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DIVISION OF INFORMATION TECHNOLOGY SERVICES OUR ORGANIZATION



GEORGIASOUTHERN.EDU/ITS • (912) 478-8748 • [email protected].



Information Technology Services 2018 Organization Structure Executive Summary A well-defined organizational structure provides direction and structure for all employees within an organization. This new structure not only lays out official reporting relationships that regulate the workflow of the organization, but also provides flexibility for changes within the organization while allowing opportunities for growth. In IT Services, this facet of change management and agility is important to the organization as the technology industry is ever-evolving. As the ITS organizations at Georgia Southern University and Armstrong State University adapt to consolidation, defining our organizational structure and communicating that structure allow us to provide clarity while also focusing our time and energy on the technology needs of the Georgia Southern, Armstrong, and Liberty campuses. Goals of the New Organization 1. Keep our focus on the customer and improving services, increasing speed of delivery, and striving for simplicity. 2. Remove unnecessary barriers and streamline services to allow areas to focus and become experts. 3. Provide central leadership and consistent job classifications throughout the enterprise. 4. Organize our resources and technology around the needs of the business and not the technology. 5. Continue to build on our success with a central IT Project Management Office (PMO) that is staffed by professional project managers, providing a consistent and comprehensible approach to managing IT projects resulting in greater efficiency and project success. Better A  lignment The new organizational structure has allowed us t o incorporate the student affairs and enrollment management IT team into the broad IT organization, realizing efficiencies and better collaboration.  In addition, we will also have one service desk and one number to call for all 3 campuses.  This is a change from our current model, in which student affairs and business and finance had their own service desk with different numbers and different support models.  By providing a consistent service model, we are able to measure our services consistently and find ways to improve it across the enterprise.  We were also able to align business and finance IT team as a new dotted line report to the CTO and solid reporting line to the CBO, a model that we will review after one year.  This allows the business and finance division better integration within the IT operations group.  During this year we will evaluate  savings and economies of scale to improve service for users.  T he new organization structure has also allowed us  to:



1. 2.



3. 4.



Combine all business analysts and developers on one team to support all divisions, enabling them to provide focused solutions to support student enrollment and success. Grow our information security presence and have focused resources on education and awareness campaigns as well a security operations and engineering position, reducing our overall institutional risk in the future. Improve customer service response by moving our embedded support model to all three campus. Have all enterprise infrastructure services on one team with great leadership that will continually look for ways to become efficient and provide improved integrations to support the business needs of the institution.
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Note: Dashed boxes do not represent formal organizational units, but rather functional titles of the units reporting there. 7/31/17



Department: Computational Research Support Director: Brandon Kimmons Purpose: Computational Research Technical Support is a specialized area of IT Services to build and support a comprehensive program to advance computational research at Georgia Southern University. That includes offering and supporting traditional high performance computing (HPC) systems, as well as systems for high throughput and data – intensive computing. The CRTS also helps researchers transition their analyses and models from the desktop to more capable and plentiful resources, providing the opportunity to explore their data and answer research questions at a scale typically not possible on desktops or departmental servers.



Sample Services: Computational Cluster



CRTS maintains a linux cluster for general purpose computation.  This cluster can also be used in support of unfunded research projects.



Virtual Servers



Research applications or programs that require their own server infrastructure can be supported via our virtual server infrastructure



Consultations



Help you determine your needs before grant submission or other request for funding.



Research Data Storage



CRTS currently has an estimated 100TB of data storeage to be used by researchers across the university.  In addition CRTS maintain Filelocker for secure and encrypted file transfer between researchers



Parallelization of Workloads



Help with code evaluation and parallelization of research workloads for execution on HPC hardware
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Chief Information Officer



Brandon Kimmons, Director



Research Systems Administrator Research Departmental Assistant (Part-Time)



Note: Dashed boxes do not represent formal organizational units, but rather functional titles of the units reporting there. 8/14/17



Department: Information Security CISO: Mike Fox Purpose: Develop and deliver a comprehensive information security strategy to optimize the security posture of the university. This new organizational structure allows us to have focused resources on education and awareness campaigns that will reduce our overall institutional risk in the future.



Sample Services (Top 5): IT Risk  Management



Establish security and risk management policies, plans and systems that help in identifying risk, assessing risk, and taking steps to reduce risk to an acceptable level.



Identity Access Management



Account Management for faculty, staff, departmental student workers, departments and Student Organizations. This includes account creation, managing access to university systems and password management.



IT Security Operations



Implement Administrative systems and business processes that utilize appropriate technologies to securely, efficiently and effectively deliver the highest level of service to the University



Cyber Incident Response



The Information Security office will respond to all reports of abuse or suspected security compromise of any GSU IT resource. An IT incident is any activity involving GSU IT resources that: violates the law, constitutes harassment, violates regulatory requirements, violates GSU policy, compromises University data,  or involves unexpected disruption of University Services.



IT Compliance



The University’s business requires that important information be utilized to fulfill its mission of teaching, scholarship, research and service. To that end there are many Federal, state and local regulations and laws that require policies and standards for protection of the information the University works with. The policies and standards also help protect the university and its employees.
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Note: Dashed boxes do not represent formal organizational units, but rather functional titles of the units reporting there. 8/14/17



Department: Enterprise Infrastructure Services CTO/ Deputy CIO: Tim Moody Purpose: Responsible for providing innovation and operational excellence of technical infrastructures and applications across a multi-campus enterprise.  The new organizational allows us to have all enterprise infrastructure services on one team with great leadership that will continually look for ways to become efficient and provide improved integrations to support the business needs



Sample Services (Top 5): Telecommunications



Management of all telephony systems including desktop telephone systems, public safety and cable TV



Network Services



Responsible for all backend network systems and connectivity including faculty, staff and student connectivity, wireless access, internet data and management.



Endpoint management



Design and management of all workstation configurations, applications and software management.



Cloud Services



Oversight and operational management of all off-premise technology solutions including Georgia Southern email and Google docs, as well as third-party hosted integrations.



Systems Administration/Data Center management



Management of multiple, distributed data center locations. Operational oversight of all on premise servers, appliances, and computational hardware to support the multi-campus enterprise.
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Note: Dashed boxes do not represent formal organizational units, but rather functional titles of the units reporting there.



Director, Business/Finance Development & Support Assistant Director, Operational IT Support



Planning/Design & Construction



Telecommunications



Cloud Services



Data Center Services



Systems Specialist



Enterprise Device Mgmt. Services



Director, Telecommunications, Life Safety & Construction/ Planning



Lead Systems Administrator



Lead IT Business Analyst Housing



Lead IT Business Analyst Finance/Foundation



Intermed. Systems Administrator



IT Business Analyst UPD



IT Business Analyst Human Resources



Assoc. Systems Administrator



IT Business Analyst Facilities



IT Business Analyst Reporting



IT Systems Analyst



IT Business Analyst Aux & Retail



BPM Analyst



Lead Software Developer



IT Business Analyst Health Services



Intermed. Software Developer



IT Business Analyst Dining



Customer Relationship Mgr., Armstrong Campus



8/14/17



Department: Enterprise Applications Executive Director: Ted Williams Purpose: Our purpose is to develop partnerships with our customers that lead to innovative, efficient, reliable and secure information systems and solutions to promote student success and to support prospective students, parents, alumni, community, faculty and staff.   The new organization has allowed us to combine all business analysts and developers on one team to support all divisions,  enabling them to provide focused solutions to support student enrollment and success.



Sample Services (Top 5): Student Enrollment and Success Solutions



The Student Enrollment and Success Solutions team is made up of Business Analysts (BA) who will serve as an outward facing customer relations and service component for ITS-EA.  The analysts will be aligned with the divisional business units in order to foster these business partnerships. Partnering with them to implement INNOVATIVE technologies and serving as the liaison between the departments and other IT Services units.



Enterprise Reporting



The Enterprise Reporting team works  with the university’s leadership, including the chief data officer, and other university stakeholders who need or develop reports to select, develop, train and implement the appropriate reporting and business intelligence tools.   The team will develop the appropriate data warehouses and many executive strategic reports.



Development - System, Web, Mobile and Integration Services



The Development team is responsible for system and application development for enterprise systems and programs, web and mobile and integration services.   Develop the appropriate integration solution(s) for all our ancillary systems, both hosted on-prem or in the cloud.   They are technical experts for all enterprise technologies



DBA and System Administration



The DBA and Systems Administration team supports on-premise enterprise, divisional and departmental information systems and applications.  The staff ensures appropriate change management, access, security and backup and restoration procedures are followed.
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Note: Dashed boxes do not represent formal organizational units, but rather functional titles of the units reporting there. 8/14/17



Department: IT Service and Delivery Executive Director: Open Purpose: The IT Service and Delivery department is the face of IT to our campus community.  It provides strategic direction, planning, mentorship, and development to ensure that all technology services are being delivered at levels necessary to support business outcomes. This new organization allow us have a consistent service experience for all faculty, staff, and students at all 3 campuses.



Sample Services (Top 5): All Field IT Support



IT Field Support consists of Customer Relationship Managers and field technicians that are assigned to specific business units and academic areas.  These individuals are responsible for managing IT needs/requests coming from their customer base. In addition to providing basic technical support these individuals also assist with engaging the appropriate IT resources for business process needs and implementation of new technology.



University Service Desk



Serves as a central and initial point of contact for any IT issues for faculty, staff and students.  This unified approach provides all customers with a variation of access methods (phone, email, ticket) into IT Services for resolution of issues or provides escalation of if needed.



Project Management Office



Offers a centralized approach to the management of IT projects which includes customer engagement with the division, execution of project plans and tracking of all project deliverables.



Assessment



Provides constant oversight of IT Service's focus on "service, simplicity and speed." Service Level Agreements with our customers document our commitment to response times, continuous tracking of call metrics and customer satisfaction ratings allow for superior service to our customers.



IT Training



Develop and deliver training materials as well as face to face workshops on new and existing technology.  The technology training strategy for customers will be driven by support issues and project plans for new implementations.



Georgia Southern University Department of Service & Delivery Organizational Chart 2018 Chief Information Officer



Vacant, Executive Director



Director, Project Management Office



Service Desk Manager



Customer Relationship Manager, Sav/Lib/Library



Customer Relationship Manager, CLASS/Cont Ed



Customer Relationship Manager, CHHS/COSM/ COPH



Customer Relationship Manager, COE/CEIT/COBA



Project Manager



Customer Relationship Analyst



Customer Relationship Analyst



Customer Relationship Analyst



Customer Relationship Analyst



Customer Relationship Analyst



Project Manager



Customer Relationship Analyst



Customer Relationship Analyst



Customer Relationship Analyst



Customer Relationship Analyst



Customer Relationship Analyst



Project Manager



Customer Relationship Analyst



Customer Relationship Analyst



Customer Relationship Analyst



Customer Relationship Analyst



Customer Relationship Analyst



Customer Relationship Analyst



Customer Relationship Analyst



Customer Relationship Analyst



Customer Relationship Analyst



Customer Relationship Analyst



Customer Relationship Analyst



Customer Relationship Analyst



Customer Relationship Analyst



Customer Relationship Analyst



Customer Relationship Analyst



Customer Relationship Manager, Audio/Visual



Customer Relationship Analyst



Note: Dashed boxes do not represent formal organizational units, but rather functional titles of the units reporting there.
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Department: Academic Technology Support Executive Director: Pam Culberson Purpose: Academic Technology Support provides  and supports learning technological resources for the university.  Our main focus is to identify, deliver, and improve access to learning technologies that foster academic excellence, exceptional learning experiences, and student success.



Sample Services (Top 5): Learning Management System (LMS) Administration



This service provides oversight and administration of the university LMS Folio which is the campus standard for online courses.



Learning Technologies Administration



This service provides oversight and administration of the educational technologies that are integrated with the university LMS.  Current technologies includes Respondus, StudyMate, Kaltura, Turnitin, student response systems, and distance learning testing software.



Classroom AV and Digital Signage Design



This consultative service provides AV recommendations, design, and pricing to our customers.   This service also establishes AV standards and best practices.



Academic Technology Support



This services provides Tier-2 support for learning technologies.  This service will also support faculty in using technology effectively in teaching and research through individual and small group sessions.
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Department: IT Business Services Director: Todd Aldrich Purpose: IT Business Services continually seeks methods to provide the most efficient and effective financial resource and business process management for the Division of IT Services.  The department provides budget management for the divisional operational and Student Technology Fee budgets to include planning, projecting, analyzing and reconciling.  In addition, IT Business Services provides administrative support to the staff in the division.  The area is also responsible for providing guidance for members of the University community regarding technology purchases of hardware or software.



Sample Services (Top 5): Budget/Financial Resource Management



Plans, projects and communicates with the Office of Budget for formulation of departmental budgets and provides analysis and reconciliation of expenditures for the division.



Contract Renewals



The process includes contract renewals, rebids and cancellations.  The collaborative effort includes obtaining quotes, specifications and assessments for submission to Procurement.  IT Business Services reviews and confirms processed renewals, secures purchase orders, licensing and vendor payment.



Inventory of Assets



Serves as the equipment inventory custodian and responsible for maintaining accuracy of the division inventory; ensure that all acquisitions, disposals  or transfers are properly documented; facilitates annual asset inventory.



Administrative Support



Completion of departmental and project purchases to include tracking and monitoring budget adherence; providing direct support to functional areas relating to travel, contract processes, and position management.



IT Purchasing



Provides guidance for technology hardware or software purchases; reviews standards and identifies needed changes; lifecycle recommendations; primary contact for technology vendor relations; tracks vendor model roadmaps; communicates issues to vendors; manages and vets campus technology procurements.
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Note: Dashed boxes do not represent formal organizational units, but rather functional titles of the units reporting there. 8/14/17



Department: Executive Technology and Athletics Support Executive Director: Joey Reeves Purpose: Executive Services and Athletics IT  is responsible for recommending, implementing, and maintaining technology based systems used by all executive offices as well as all  IT Services, Athletics, Office of Legal Affairs, Equal Employment Opportunity and Title IX, Audit and Advisory Services, Marketing and Communications,University Advancement, and the Multimedia Development Center.



Sample Services (Top 5): Device Support



Device support includes desktop computers, laptops, cellular phones, telephones, and specialty electronics devices.



Technology Consulting



Technology consulting starts with a request from one of our customers to solve a problem. We will then meet to determine if there is a current technology solution or if a new solution will need to be purchased and/or implemented. This also includes Georgia Southern’s use of UAS.



Conferencing and Event Technologies



Support of meetings or events that use conferencing technologies such as Adobe Connect, WebEx, Skype, FaceTime, or Google Hangouts. We also provide  service and support of the audio/video equipment used in the meeting spaces owned or operated by our customers.



Athletic Venue Technologies



Score boards, video boards, luxury boxes, PA systems, Referee microphones,time clocks,  stats equipment, and various TV systems used at the venue.



Project Planning and Execution



High profile projects that are time sensitive. These projects normally require collaboration of various other  areas. (e.g., Concessions’ TVs at Paulson Stadium, Sweetheart Circle AV Project, Sun Belt Requirements)
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Note: Dashed boxes do not represent formal organizational units, but rather functional titles of the units reporting there. 8/14/17



Department: IT Communications and Operation Support Director: April Burke Purpose: IT Communications and Operations Support assists the CIO and all departments within the Division of IT Services by promoting the wide range of services offered by ITS to the Georgia Southern University community so that the students, faculty and staff may make the best of use of these resources in their teaching and learning. IT Communications and Operations Support also assists ITS Staff communicate complex technical concepts with non-technical audiences in clear, relevant ways.



Sample Services (Top 5): Web Content Management



ITCOS is the web content owner for all information sites under the ITS banner. This department is responsible for managing content to ensure that it is accurate, up-to-date, and and user-friendly.



Informational Campaigns



When new technology services become available to the GS community, it is the responsibility of ITCOS to communicate these services or changes in service to the students, faculty, and staff who will be using them. Informational campaigns include the design, delivery, and distribution of all informational content on multiple print, electronic, and social media platforms.



Event Management



From small gatherings to large conferences, ITCOS is responsible for the planning and execution of events on behalf of the Division of IT Services.



Marketing & Promotion



ITCOS is responsible for the continued marketing and promotion of all ITS initiatives. This includes services from writing and delivering news posts to promotional and community engagement initiatives.



Data Visualization & Reporting



Many technology initiatives are backed by robust analytics and data. ITCOS designs and creates platforms, both print and digital,  to communicate this information to constituents.
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