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* Upcoming Tasks
Eﬁ Data Request — Phase 3 Invoice & LMS
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* Next Steps
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* Learning Management System (LMS) RFP

—  ETAC Sponsoring

* John Brown

RFP Documents - Coming Soon

®@e®®
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* Mission e Y o)
o US:IT designs and supports technology solutions through a team of ) ;
Eﬁ(\ knowledgeable, dedicated professionals. Working within a structure of e
— shared governance and data-driven decisions, we support the mission
of the University of Maine System and its campuses

e Vision
o US:IT strives to be a trusted partner by empowering our university
communities with reliable and innovative solutions

e Service Values- grounded on principles of:
e High Quality Service
’ e Effective Communication
\//4 e Collaboration
* Empowerment
e Professionalism
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MISSION

e Updated Strategic Plan

e Streamline objectives

e Allow for multiple teams to participate in
objectives

1 * Allow for adjustment of timelines for

— S
-_,

Y deliverables o

1
STV ITVE
Ve

1.1 US:T will be a customer-focused IT solution provider that ensures unparalleled customer service with high standards for
responsiveness

. * Updated Plan is available at:

= 113 Develop and dapbay mathod for measuring customer satisfaction upon ticket closure

Service Goals & Objectives

i delivery i key area of focus for USIT. A total of (4) Goals with: discrete objectives have been defined for this category,

el i needs and cAath of US:IT blish a baseline for service delivery bm

g ovement.

® 1.1.3 Establich an Intuithve, easy-to-navigate knowledge base for |T Support Services Staff to utilize while ng ive, accurate, and

canslstent customer facu ns.

e sites.google.com/maine.edu/usit-strategic-plan/data

A
l L L1 r and imnplement a Customer Experience (X improvement plan that includes training, on-boarding, service metrics and suppoet for US:IT service teams
‘r’ l'r ® 1.1.5 Publish a comprehensive IT training schedule for webinar and/or in-person sessions accessible to the entire UMS

* 1,1.6 Establish and operationalize cra

partmental Service Delivery Teams to promote efficiency, collaboration and efficacy

= 1,17 Define the Subject Matter Expert [SME) support robe and identify areas of highest need for deployment of reseurces
1.2 US:T will achieve consistency in the scope and delivery of system-wide services

= 1.2.1 Acquire and implement a cloud-based, Integrated IT Service Management (ITSM) and Project Portfalio Management (FRM) 5 an

= 1.2.2 Establish standard Sarvice Lovel Agi (SLAs) and Operatianal Level Agre [0LAS) for tickiats entaring theough th Incident Management platfarm

» 123 Implermer

aineident manages model to enhance accountability and consistency of service delivery with robust data analysis to better inform resource needs

= 124 Centrail of mabile Huilar devices for LIMS empkoyess to pron istency and efficiency

» 1.2.5 Deploy and utilice a PeopleSof Testing Framewnrk for PUMS and

latory updates

= 1.2 Develop and propose a formal Change Managen

Nt process that will be deployed and adopted by all USIT service delivery teams.

= 1.27 Develop processes to ensure that all new systems bo be acquired will supgort IPv6
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* Tracking Progress q X -

MISSION

 ‘Approved’ Activities have been imported into o O
Smartsheet
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* Tracking Progress o\

MISSION

S  ‘Approved’ Activities have been imported into
— Smartsheet

e Tracking progress
e Dashboard: tinyurl.com/usit-sp2019 ——
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* Realighnment Opportunity

— e Continue to work with US:IT Leadership Team and Directors on
realignment plan

* The plan is evolving...additional details will be shared when finalized
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* Maine Sustainability & Water Conference

E.ﬁ(‘- e Held at August Civic Center — Supported by Paul Philbrick, Joe Duchette,
Rob Sobczak

* “On behalf of everyone at the Mitchell Center and nearly 500
attendees, I'd like to express my sincere thanks for all of your help at
last week’s Maine Sustainability & Water Conference... Wherever | went
throughout the day, it was abundantly clear that you are a key
component of the “glue” that holds the entire conference together. |
" really appreciate all your hard work, and the many ways you

7/ contributed to the success of the conference!”

e David D. Hart
Director, Senator George J. Mitchell Center for Sustainability Solutions
Professor, School of Biology and Ecology
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e Reminder
E"“"‘A e Gary Lagasse Celebration of A CELEBRATION _
— Life Event Y
/ ~< a 5 )
YD
./;f
Gary Edward Lagasse
Friday, May 3, 2019 h
3-5 p.m. )
Buchanan Alumni House
al Grand Foyer
7/ 160 College Avenue
\| /4 University of Maine, Orono
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