for films (transferring video to digital). 

· Library staff helpful and computer center classes are helpful. 

· Library orientation for students and faculty very useful. 

· University archivist very helpful. 

· Videos from EGARC in Wescoe. 

· Place to scan in articles for students (e-reserves?) 

2. Where do you go to get answers when you need support or have a question about technology or information services?

· LSS.

· Hardware or media for classes contact IDS. 

· Some call Help Desk. 

· Bibliographers and library liaisons (one person didn’t seem to be aware of this support). 

· Ask colleagues here or across the country. 

· Grad students. 

3. What is your preferred means of obtaining assistance?

· Online. 

· A couple had used Deskside Coaching (some hadn’t known about it). 

· Most covered under Tech Support for the College.

· Like immediate support through VNC.
4. What resources do you need to carry out your research and instructional activities?

· Individualized surveys that can be put on scan tran. Can work with NCS on large surveys but not cost effective for small ones. 

· Want to do data collection online with SPSS DE but told that we aren’t supporting. 

· Wireless where faculty like to work. Univ of Central Florida totally wired, so is USC. 

· Audio visual communications between Lawrence and Med Center campuses. 

· Encrypted data path between KUMC and Lawrence—more important now with HIPAA standards. 

· Standardization, central planning of computer resources between two campuses, like operating systems and e-mail. Concerns about transfer rates and loads. 

· Wiring upgrades bottleneck issues, varies between buildings, difficult to determine when upgrades would be occurring. 

· How to use systems most efficiently for research data transmission. Wishes are tied to research funding now. 

· Comments about K-State online system. How do we rate against the services they are providing? 

· Frustrations with online timetable. Using it to track enrollments is extremely cumbersome. Screens are hard to read. Does not keep menu titles at the top. Takes many clicks to get in to. Cannot keep view you want. Students are getting into the wrong semester all the time. Delays in entering grades, took forever. Took twice as long. Want to tab down list and then enter them all. Seems to process each grade before moving on to the next one. Confusion about grades for cross-listed courses and those that have both undergrad and graduate sections. 

· Course scheduling (rooms and times) is taking a lot more time—this has caused a lot of bad feelings among staff. Conflict between room size and enrollment levels. Will let students enroll in excess but kick them out later because of room size. Capacity to many course levels is much harder. 

· Better support for Macs. 

· What is timeline for upgrades and who makes the decisions? Include faculty involvement. 

· Some chairs would be interested in learning how PeopleSoft works—orientation that explains why these things happen. Faculty advisory or liaison group for PeopleSoft. 

· Problems with grades and assigning credit for courses that are bi-campus. Registrar has to fix those courses manually. Also problems with team teaching across departments. 

· Don’t upgrade unless things will be a lot better.  Faculty don’t see the value—need to share that information with them. Why wasn’t more testing done before student section of PeopleSoft was implemented? Using Spring04 instead of arcane number. 

· ARTS forms are generating inconsistently. 

· Centralized graduate enrollment issues discussed—mainly human issue not technology.  

· Reduce Spam!

5. How can we keep you informed about information services and resources?

· Consult department chairs before decisions instead of after.

· The phrase “High Velocity Change” made some people nervous. 

· Computer stuff handled by so many different entities. Send notifications from one place—trusted source.

e. CLAS Natural Sciences chairs brownbag, April 23, 2004

Group Leader: Jeffrey Bullington
Recorders:  Linda O’Donnell & Ada Emmett 

1. What technology and information resources do you currently use within your instruction and research responsibilities?

· Use technology such as diverse computers, both desktops and laptops, math graphing calculators, computer-linked “white boards,” software for writing programs, word processing software, Mathematica [extensive teaching and research package], PowerPoint, statistics class computer services, Blackboard software for teaching classes

· Use widely diverse, digital, physics textbooks within Blackboard software programs; text book publishers will come to campus each semester to install these digital texts on embedded Blackboard systems--more next year--especially with larger introductory texts

· Have problems doing equations and parameters symbols in math digitally, so various departments in the sciences and mathematics must add specialized software; what we really need is better programs to do these processes on computers [they suggest that HVC2 ask Dan Bernstein about Jim Orr, his friend from Nebraska, not to be confused with KU's James Orr, to gets the name of the best new software available for this purpose]

· Need highly specialized animation and visualization software tools in Kelly’s work in life sciences 

· Use various data bases in all the different departments of CLAS

· Use electronic, online, journal services 

· [Professors attending the focus group ask, “What is the printing service?” Jeff Bullington explains it is the central campus photocopying service] Split uses of copying, with some at local/dept-specific offices and others at campus/general level. Mixed by department on uses and value of these services.  Need services close to work so local (in each department) is best liked CLAS departments often do their own multiple copies with computer printers and with on site photocopying machines in the departments, for example, as when print 15,000 exams in math; much copying goes on locally, and never makes it to the KU centralized printing services; however, several people also said they use the KU copying/printing services, for example, as when they copy the chemistry newsletter

2. Where do you go to get answers when you need support or have a question about technology or information services?

· Use local computer-support people and if they cannot do it, go to IDL lab

· We have our own staff in the department that we call “the Computer Center” 

· Do not use the university [centralized] services because usually there is no answer when we phone for help and/or the line is busy and/or the people are not available to help us

· We use our own technology specialists locally [by department], for example, to support the math lab and Mathematica—the central staff do not know how to work with these types of software and hardware problems so our own people handle it—we hire them for that purpose

· “I do enrollment pay my self for the whole math department”

· local people with in the department—local faculty-- that are interested in certain technologies and they develop the expertise within the department-- AE

3. What is your preferred means of obtaining assistance?

· Prefer local (in each department) over central (campus-wide) services.  Need people to help each department’s unique needs on site.  Use both, and which we use depends on what the services is—having that local person works best, and then the local tech staff farm out what is needed if they cannot fix the problems [“farm out” to the central KU tech staff] 

· Often need help solving problems, e.g., getting hacked into and having a server down 

· Solutions we like best include having a person in our own building “whom we know” who works with us directly [face to face], and having it be “the same person all the time so we get to know him or her for technology and for library services,” e.g., “Ada Emmett is our library support person; this works really well for us;” several focus group participants at the table affirmed that they agreed that the “local person is most useful by department”

· [James Orr, Biology, keeps a “list of problems” his department has been having with technology throughout the year and HVC2 might get this list from him]

· Need help with our numerous servers scattered throughout each department’s program and research projects

· Use (and prefer to use) grant money and department money to hire a local people for technology and library services [Orr] so have control if local person; we realize this is the most convenient, but may be too costly for all

· Find that central KU tech service is hard to locate when we need help

· Find complexity of people and offices in our central KU services make it hard to know who to go to

· Find Central offers a “one size fits all;” e.g., if you have problems with a Mac, “you are dead meat if contact central KU IT services” but “you are all right if you ask about a PC/Intel platform”; in sciences, we often do not use the PC, so central services cannot help us very well with our specialized functions in technology, e.g., in math, only a small percentage of us use PC; we use Linux and Mac  

· Find that our servers [in math] are maxed out and need more space

· Find we always need more space, so we create our own backup files on servers for our voluminous files of emails; these separate sets of systems with their own server are problematic since we operate a separate mail service 

· [Adamant agreement among participants regarding upper limits on memory being too small] “The max of memory on attachments and on email banks [from central services at KU] max out too quickly”, e.g., “we send 400-500 mb documents often, so the 80 mb limit is ridiculous”

· [Continued…] Have problems managing the overloads from these restrictive upper limits on memory of emails and servers from the central system, so we end up moving information off onto 3 different computers to archive, and if on different equipment, we lose the information we are trying to save, but we do it anyway

· Need to have systematic backup daily in our departments; [Math Department does, while Life Sciences in molecular and cellular does not] and need all email is backed up on servers; Orr asks how much interaction between departments? 

· Need solution to problems that arise as we use mixed mode between multiple sites, use drives, on person’s hard drives, servers local

· Find that although there is some overlap and a loose-knit organization of IT people who try to address these shared problems, they struggle with it alone since  [Orr] heard the it [the group designated to address these problems] is somewhat ineffective

4. What resources do you need to carry out your research and instructional activities?

· Want a full backup system; need central server; physics does on a weekly cycle with central server to back up hard drive, but the EEO [Electrical Engineering or Ecology and Evolutionary Biology, or who] lab does backup automatically

· Weekly cycle that backs up hard drive with central server (departmental server)--AE

· Need a policy or guidelines, and do not have one that we all use 

· Find that a special need arise from our new use of our past emails as files; instead of keeping files as we used to, now we make a hard drive backup of emails received—where we do our business--and then back that up with various CD’s as they get too big and out of date; later as we go back to verify something we need, we cannot find it; how can we categorize and file to keep what we need; we want and need systemized email/folder system to store things

· Need way to address new problems coming, e.g., something growing in department that we are now worrying about, coming down from on high, is rumored transitions to wireless networks expect to be able to give presentations with access to the net and wireless network; 

· [In sciences, we] worry that the proposed wireless features of a network will preclude and will be more restrictive than they need to be; need to open up so guests can come in and use easily.  We know security seems to preclude this collaborative effort—sounds like it is going to be more restrictive than they would like is of concern.-- AE
· [Continued…] Licensing of software of guests coming in with 350 licenses across 12 platforms and many people are a serious problem

· Need solutions to unfunded mandates that create a problem on licenses for us all; the functions we need to be free to use do not match our licensed functions in practice; we try hard to comply and still fear we are not in compliance

· Find we are seriously under funded to actually handle these enmeshed difficulties of uses, users, and licensees. Unfunded mandates—we have to do them but we are not supported, “how are we going to do this?” how long will it take?  With one thousand computers doing the licensing or security for these computers. Not having the manpower; one person looking over 5-600 person looking over them.--AE
· Need help from central IT services if we are to comply with legal requirements of our work.  Departments don’t have the staff to handle the correct procedures to license and maintain software licensing according to the IS admin’s standards.--AE
· [Continued…] “We have difficulties especially with updates and licensing; we have 700 computers to update and to manage w/licenses; but only one person servicing 500-700 users—it is ludicrous” 

· Have serious problems in all departments for years with record keeping so if we are ever required to prove we are in compliance—problem is that we cannot catalogue and find the [paper/hard copy documentation of] licenses for purchased and installed software; “could this be done in some automatic or central cataloguing way to help us all out of the mire” 

· Propose an investment in newly designed software for $50 that records the department’s codes for licenses to document so if has a problem can document

· Lack a way to control from chair’s office to verify that the disk from the license is loaded only on the legal number of computers

· Need solutions for department-wide efforts; departments trying to comply do buy mega licenses, and still things go out of control with everyone has some special things they add; we need to control this so we have our asses covered with Microsoft

· Need to train staff how to manage these problems at the department level, e.g., Timberlake [name of the person in one department]

· Need systems, e.g., we do buy some machines with some software programs installed and then Timberlake (local dept’s tech person) places all other licensed software on the machines for faculty and he, not they, keep the records on the licenses

· [Continued…] All departments having problems with this, time consuming to service for faculty, four days for four computers are not unusual; we warn the faculty not to do illegal loading of packages, and try to control in math by having all new computers come into the department office and get loaded with approved licensed software—takes long time; works with faculty need special software their new computers lack—e.g. in math and engineering computers come with little of the necessary imaging programs specific to our fields; also lack the data processing software on new machine, so faculty have incentives to comply—still it does not work well.

· If not assigned to a person as their responsibility it often gets overlooked.--AE

· We have a terrible time figuring out where the licenses are if someone were to come down and see if we were in compliance--AE

· There are software products that will allow hard drive imaging but for one person to do that with security, licenses of hundreds of computers-AE

· We have a secretary but who knows what happens to the disk, how many computers our faculty have put it on-AE

· Chemistry will manage software for the faculty but if faculty put on specialty software they are responsibility—they have a staff person who will load new software--AE
· Worry about illegal procedures in practices on technology; half of the machines have special equipment on various stations; want to collect data, do their own and the universities intermingles; tied to instrumentation and stations and departments very problematic and probably illegal

· Could central services help, e.g., Marilu Goodyear from provost’s office should be buying big ticket items like Mathematica programs; it alone takes 3-4 weeks and sometimes the licenses are out of date already. Licenses that we have to buy that we think IS should buy— companies would prefer to work through the university rather than with departments--AE
· Wireless—worried that the departments are not in charge of yet are charged for these services; special problems e.g., when numerous academic visitors come to campus to work or to speak, sometime ten people use from multiple sites while other times one person uses from one site; who pays; where are the funds for this to come from

· Need new technology, spotty on campus; e.g., in math—Is there a white board? Are these on campus? Who has them? How are they different from computerized overheads?  [Orr responds, saying how it works

· Worried that in life sciences the proposed/rumored wireless be too slow for our transmissions; will we all go to wireless; will all be wireless, replacing other forms of computing at KU?  

· Would like more consistent digital and print access to reference materials; e.g., need Elsevar more than one year with more back copies on digital journals; e.g., “What is the deal with journals working back” where only have electronic journals from 1996 and Kelly wants all way back electronically accessible; e.g., “What is the situation with J store...must be just scanning things; J store digitizes all back stuff…”[Jeff explaining] 

5. How can we keep you informed about information services and resources?

· Be sure that IT people are informed.
· Provide a human face who can link up to other people in our big family [Environmental Studies Interdisciplinary program on multiple sites]
· Set up a regular, every 2 to 4 weeks, shop talk of 1-2 hours when a person from IT central comes to departments and sits down with the department chair to discuss updates and problem solving. Designate a person, town crier, who will come by and give updates, with chair, or build into regular meetings; who can take ideas; drop by; tell people about what is new
· Offer web site of what is new in the library and IT, and keep new things posted 
Appendix E – Focus Group Analysis
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SSC= Social Sciences Departments’ Chairs 


SC= Science Departments’ Chairs

HC= Humanities Departments’ Chairs
1. One thing we are especially interested in is what technology and information resources you currently use within your instruction and research responsibilities 

Library catalog (SSC)

searching databases (SSC)

electronic journals (paper journals available electronically as well as e-only) (SSC)

APA psych lit (SSC)

download papers from websites (SSC)

conference papers (SSC)

government Web sites (for statistical data) (SSC)

Blackboard (SSC)

Web of Science (SSC)

use everything at one time or another (“What don’t we use?”) (SSC)

Turnitin.com (SSC)

Do not use printing services (too expensive) (SSC)

Need to produce scientific posters—Union or Wescoe printing services staff couldn’t do it (SSC) 

Some have in-house research supports (SSC) 

Use IDS for films (transferring video to digital) (SSC) 

Library staff helpful and computer center classes are helpful (SSC) 

Library orientation for students and faculty very useful (SSC) 

University archivist very helpful (SSC) 

Videos from EGARC in Wescoe (SSC) 

Place to scan in articles for students (e-reserves?) (SSC)
Use technology such as diverse computers, both desktops and laptops, math graphing calculators, computer-linked “white boards,” software for writing programs, word processing software, Mathematica [extensive teaching and research package], PowerPoint, statistics class computer services, Blackboard software for teaching classes (SC)
Use widely diverse, digital, physics textbooks within Blackboard software programs; text book publishers will come to campus each semester to install these digital texts on embedded Blackboard systems--more next year--especially with larger introductory texts (SC)

Have problems doing equations and parameters symbols in math digitally, so various departments in the sciences and mathematics must add specialized software; what we really need is better programs to do these processes on computers [they suggest that HVC2 ask Dan Bernstein about Jim Orr, his friend from Nebraska, not to be confused with KU's James Orr, to get the name of the best new software available for this purpose] (SC)

Need highly specialized animation and visualization software tools in Kelly’s work in life sciences (SC)

Use various data bases in all the different departments of CLAS (SC)

Use electronic, online, journal services (SC)

[Professors attending the focus group ask, “What is the printing service?” Jeff Bullington explains it is the central campus photocopying service] Split uses of copying, with some at local/dept-specific offices and others at campus/general level. Mixed by department on uses and value of these services.  Need services close to work so local (in each department) is best liked CLAS departments often do their own multiple copies with computer printers and with on site photocopying machines in the departments, for example, as when print 15,000 exams in math; much copying goes on locally, and never makes it to the KU centralized printing services; however, several people also said they use the KU copying/printing services, for example, as when they copy the chemistry newsletter (SC)
Wescoe ARC has mobile equip. that is used [not sure of other ARC responsibilities] (HC)

Media equip in classrooms are used a lot  (HC)

Computer lab (in Wescoe??) for English Technical Writing (5 sections).  (HC)

Online library resources are useful (none were specified) (HC)

Blackboard is used by some faculty (HC)

E-reserve is used by some faculty (HC)

LAN support person (ACS Deskside coaching) is used and greatly appreciated by faculty (HC)

(Those noted below seem to be desires or observations, not actual current use)

Laptops for use would be an improvement (HC)

DVD/VHS in classrooms would be an improvement (HC) 

Media support is constantly required (HC)
PowerPoint software would be useful (HC)
a. ARC – uses their mobile equipment in the classrooms (HC)

b. IDS – support of media classrooms (HC)

c. Online resources from library – very useful (HC)

d. Writing Center in Wescoe (HC)

e. Application and hardware support (HC)

f. Blackboard (HC)

g. E-reserve (HC)

h. Deskside coaching – great (HC)

i. LAN support servers (HC)

j. Use PowerPoint everywhere (HC)

Needs mentioned during discussions, probably goes with #2: (HC)

Checkout laptop computers (HC)

Use mutli-standard DVD and VHS still in some classrooms (HC)
Would like PowerPoint on all machines (HC)
2. When you need support or have a question about technology or information services where do you go to get answers? (How do you discover what instructional and research resources and support are available?)

LSS*, hardware or media for classes contact IDS (SSC)

some call Help Desk (SSC)

Bibliographers and library liaisons (one person didn’t seem to be aware of this support)  (SSC)

Ask colleagues here or across the country (SSC)

Grad students (SSC)
Use local computer-support people and if they cannot do it, go to IDL lab (SC)

We have our own staff in the department that we call “the Computer Center” (SC)

Do not use the university [centralized] services because usually there is no answer when we phone for help and/or the line is busy and/or the people are not available to help us (SC)

We use our own technology specialists locally [by department], for example, to support the math lab and Mathematica—the central staff do not know how to work with these types of software and hardware problems so our own people handle it—we hire them for that purpose (SC)

“I do enrollment pay my self for the whole math department” (SC)

local people with in the department—local faculty-- that are interested in certain technologies and they develop the expertise within the department—AE (SC)
Philosophy and Spanish have their own departmental contact person–all faculty requests and articulated needs go thru them to ACS (HC)

Some think that call lab support systems directly is the best way (HC)

Security clearance is an issue to self-sufficiency [Jerree—Not sure what this is about] [See 3rd bullet in 2nd column. I think this is the explanation.] (HC)
For research assistance, area studies librarians are contacted (HC)

ARC gets foreign language support ?? (HC)

Art and Arch librarians is consulted frequently or the dept. “Visual Resources Curator” (HC)

Some voiced that they are often unsure whom to contact for support and mentioned the following individuals: Keith, Andy and Tony (HC)

Onsite (i.e., in building) workshops provided by ACS are valuable, but there was a sentiment expressed that faculty are unclear why some are offered in some depts. and not others (could it be insufficient number of faculty enrolled?) (HC)
IDS helps with class preparations and this is appreciated (HC)
a. Department contact person – always call Sonja and liaisons (HC)

b. LAN Support (LSS) (HC)

c. Problems with one contact and security clearance; problems with Internet Explorer (This was a problem with accessing Bb with Internet Explorer ver. 6.  My notes say “clearance” also, but I think that he meant ‘access’.  After contacting LSS, he had to wait over a week before getting ‘clearance’ aka ‘access’ to Bb because the support person didn’t come.) (HC)

d. East Asian librarians (HC)

e. ACT – for foreign language problems related to computers (HC)

f. Art & Arch librarians (HC)

g. Keith (Dept. application support) (HC)

h. Not sure who to call when; “catch as catch can” (dept. support, Andy, not sure of his role, or Tony or LSS) (HC)

i. Was unhappy with response from LSS for the most part, especially those depts.. that don’t have a specific LSS support person assigned (HC)

j. Training workshops are a contact; call and have dept. training as well) as attending scheduled training; (confused about why some depts. get offered this service and others can’t because they don’t have enough people.) (HC)

k. IDS helps as an instructional resource (HC)
3.  What is your preferred means of obtaining research and instructional help and communications?

Online (SSC) 

A couple have used Deskside Coaching (some hadn’t known about it) (SSC) 

Most covered under Tech Support contract for technical support (SSC) 

Like immediate support through VNC client even though it is a little strange (SSC)
Prefer local (in each department) over central (campus-wide) services.  Need people to help each department’s unique needs on site.  Use both, and which we use depends on what the services is—having that local person works best, and then the local tech staff farm out what is needed if they cannot fix the problems [“farm out” to the central KU tech staff] (SC)

Often need help solving problems, e.g., getting hacked into and having a server down (SC)

Solutions we like best include having a person in our own building “whom we know” who works with us directly [face to face], and having it be “the same person all the time so we get to know him or her for technology and for library services,” e.g., “Ada Emmett is our library support person; this works really well for us;” several focus group (participants at the table affirmed that they agreed that the “local person is most useful by department” (SC)

[James Orr, Biology, keeps a “list of problems” his department has been having with technology throughout the year and HVC2 might get this list from him] (SC)

Need help with our numerous servers scattered throughout each department’s program and research projects (SC)

Use (and prefer to use) grant money and department money to hire a local people for technology and library services [Orr] so have control if local person; we realize this is the most convenient, but may be too costly for all (SC)

Find that central KU tech service is hard to locate when we need help (SC)

Find complexity of people and offices in our central KU services make it hard to know who to go to (SC)

Find Central offers a “one size fits all;” e.g., if you have problems with a Mac, “you are dead meat if contact central KU IT services” but “you are all right if you ask about a PC/Intel platform”; in sciences, we often do not use the PC, so central services cannot help us very well with our specialized functions in technology, e.g., in math, only a small percentage of us use PC; we use Linux and Mac (SC) 

Find that our servers [in math] are maxed out and need more space (SC)
Find we always need more space, so we create our own backup files on servers for our voluminous files of emails; these separate sets of systems with their own server are problematic since we operate a separate mail service (SC)

[Adamant agreement among participants regarding upper limits on memory being too small] “The max of memory on attachments and on email banks [from central services at KU] max out too quickly”, e.g., “we send 400-500 mb documents often, so the 80 mb limit is ridiculous” (SC)

[Continued…] Have problems managing the overloads from these restrictive upper limits on memory of emails and servers from the central system, so we end up moving information off onto 3 different computers to archive, and if on different equipment, we lose the information we are trying to save, but we do it anyway (SC)

Need to have systematic backup daily in our departments; [Math Department does, while Life Sciences in molecular and cellular does not] and need all email is backed up on servers; Orr asks how much interaction between departments? (SC) 

Need solution to problems that arise as we use mixed mode between multiple sites, use drives, on person’s hard drives, servers local (SC)

Find that although there is some overlap and a loose-knit organization of IT people who try to address these shared problems, they struggle with it alone since  [Orr] heard the it [the group designated to address these problems] is somewhat ineffective (SC)
a. “They come to my office” to provide assistance as needed (HC)

b. Calling ACS--  Training in office is nice to have (HC)

c. Single (human) point of contact is important (HC)

d. “We want our liaison back” – sometimes student workers from ACS are different every time.  Single contact more useful and efficient (HC)

e. Liaisons are important –  they provide a departmental memory (HC)

f. We get less and less of a “piece” of liaisons – have to make appt’s sometimes weeks in advance (HC)

g. Some liaisons unresponsive—students better at times—sometimes more responsive (HC)

h. Unit not under college contract—harder to discover whom to contact for a variety of IS services – networking, IP’s, infrastructure support, … (HC)

i. Not knowing who is responsible for what, or whom to contact (HC)

j. For faculty who have competency, it is hard to interface at times with ACS—especially when it comes to clearance for upgrading or doing other tasks [From Jerree:  I think he is referring to the fact that, when faculty have the ability to manage their own systems and want to put additional software on their computers,  they still have to contact LSS and it takes forever for them to service their machines.] (HC)
k. Obtaining support—preferred mode: (HC)

l. Email is “easiest” way to get help (getting help with problems) (HC)

m. Call in – technical staff can often walk the caller through a problem or fix it remotely.  Email is good for bigger problems (HC)

n. I want them to come to my office. (HC)

o. Calling ACS and email, when people come to my office for training that is very helpful (HC)

p. Single person contact; single HUMAN contact (HC)

q. Want our liaison back (English); different students every time and they always have to many several trips (HC)

r. Can’t have too much institutional memory and the liaisons provided that ongoing information (HC)

s. Increased number and is very uncomfortable and can’t do anything unit its fixed (HC)

t. Students from LSS are more responsive than staff; my liaison is totally worthless (HC)

u. Biggest problem is knowing who to call; we get notices from so many people, we don’t know who to contact for hardware, IPS, ANSR, etc. (HC)

v. EGARC and Honors don’t have liaisons and so interfacing with the many faces of ACS (Computer Center) is difficult; we have our own competencies (HC)

w. Like to get help through email; it is the easiest (HC)

x. Like phone support and remote access since support can ‘walk you through’ a problem (HC)

y. Many modes of problems that keep you from working (HC)
4.  Are there resources you need that you currently don’t have that would improve or enhance your instructional and research activities?  (What resources do you need in order to carry out your research and instructional activities?)

Individualized surveys that can be put on scan tran (SSC) 

Can work with NCS on large surveys but not cost effective for small ones (SSC) 

Want to do data collection online with SPSS DE but told that we aren’t supporting (SSC) 

Make wireless available where faculty like to work. Univ of Central Florida totally wired, so is USC (SSC) 

Audio visual communications between Lawrence and Med Center campuses( SSC) 

Encrypted data path between KUMC and Lawrence—more important now with HIPAA standards (SSC) 

Standardization, central planning of computer resources between two campuses, like operating systems and e-mail. (Steven) Concerns about transfer rates and loads (SSC) 

Wiring upgrades bottleneck issues, varies between buildings, difficult to determine when upgrades would be occurring (SSC) 

How to use systems most efficiently for research data transmission (SSC) 

Wishes are tied to research funding now (SSC) 

Comments about K-State online system (SSC) 

How do we rate against the services they are providing? (SSC)
Frustrations with online timetable (SSC) 

Using it to track enrollments is extremely cumbersome (SSC) 

Screens are hard to read (SSC) 

Does not keep menu titles at the top (SSC) 

Takes many clicks to get in to (SSC) 

Cannot keep view you want (SSC) 

Students are getting into the wrong semester all the time (SSC) 

Delays in entering grades, took forever (SSC) 

Took twice as long (SSC) 

Want to tab down list and then enter them all (SSC) 

Seems to process each grade before moving on to the next one (SSC) 

Confusion about grades for cross-listed courses and those that have both undergrad and graduate sections (SSC) 

Course scheduling (rooms and times) is taking a lot more time—this has caused a lot of bad feelings among staff (SSC) 

Conflict between room size and enrollment levels (SSC) 

Will let students enroll in excess but kick them out later because of room size (SSC) 

Capacity to many course levels is much harder (SSC)

Better support for Macs (SSC) 

What is timeline for upgrades and who makes the decisions? (SSC) 

Include faculty involvement (SSC) 

Some chairs would be interested in learning how PeopleSoft works—orientation that explains why these things happen (SSC) 

Should create faculty advisory or liaison group for PeopleSoft (SSC) 

Problems with grades and assigning credit for courses that are bi-campus (SSC) 

Registrar has to fix those courses manually (SSC) 

Also problems with team teaching across departments (SSC) 

Don’t upgrade unless things will be a lot better (SSC)  

Faculty don’t see the value—we need to share that information with them (SSC) 

Why wasn’t more testing done before it was implemented? (SSC) 

Should use Spring04 instead of arcane number (SSC)

ARTS forms are generating inconsistently (SSC) 

Centralized graduate enrollment issues discussed—mainly human issue not technology (SSC) 

Spam! (SSC)
Want a full backup system; need central server; physics does on a weekly cycle with central server to back up hard drive, but the EEO [Electrical Engineering or Ecology and Evolutionary Biology, or who] lab does backup automatically (SC)

Weekly cycle that backs up hard drive with central server (departmental server)—AE (SC)

Need a policy or guidelines, and do not have one that we all use (SC)

Find that a special need arise from our new use of our past emails as files; instead of keeping files as we used to, now we make a hard drive backup of emails received—where we do our business--and then back that up with various CD’s as they get too big and out of date; later as we go back to verify something we need, we cannot find it; how can we categorize and file to keep what we need; we want and need systemized email/folder system to store things (SC)

Need way to address new problems coming, e.g., something growing in department that we are now worrying about, coming down from on high is rumored transitions to wireless networks expect to be able to give presentations with access to the net and wireless network; (SC)

[In sciences, we] worry that the proposed wireless features of a network will preclude and will be more restrictive than they need to be; need to open up so guests can come in and use easily.  We know security seems to preclude this collaborative effort—sounds like it is going to be more restrictive than they would like is of concern.—AE (SC)

[Continued…] Licensing of software of guests coming in with 350 licenses across 12 platforms and many people are a serious problem (SC)

Need solutions to unfunded mandates that create a problem on licenses for us all; the functions we need to be free to use do not match our licensed functions in practice; we try hard to comply and still fear we are not in compliance (SC)

Find we are seriously under funded to actually handle these enmeshed difficulties of uses, users, and licensees. Unfunded mandates—we have to do them but we are not supported, “how are we going to do this?” how long will it take?  With one thousand computers doing the licensing or security for these computers. Not having the manpower; one person looking over 5-600 person looking over them.—AE (SC)

Need help from central IT services if we are to comply with legal requirements of our work.  Departments don’t have the staff to handle the correct procedures to license and maintain software licensing according to the IS admin’s standards.—AE (SC)

[Continued…] “We have difficulties especially with updates and licensing; we have 700 computers to update and to manage w/licenses; but only one person servicing 500-700 users—it is ludicrous” (SC) 

Have serious problems in all departments for years with record keeping so if we are ever required to prove we are in compliance—problem is that we cannot catalogue and find the [paper/hard copy documentation of] licenses for purchased and installed software; “could this be done in some automatic or central cataloguing way to help us all out of the mire” (SC)

Propose an investment in newly designed software for $50 that records the department’s codes for licenses to document so if has a problem can document (SC)

Lack a way to control from chair’s office to verify that the disk from the license is loaded only on the legal number of computers (SC)

Need solutions for department-wide efforts; departments trying to comply do buy mega licenses, and still things go out of control with everyone has some special things they add; we need to control this so we have our asses covered with Microsoft (SC)

Need to train staff how to manage these problems at the department level, e.g., Timberlake [name of the person in one department] (SC)

Need systems, e.g., we do buy some machines with some software programs installed and then Timberlake (local dept’s tech person) places all other licensed software on the machines for faculty and he, not they, keep the records on the licenses (SC)

[Continued…] All departments having problems with this, time consuming to service for faculty, four days for four computers are not unusual; we warn the faculty not to do illegal loading of packages, and try to control in math by having all new computers come into the department office and get loaded with approved licensed software—takes long time; works with faculty need special software their new computers lack—e.g. in math and engineering computers come with little of the necessary imaging programs specific to our fields; also lack the data processing software on new machine, so faculty have incentives to comply—still it does not work well. (SC)

If not assigned to a person as their responsibility it often gets overlooked.—AE (SC)
We have a terrible time figuring out where the licenses are if someone were to come down and see if we were in compliance—AE (SC)

There are software products that will allow hard drive imaging but for one person to do that with security, licenses of hundreds of computers-AE (SC)

We have a secretary but who knows what happens to the disk, how many computers our faculty have put it on-AE (SC)

Chemistry will manage software for the faculty but if faculty put on specialty software they are responsibility—they have a staff person who will load new software—AE (SC)
Worry about illegal procedures in practices on technology; half of the machines have special equipment on various stations; want to collect data, do their own and the universities intermingles; tied to instrumentation and stations and departments very problematic and probably illegal (SC)
Could central services help, e.g., Marilu Goodyear from provost’s office should be buying big ticket items like Mathematica programs; it alone takes 3-4 weeks and sometimes the licenses are out of date already. Licenses that we have to buy that we think IS should buy— companies would prefer to work through the university rather than with departments—AE (SC)

Wireless—worried that the departments are not in charge of yet are charged for these services; special problems e.g., when numerous academic visitors come to campus to work or to speak, sometime ten people use from multiple sites while other times one person uses from one site; who pays; where are the funds for this to come from (SC)

Need new technology, spotty on campus; e.g., in math—Is there a white board? Are these on campus? Who has them? How are they different from computerized overheads?  [Orr responds, saying how it works] (SC)

Worried that in life sciences the proposed/rumored wireless be too slow for our transmissions; will we all go to wireless; will all be wireless, replacing other forms of computing at KU?  (SC)

Would like more consistent digital and print access to reference materials; e.g., need Elsevar more than one year with more back copies on digital journals; e.g., “What is the deal with journals working back” where only have electronic journals from 1996 and Kelly wants all way back electronically accessible; e.g., “What is the situation with J store...must be just scanning things; J store digitizes all back stuff…”[Jeff explaining] (SC)
a. Teleconferencing/videoconferencing (especially for international programs) (HC) 

b. NTS – pay them for special purpose programming? [Jerree—I think this was for teleconferencing charges so that trying to do a teleconference would not be prohibitively expensive.] (HC)

c. Classrooms don’t have mounted projectors permanently installed – need them installed—mobile units are not secure.  {What was being asked for essentially had to do with providing a complete and permanent technology presence in classrooms, including projectors, computers and Internet access, along with providing the backup and support needed to do keep things running.] (HC)

d. Research--- databases? (HC)
e. More for licensing digital image databases (Art historian) (HC)

f. Licensing of “high-end” software –specialized software plus training which should trickle down to GTA’s and instructors (HC)

g. PowerPoint everywhere (see above) with written instructions for usage, login, etc.  In general support is often seen as problematic and uneven (HC)

h. Work with registrar to get classes in appropriate (wired?) rooms (HC)

i. Still want chalkboards/marker boards - individual styles of instruction (HC)

j. No consultation with faculty prior to rooms being rearranged—when tech. decisions are made, more consultation needed. {Media classroom committee was specifically discussed, Sandra Gautt convenes—this  group often does not consult with faculty before making changes (HC)

k. Tele-video conferences; extraordinary costs & tried to have a meeting with potential grant but couldn’t – needed  also by International programs (HC)

l. NTS is monopoly (HC)

m. Suggest having a pool of money for special purpose programming and teleconferences (HC)

n. Many classrooms don’t have mounted projectors; DVDs, etc. (HC)

o. Need more media classrooms to enhance the quality of teaching (HC)

p. More money that could be spent to license digital imaging libraries (HC)

q. License Photoshop and specializes software and training; let GTAs and instructors learn and know about this as well (HC)

r. Even low tech people like media classrooms with projects and PowerPoint capabilities (HC)

s. Room 3139 is always a problem (HC)

t. Registrars office; having centralized reservation system for instructional classes would be helpful (HC)

u. Don’t forget chalkboards when redoing classrooms; likes low-tech (HC)

v. Need to consult instructors and faculty who teach in the rooms before redoing classrooms over the summer (HC)

w. Want to be part of the decisions when making changes to classrooms (HC)

x. Media classroom committee is convened under Sandra Gautt but no faculty was consulted (HC)

y. Spencer Auditorium is due for a remodeling and are concerned abut the process IDS and DCM are developing (HC)
5.  How best can we keep you informed about information services and resources?

Consult department chairs before decisions instead of after (SSC) 

Computer stuff handled by so many different entities (SSC) 

Notifications from one place—trusted source (SSC)
Be sure that IT people are informed (SC)

Provide a human face who can link up to other people in our big family [Environmental Studies Interdisciplinary program on multiple sites] (SC)

Set up a regular, every 2 to 4 weeks, shop talk of 1-2 hours when a person from IT central comes to departments and sits down with the department chair to discuss updates and problem solving. Designate a person, town crier, who will come by and give updates, with chair, or build into regular meetings; who can take ideas; drop by; tell people about what is new.-AE (SC)

Offer web site of what is new in the library and IT, and keep new things posted (SC)
a. Email (HC)

b. Problem knowing who does what—decentralized—often seemingly inaccessible (HC) 

c. Importance of liaison is clear here (HC)

d. Acronyms (IDS, ACS), and those in charge of units are often unknown (HC)

e. Often times a short visit to depts. by IS staff would help.  Or they can contact the dept. chair to schedule a visit (HC)

f. ACS organizational chart would be useful (HC)

g. Messages (email, snail mail, etc) should bear titles and names of staff from the various IS offices (HC)

h. The Kansas Union is not integrated into this (IS) and should be (HC)

i. Possibility of increasing number of liaisons? (HC)
k. Email (HC)

l. Source of communication is not the problem but rather all the various sources – decentralized and doesn’t feel like everyone is on the same wave length – receive messages from Andy (who is he?), Thelma Simons, ACS, Provost, Chancellor, Dept. chair, etc. (HC)

m. Acronyms are a problem (HC)

n. When people meet with me or in a group, it is very helpful (HC)

o. Department presentations can be a problem, sometime not effective since they can be too long or too much info (HC)

p. Organizational chart from ACS (probably mean IS) would be helpful to know acronyms (HC)

q. People tell me to call the office and I don’t’ always know who the person is (HC)

r. Kansas Union is not integrated into IS and doesn’t have good equipment. [Probably is referring to the media equipment] (HC)
s. Increasing the number of liaisons would help; amazed at how long it takes sometimes to get a response; up to a week (HC)
Additional Comments

The term High Velocity Change makes some people nervous (SSC) 

Most of these departments receive their tech support under the Tech Support for the College contract which is now provided by LSS staff (SSC)
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1. One thing we are especially interested in is what technology and information resources you currently use within your instruction and research responsibilities

Blackboard:

Blackboard (SSC); Blackboard software for teaching classes (SC); physics textbooks within Blackboard software programs; text book publishers will come to campus each semester to install these digital texts on embedded Blackboard systems--more next year--especially with larger introductory texts (SC); Blackboard is used by some faculty (HC); f. Blackboard (HC)
E-Reserves:

Place to scan in articles for students (e-reserves?) (SSC); E-reserve is used by some faculty (HC); g. E-reserve (HC)
Printing Services:

Do not use printing services (too expensive) (SSC); Need to produce scientific posters—Union or Wescoe printing services staff couldn’t do it (SSC); [Professors attending the focus group ask, “What is the printing service?” Jeff Bullington explains it is the central campus photocopying service] Split uses of copying, with some at local/dept-specific offices and others at campus/general level. Mixed by department on uses and value of these services.  Need services close to work so local (in each department) is best liked CLAS departments often do their own multiple copies with computer printers and with on site photocopying machines in the departments, for example, as when print 15,000 exams in math; much copying goes on locally, and never makes it to the KU centralized printing services; however, several people also said they use the KU copying/printing services, for example, as when they copy the chemistry newsletter (SC)
PowerPoint:

PowerPoint (SC);  PowerPoint software would be useful (HC); j. Use PowerPoint everywhere (HC); Would like PowerPoint on all machines (HC)
Online library resources:
Library catalog (SSC); searching databases (SSC); electronic journals (paper journals available electronically as well as e-only) (SSC); APA psych lit (SSC)

Web of Science (SSC); Use various data bases in all the different departments of CLAS (SC); Use electronic, online, journal services (SC); Online library resources are useful (none were specified) (HC); c. Online resources from library – very useful (HC)

2. When you need support or have a question about technology or information services where do you go to get answers? (How do you discover what instructional and research resources and support are available?)

Help desk

some call Help Desk (SSC); Do not use the university [centralized] services because usually there is no answer when we phone for help and/or the line is busy and/or the people are not available to help us (SC)

LSS

LSS*, hardware or media for classes contact IDS (SSC); We use our own technology specialists locally [by department], for example, to support the math lab and Mathematica—the central staff do not know how to work with these types of software and hardware problems so our own people handle it—we hire them for that purpose (SC); Some think that call lab support systems directly is the best way (HC); b. LAN Support (LSS) (HC); c. Problems with one contact and security clearance; problems with Internet Explorer (This was a problem with accessing Bb with Internet Explorer ver. 6.  My notes say “clearance” also, but I think that he meant ‘access’.  After contacting LSS, he had to wait over a week before getting ‘clearance’ aka ‘access’ to Bb because the support person didn’t come.) (HC); i. Was unhappy with response from LSS for the most part, especially those depts. that don’t have a specific LSS support person assigned (HC)

Local

Use local computer-support people and if they cannot do it, go to IDL lab (SC); We have our own staff in the department that we call “the Computer Center” (SC); local people with in the department—local faculty-- that are interested in certain technologies and they develop the expertise within the department—AE (SC); a. Department contact person – always call Sonja Farmer and liaisons (HC)
ACS
Philosophy and Spanish have their own departmental contact person–all faculty requests and articulated needs go thru them to ACS (HC); Onsite (i.e., in building) workshops provided by ACS are valuable, but there was a sentiment expressed that faculty are unclear why some are offered in some depts. and not others (could it be insufficient number of faculty enrolled?) (HC)
Library
Bibliographers and library liaisons (one person didn’t seem to be aware of this support)  (SSC); For research assistance, area studies librarians are contacted (HC); d. East Asian librarians (HC); Art and Arch librarians is consulted frequently or the dept. “Visual Resources Curator” (HC); f. Art & Arch librarians (HC)
IDS   

LSS*, hardware or media for classes contact IDS (SSC); IDS helps with class preparations and this is appreciated (HC); k. IDS helps as an instructional resource (HC)

3. What is your preferred means of obtaining research and instructional help and communications?
Deskside

A couple have used Deskside Coaching (some hadn’t known about it) (SSC); a. “They come to my office” to provide assistance as needed (HC); n. I want them to come to my office. (HC); o. Calling ACS and email, when people come to my office for training that is very helpful (HC)

Local

Prefer local (in each department) over central (campus-wide) services.  Need people to help each department’s unique needs on site.  Use both, and which we use depends on what the services is—having that local person works best, and then the local tech staff farm out what is needed if they cannot fix the problems [“farm out” to the central KU tech staff] (SC); Solutions we like best include having a person in our own building “whom we know” who works with us directly [face to face], and having it be “the same person all the time so we get to know him or her for technology and for library services,” e.g., “Ada Emmett is our library support person; this works really well for us;” several focus group (participants at the table affirmed that they agreed that the “local person is most useful by department” (SC); Use (and prefer to use) grant money and department money to hire a local people for technology and library services [Orr] so have control if local person; we realize this is the most convenient, but may be too costly for all (SC); Find that although there is some overlap and a loose-knit organization of IT people who try to address these shared problems, they struggle with it alone since  [Orr] heard the it [the group designated to address these problems] is somewhat ineffective (SC)
ACS

d. “We want our liaison back” – sometimes student workers from ACS are different every time.  Single contact more useful and efficient (HC); e. Liaisons are important –  they provide a departmental memory (HC); f. We get less and less of a “piece” of liaisons – have to make appt’s sometimes weeks in advance (HC); g. Some liaisons unresponsive—students better at times—sometimes more responsive (HC); j. For faculty who have competency, it is hard to interface at times with ACS—especially when it comes to clearance for upgrading or doing other tasks [Again, Jerree—what does this mean?][From Jerree:  I think he is referring to the fact that, when faculty have the ability to manage their own systems and want to put additional software on their computers,  they still have to contact LSS and it takes forever for them to service their machines.] (HC); o. Calling ACS and email, when people come to my office for training that is very helpful (HC); q. Want our liaison back (English); different students every time and they always have to many several trips (HC); r. Can’t have too much institutional memory and the liaisons provided that ongoing information (HC)

Email

l. Email is “easiest” way to get help (getting help with problems) (HC); m. Call in – technical staff can often walk the caller through a problem or fix it remotely.  Email is good for bigger problems (HC); o. Calling ACS and email, when people come to my office for training that is very helpful (HC)
Phone

b. Calling ACS--  Training in office is nice to have (HC); m. Call in – technical staff can often walk the caller through a problem or fix it remotely.  Email is good for bigger problems (HC); o. Calling ACS and email, when people come to my office for training that is very helpful (HC)
?

Find that central KU tech service is hard to locate when we need help (SC); Find complexity of people and offices in our central KU services make it hard to know who to go to (SC); Find Central offers a “one size fits all;” e.g., if you have problems with a Mac, “you are dead meat if contact central KU IT services” but “you are all right if you ask about a PC/Intel platform”; in sciences, we often do not use the PC, so central services cannot help us very well with our specialized functions in technology, e.g., in math, only a small percentage of us use PC; we use Linux and Mac (SC); h. Unit not under college contract—harder to discover whom to contact for a variety of IS services – networking, IP’s, infrastructure support, … (HC); i. Not knowing who is responsible for what, or whom to contact (HC)

4.  Are there resources you need that you currently don’t have that would improve or enhance your instructional and research activities?  (What resources do you need in order to carry out your research and instructional activities?)

Backup/Storage

Want a full backup system; need central server; physics does on a weekly cycle with central server to back up hard drive, but the EEO [Electrical Engineering or Ecology and Evolutionary Biology, or who] lab does backup automatically (SC); Weekly cycle that backs up hard drive with central server (departmental server)—AE (SC); Need a policy or guidelines, and do not have one that we all use (SC); Find that a special need arise from our new use of our past emails as files; instead of keeping files as we used to, now we make a hard drive backup of emails received—where we do our business--and then back that up with various CD’s as they get too big and out of date; later as we go back to verify something we need, we cannot find it; how can we categorize and file to keep what we need; we want and need systemized email/folder system to store things (SC)

Communication b/w Lawrence & Med Center

Audio visual communications between Lawrence and Med Center campuses( SSC); Encrypted data path between KUMC and Lawrence—more important now with HIPAA standards (SSC); Standardization, central planning of computer resources between two campuses, like operating systems and e-mail. (Steven) Concerns about transfer rates and loads (SSC);  

Grades

Delays in entering grades, took forever (SSC); Took twice as long (SSC); Want to tab down list and then enter them all (SSC); Seems to process each grade before moving on to the next one (SSC); Confusion about grades for cross-listed courses and those that have both undergrad and graduate sections (SSC); Problems with grades and assigning credit for courses that are bi-campus (SSC); Registrar has to fix those courses manually (SSC); Also problems with team teaching across departments (SSC); Should use Spring04 instead of arcane number (SSC); ARTS forms are generating inconsistently (SSC) 

Licensing/Legality

[Continued…] Licensing of software of guests coming in with 350 licenses across 12 platforms and many people are a serious problem (SC); Need solutions to unfunded mandates that create a problem on licenses for us all; the functions we need to be free to use do not match our licensed functions in practice; we try hard to comply and still fear we are not in compliance (SC); Find we are seriously under funded to actually handle these enmeshed difficulties of uses, users, and licensees. Unfunded mandates—we have to do them but we are not supported, “how are we going to do this?” how long will it take?  With one thousand computers doing the licensing or security for these computers. Not having the manpower; one person looking over 5-600 person looking over them.—AE (SC); Need help from central IT services if we are to comply with legal requirements of our work.  Departments don’t have the staff to handle the correct procedures to license and maintain software licensing according to the IS admin’s standards.—AE (SC); [Continued…] “We have difficulties especially with updates and licensing; we have 700 computers to update and to manage w/licenses; but only one person servicing 500-700 users—it is ludicrous” (SC); Have serious problems in all departments for years with record keeping so if we are ever required to prove we are in compliance—problem is that we cannot catalogue and find the [paper/hard copy documentation of] licenses for purchased and installed software; “could this be done in some automatic or central cataloguing way to help us all out of the mire” (SC); Propose an investment in newly designed software for $50 that records the department’s codes for licenses to document so if has a problem can document (SC); Lack a way to control from chair’s office to verify that the disk from the license is loaded only on the legal number of computers (SC); Need solutions for department-wide efforts; departments trying to comply do buy mega licenses, and still things go out of control with everyone has some special things they add; we need to control this so we have our asses covered with Microsoft (SC); Need to train staff how to manage these problems at the department level, e.g., Timberlake [name of the person in one department] (SC); 

Need systems, e.g., we do buy some machines with some software programs installed and then Timberlake (local dept’s tech person) places all other licensed software on the machines for faculty and he, not they, keep the records on the licenses (SC); [Continued…] All departments having problems with this, time consuming to service for faculty, four days for four computers are not unusual; we warn the faculty not to do illegal loading of packages, and try to control in math by having all new computers come into the department office and get loaded with approved licensed software—takes long time; works with faculty need special software their new computers lack—e.g. in math and engineering computers come with little of the necessary imaging programs specific to our fields; also lack the data processing software on new machine, so faculty have incentives to comply—still it does not work well. (SC); If not assigned to a person as their responsibility it often gets overlooked.—AE (SC; We have a terrible time figuring out where the licenses are if someone were to come down and see if we were in compliance—AE (SC); There are software products that will allow hard drive imaging but for one person to do that with security, licenses of hundreds of computers-AE (SC); We have a secretary but who knows what happens to the disk, how many computers our faculty have put it on-AE (SC); Chemistry will manage software for the faculty but if faculty put on specialty software they are responsibility—they have a staff person who will load new software—AE (SC); Worry about illegal procedures in practices on technology; half of the machines have special equipment on various stations; want to collect data, do their own and the universities intermingles; tied to instrumentation and stations and departments very problematic and probably illegal (SC); Could central services help, e.g., Marilu Goodyear from provost’s office should be buying big ticket items like Mathematica programs; it alone takes 3-4 weeks and sometimes the licenses are out of date already. Licenses that we have to buy that we think IS should buy— companies would prefer to work through the university rather than with departments—AE (SC);e. More for licensing digital image databases (Art historian) (HC); f. Licensing of “high-end” software –specialized software plus training which should trickle down to GTA’s and instructors (HC); p. More money that could be spent to license digital imaging libraries (HC); q. License Photoshop and specializes software and training; let GTAs and instructors learn and know about this as well (HC)

New & old technology

Need new technology, spotty on campus; e.g., in math—Is there a white board? Are these on campus? Who has them? How are they different from computerized overheads?  [Orr responds, saying how it works] (SC); c. Classrooms don’t have mounted projectors permanently installed – need them installed—mobile units are not secure.  {What was being asked for essentially had to do with providing a complete and permanent technology presence in classrooms, including projectors, computers and Internet access, along with providing the backup and support needed to do keep things running.] (HC); g. PowerPoint everywhere (see above) with written instructions for usage, login, etc.  In general support is often seen as problematic and uneven (HC); i. Still want chalkboards/marker boards - individual styles of instruction (HC); u. Don’t forget chalkboards when redoing classrooms; likes low-tech (HC)

PeopleSoft

Some chairs would be interested in learning how PeopleSoft works—orientation that explains why these things happen (SSC); Should create faculty advisory or liaison group for PeopleSoft (SSC) 

Research

Individualized surveys that can be put on scan tran (SSC); Can work with NCS on large surveys but not cost effective for small ones (SSC); Want to do data collection online with SPSS DE but told that we aren’t supporting (SSC); How to use systems most efficiently for research data transmission (SSC); Wishes are tied to research funding now (SSC) 

Room scheduling

Course scheduling (rooms and times) is taking a lot more time—this has caused a lot of bad feelings among staff (SSC); Conflict between room size and enrollment levels (SSC); Will let students enroll in excess but kick them out later because of room size (SSC); Capacity to many course levels is much harder (SSC); c. Classrooms don’t have mounted projectors permanently installed – need them installed—mobile units are not secure.  {What was being asked for essentially had to do with providing a complete and permanent technology presence in classrooms, including projectors, computers and Internet access, along with providing the backup and support needed to do keep things running.] (HC); h. Work with registrar to get classes in appropriate (wired?) rooms (HC); j. No consultation with faculty prior to rooms being rearranged—when tech. decisions are made, more consultation needed. {Media classroom committee was specifically discussed, Sandra Gautt convenes—this  group often does not consult with faculty before making changes (HC); n. Many classrooms don’t have mounted projectors; DVDs, etc. (HC); o. Need more media classrooms to enhance the quality of teaching (HC); r. Even low tech people like media classrooms with projects and PowerPoint capabilities (HC); s. Room 3139 is always a problem (HC); t. Registrars office; having centralized reservation system for instructional classes would be helpful (HC); v. Need to consult instructors and faculty who teach in the rooms before redoing classrooms over the summer (HC); w. Want to be part of the decisions when making changes to classrooms (HC); x. Media classroom committee is convened under Sandra Gautt but no faculty was consulted (HC); y. Spencer Auditorium is due for a remodeling and are concerned abut the process IDS and DCM are developing (HC)
 Teleconferences

a. Teleconferencing/videoconferencing (especially for international programs) (HC); b. NTS – pay them for special purpose programming? [Jerree—what does this mean?][I think this was for teleconferencing charges so that trying to do a teleconference would not be prohibitively expensive.] (HC); k. Tele-video conferences; extraordinary costs & tried to have a meeting with potential grant but couldn’t – needed  also by International programs (HC); m. Suggest having a pool of money for special purpose programming and teleconferences (HC); 

Timetable

Frustrations with online timetable (SSC); Using it to track enrollments is extremely cumbersome (SSC); Screens are hard to read (SSC); Does not keep menu titles at the top (SSC); Takes many clicks to get in to (SSC); Cannot keep view you want (SSC); Students are getting into the wrong semester all the time (SSC);  

Upgrades/Updates

Wiring upgrades bottleneck issues, varies between buildings, difficult to determine when upgrades would be occurring (SSC); What is timeline for upgrades and who makes the decisions? (SSC); Include faculty involvement (SSC); Don’t upgrade unless things will be a lot better (SSC)  

Wireless

Make wireless available where faculty like to work. Univ of Central Florida totally wired, so is USC (SSC); Need way to address new problems coming, e.g., something growing in department that we are now worrying about, coming down from on high is rumored transitions to wireless networks expect to be able to give presentations with access to the net and wireless network; (SC); [In sciences, we] worry that the proposed wireless features of a network will preclude and will be more restrictive than they need to be; need to open up so guests can come in and use easily.  We know security seems to preclude this collaborative effort—sounds like it is going to be more restrictive than they would like is of concern.—AE (SC); Wireless—worried that the departments are not in charge of yet are charged for these services; special problems e.g., when numerous academic visitors come to campus to work or to speak, sometime ten people use from multiple sites while other times one person uses from one site; who pays; where are the funds for this to come from (SC); 

Worried that in life sciences the proposed/rumored wireless be too slow for our transmissions; will we all go to wireless; will all be wireless, replacing other forms of computing at KU?  (SC)

5.  How best can we keep you informed about information services and resources?

Liaison

Notifications from one place—trusted source (SSC); Provide a human face who can link up to other people in our big family [Environmental Studies Interdisciplinary program on multiple sites] (SC); Set up a regular, every 2 to 4 weeks, shop talk of 1-2 hours when a person from IT central comes to departments and sits down with the department chair to discuss updates and problem solving. Designate a person, town crier, who will come by and give updates, with chair, or build into regular meetings; who can take ideas; drop by; tell people about what is new.-AE (SC); c. Importance of liaison is clear here (HC); e. Often times a short visit to depts. by IS staff would help.  Or they can contact the dept. chair to schedule a visit (HC); i. Possibility of increasing number of liaisons? (HC); s. Increasing the number of liaisons would help; amazed at how long it takes sometimes to get a response; up to a week (HC)
Consultation
Consult department chairs before decisions instead of after (SSC); n. When people meet with me or in a group, it is very helpful (HC); o. Department presentations can be a problem, sometime not effective since they can be too long or too much info (HC)
Confusion
Computer stuff handled by so many different entities (SSC); b. Problem knowing who does what—decentralized—often seemingly inaccessible (HC); 

d. Acronyms (IDS, ACS), and those in charge of units are often unknown (HC); f. ACS organizational chart would be useful (HC); l. Source of communication is not the problem but rather all the various sources – decentralized and doesn’t feel like everyone is on the same wave length – receive messages from Andy (who is he?), Thelma Simons, ACS, Provost, Chancellor, Dept. chair, etc. (HC); m. Acronyms are a problem (HC); p. Organizational chart from ACS (probably mean IS) would be helpful to know acronyms (HC); q. People tell me to call the office and I don’t’ always know who the person is (HC); g. Messages (email, snail mail, etc) should bear titles and names of staff from the various IS offices (HC)

Email

a. Email (HC); k. Email (HC)
Website

Offer web site of what is new in the library and IT, and keep new things posted (SC)
Kansas Union

h. The Kansas Union is not integrated into this (IS) and should be (HC); r. Kansas Union is not integrated into IS and doesn’t have good equipment. [Probably is referring to the media equipment] (HC)
Appendix F – Focus Group Analysis in Broad Groups

CHANGE MODELS
From the outcome of the HVC2 project, design two-phases

A short term, immediately actionable list of items

A long-term plan of innovation, research, and development

IS Continual Development Cycle modeled on Experiential Learning Cycle

Intensive usage/needs study of all faculty before any major changes

Future Development should include IDS, KUCR, and others?

Continuous assessment of IS

Every year

Various types of assessment

Assess HVC2 recommendations that are implemented

"Customized but Connected" $$$

Support adequate line for basic, university-wide technology

Short Term

One-stop IS shopping phone number where referral to correct unit, service, or resource is made directly (KU Info model)

Long Term

Software licensing (& other compliance)

Assist users with tracking software licenses

Review more central licenses (the Mathematica example?)

Assist units with software updates or patches

Copyright compliance issues

See license management theme also in New/Expanded Services section

Tech support.  Provide consistent tech support across campus

Fund small % of all tech salaries centrally in return for attending central training & informational meetings

Share financial support of staff positions linking centralized and decentralized services

See this theme also in Services Integration section

Send KU staff to professional training on innovations at the national level to keep KU abreast of emerging services and resources (University of Indiana's Information Technology Services describes this as, "developing strategies, programs, and services to ensure the availability of highly motivated, well-trained, and results-oriented technology support professionals')

COMMUNICATION

Short Term

Plan a many-pronged 'PR' or awareness campaign so that over a 1 year time a number of opportunities available to give IS info to faculty - new + old

Multi-tiered and formatted methods for 'what's new' and what is changing kinds of communication from IS to local support people and/or faculty

Email to chairs at beginning of year (or semester) to offer options for technology updates:

Personal updates at dept. meetings

Email updates 

Schedule responsive, targeted updates with college/school/department chairpersons

Do sophisticated advertising campaign about services and resources

Awareness campaign to ensure everyone knows about all services

Awareness campaign for Library Services - plan a many-pronged campaign reaching faculty w/different needs, at different times (Liaisons very involved with this)

Continue focus groups in the future

New Faculty Focus Groups each year

Series of targeted focus groups for other faculty, research, and appropriate support staff

Focus Groups for Graduate students (GTA, GRA, & general)

Continue brown bag discussions & feedback process!

Online feedback model like U. Cincinnati

Worst Policies Feedback Form (was this at U Cinn or where?)

From KU website- prominent link for services for:

Faculty

Researchers

Students

Staff

Should contain links to all services

Define scholar services provided by Printing Services

Focus Group comment: Math prints 15,000 exams locally

CTE/IDS sessions to communicate services possible: at CTE Summit or a special technology or IS services summit

Long Term

Create an ongoing assessment with:

An annual survey of users modeled on the University of Indiana Tool

And/or

A cycle of focus groups

Appoint a faculty-IT ombudsman or member(?)

Involve faculty in IT decision-making - at least big ones (e.g. PeopleSoft)

Establish teleconferencing and data transfer between Lawrence and KUMC 

See also reflected in Interdisciplinary Research section.

Also see ‘on-campus/off-campus’ comment in Services Integration  

Listen to users' needs with an array of quick responses via blogs, web sites with information linked to target emails, and a universal phone-in help-desk

Differentiate between the 'absence of' versus 'failure to use existing services'

Perhaps would be better placed in Change Models section for ongoing assessment?

Design smart kiosks to be located around campus

Improve communication with complementary groups: IDS, CTE, KUCR, EGARC, etc.

CTE, IDS, ACS, NTS - common contact point or other coordination

NEW/EXPANDED/IMPROVED SERVICES

Short Term

Laptop checkout for conferences & presentations

Desk side coaching/help - increase availability of this service

Add additional server space for

Email file folders

Web server space for faculty

One place to schedule rooms & one contact for technology support for rooms

Long Term

Wireless campus - get it done!

Create capability to better serve 'novice to expert'

Develop education & management program for License Management

Centralized licensing support

See this theme also in Change Models section

Use Global Studies Consortium Information Exchange as a model for using electronic resources to connect KU researchers

Make every classroom a media classroom

See this theme also in Interdisciplinary Research section

SERVICES INTEGRATION

Avoid 'one size fits all' solutions to tech. challenges

Short Term

Offer face-to-face help (at cost) with a team of campus "Geeks on Wheels"

Incorporate IDS back into ACS ASAP

Develop a post-HVC2 information technology organization chart

Use ACS liaison model in multiple building

IS rep (partially funded by IS?) that would liaison to IS and have regular meetings, etc.

Develop middle management community of IT support services staff

Build an interim layer of problem-solvers to operate a reciprocal, dynamic, exchange between staff at the centralized and decentralized levels [for example, IT specialists at the college, school, and department levels could work on shared site licenses, backup storage of academic work, expanded memory limits for emails, updated software systems, improved anti-spam measures - all areas identified in focus groups as needs at KU]

Se this theme also in Change Models section

Long Term

Connect on-campus and off-campus sites with technology seamlessly

See also issue of KU-KUMC in Communication and Interdisciplinary Research sections

Restructure ACS, IDS, and NTS so they serve the campus more effectively

Develop an 'on-demand response system' for delivery of tech assistance to fac/depts. (is this the Tech eye for the Luddite Guy concept?)

Set up well-connected network if IT support - needing only one call from faculty

Provide "Customized but Connected" Services/Resources

INTERDISCIPLINARY RESEARCH

Is a central research system needed?

Long Term

Improve network access between Lawrence & Med Center

Offer encrypted data path

Research Commons Area - with Access Grid

Save the Access Grid system [now in storage and not funded for the future] and affiliation with Great Plains Network as they offer major interdisciplinary research tools appropriate for Research I universities

Provide omnipresent, technology-smart meeting rooms and classrooms, each with full access to technology and restaurants (NIH model?)

See this theme also in Services Integration section

Explanatory notes:

Short term is defined as both actions that can get started immediately, as well as things that should not take too long to actually implement, and are addressing some of the most recurring themes from our conversations.

Long term defined as approaches/actions that will take more time to develop, and for many, will really be establishing recurring or on-going systems and processes.  These also have a short-term dimension in that we should get started with the work on this as quickly as possible – just will take more time to really get off the ground.

For some sections, there are some points that are neither long term nor short term actions, but rather more of thinking points or broader question points.  So, I put them before the short term-long term sections.
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Appendix G – Scholars Best Practices’

e-Portfolios:  University of British Columbia

Presentation:  www.olt.ubc.ca/eportfolio/event-2003-12-05/ubccampus-wide-e-portfolios2.pdf 

Press release: www.e-strategy.ubc.ca/news/update0402/eportfolios.html
Web site: www.elearning.ubc.ca/home/index.cfm?menuClicked=4%2F&p=main/dsp_eport_index.cfm 

Strategy: www.e-strategy.ubc.ca/townhall/2003/documents/e-Portfolios_th_final.pdf 

Phone interview with Karen Belfer, coordinator for this project.

BC is beginning the second year of a pilot study to provide e-portfolios for both faculty and students.  Faculty and students from five departments participated and groups are using the service differently: common inter-class journaling space and sharing of documents; sharing of interview and recruitment resources; as a simple shared work environment; and storage.  Does provide a resource for collaborative learning, regardless how it is used.

· Currently 50% coordinator position, but advertising for full-time staff to coordinate program.

· Expanding program to include

· 50 Meg allotted to each person but is increased upon request.

· Faculty like using e-portfolio to collect tenure support documents but tenure committees still require paper – used as an organization tool.

· Not currently used as a collaborative research tool, but several faculty are considering for fall.

· Use software from nuventive.com.  Currently a hosted solution but are re-evaluating their software requirements.

Collaboratories – University of Michigan

Web: http://web.si.umich.edu/research/researchprojects.cfm  

Reference on UM’s site:  Finholt, T. A., & Olson, G. M. From laboratories to collaboratories: A new organizational form for scientific collaboration. Psychological Science, 9, 1 (1997), 28-36.

A collaboratory is a distributed research center in which scientists in several locations are able to work together with the assistance of communication and collaboration technologies.

Research is supported by Information Services departments and conducted in several collaboratories including

· Space physics with researchers around the world

· AIDS research with several other university within the Great Lakes region

· Multidisciplinary researchers at major universities

· Primary health-care physician and health-care specialists from with the U of M community

· Collaborations among state universities

Committee on Institutional Cooperation – University of Michigan

Web: www.cic.uiuc.edu/ 

Strategies: www.cic.uiuc.edu/groups/CICMembers/archive/WhitePaper/StrategicDirections.pdf 

The Committee on Institutional Cooperation is the academic consortium of twelve major teaching and research universities in the Midwest. Its programs and activities extend to all aspects of university activity except intercollegiate athletics.

Main strategies include:

· Enhance learning and research opportunities for students at the undergraduate and graduate level

· Develop a rich and vibrant educational environment through diversity of students, faculty and staff

· Provide professional development opportunities for faculty leaders, staff and administrators

· Maximize the benefits of existing infrastructure, such as information technologies and libraries

· Leverage investments and realize cost savings through joint purchasing and licensing

Quality of Service Initiative:  University of Cincinnati

Web site: www.qsi.uc.edu/default.asp
A university-wide initiative, begun in 2001, to provide an organizational focus on quality, increase the level of customer satisfaction and enhance stakeholders' experiences at the University of Cincinnati. 
The initiative has developed such projects as 

· UC is Listening: an online complaint, compliment, question, or suggestion service that sends the communication directly to the appropriate department.

· Worst Policies Feedback form:  Provides a way for faculty and staff to identify policies or rules that interfere with their ability to provide good service.

· Quality service training program including 

· Legendary Customer Service training (interactive communication skills training), 

· Accelerated quality improvement approach training (How to use teams to analyze and improve specific policies, stems or process issues and to make recommendations to senior management and follow-up implementation)

· Balanced Scorecard Webinar series (highlights a different university's implementation of the Balanced Scorecard)

· Quality of Service Training (University QoS initiative and FISH philosophy), 

· Student Employee Training (Intro to QoS, work ethic and standards, handling difficult situations)
· President’s Quality Service Award: Up to six individuals and two teams are honored annually for outstanding quality service. Pretax monetary awards of $1000 (individual) and $2500 (team) are given as well as trophies and featured in publications.

· Quality Service Initiative Service Enhancement Grants: Initiate efforts using money identified for this purpose. 

· Quality Service Initiative Suggestion Program:  Encourages all students and employees to contribute innovative suggestions that can enhance campus life and the UC experience. 

User Satisfaction Survey – Indiana University UITS 

Web site: http://support.uits.iu.edu/scripts/ose.cgi?anwq.help&osecat=about
The User Satisfaction Survey at Indiana provides an excellent model to emulate. They provide assessments for the last ten years that include changes made due to responses to each year’s survey.

Quote from Barry Walsh at IU:

IU's IT organization has been conducting an annual survey of users for several years now. It is quite detailed and that, in combination with the longitudinal analysis it offers, has made it an invaluable planning tool for the institution.  Every service offered has a manager responsibly for it and those individuals have to respond to unsatisfactory findings with appropriate corrective actions. In several cases, major funding reallocations were made as a result of findings.
Information for Researchers – National Institute of Health

Web site: www.nih.gov 

Two items in particular seemed noteworthy:

· The Yellow Sheet (NIH Calendar of Events) http://calendar.nih.gov/cgi-bin/calendar is an effective means for presenting information on events and activities for researchers awareness.

· NIH Special Interest Groups (SIGS) http://www.nih.gov/sigs/sigs.html provides a method for researchers to identify sigs relevant to interests, learn more about them, identify members, sign up for event alerts, communication listservs, and more.

�Principles were inserted in report under 2.2. No need to repeat in appendix.






