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Introduction 
 
Oregon State University’s Information Services (IS) division serves as the 
Information Technology (IT) backbone for the University as we strive to achieve 
OSU’s strategic themes of optimizing enterprise, innovation and economic 
development. IS takes pride in providing the highest quality services and 
products possible to the OSU community. Information Services directly supports 
the University, departments, teachers, and researchers in moving OSU toward 
becoming a “Top 10 Land Grant University”.  
 
Some of the critical services making up Information Services include: 
 
• Technology in direct support of OSU’s primary goals: education, research, 

and outreach 

• Technical and administrative support to the OSU administration, affiliated 
colleges and universities, Oregon University System (OUS), and other off-
campus customers 

• The world’s largest university based open source lab (OSL) supporting up to 
50 million unique visitors a day and hosting many of today’s largest 
community based open source projects. 

• Enterprise network and telecommunications infrastructure that includes being 
the telecommunications hub for all OUS schools 

• Enterprise Computing facilities, operation and management for OSU, the 
Chancellor’s Office and the four regional universities (EOU, SOU, OIT, WOU) 

• Desktop support for over 60% of campus colleges and departments 
• Education and training in support of IT literacy through the Technology Across 

the Curriculum (TAC) program 

• Design and operation of general purpose enhanced classrooms and open 
access student computing facilities 

• OSU and OUS leadership in adaptive technology 

• Core web services provided by Central Web Services 

• COHO: University-wide helpdesk solution 

• Technological and management support of Wireless Instructional Network 
(WIN), Oregon Public Affairs Network (OPAN), K-12 Integrated Database 
Project, and other OUS-wide outreach endeavors 

• Software, media and graphics development 

• Outreach to regional and national news, research and public affairs networks 
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Information Services Organization 

 
Customers 
 
Information Services serves a number of different customer groups both on and 
off campus, including other universities, campuses and Extension Services.  
Each of these groups has different needs. 
 
Students 
Students form the backbone of any university culture, and are an important part 
of every service that OSU offers. Students are dependent upon IS for many 
services including residential networks, telephone and communications, learning 
environments, student computer labs, professional presentation materials, and 
personal and career development.  
 

Administration 
The OSU Administration is able to function because of the many services that IS 
provides. Critical administrative services such as accounting, payroll, HR, 
research, communications, and facilities all depend upon IS for daily operations 
and strategic initiatives. 
  
Colleges and Academic Faculty 
Comprising the bulk of education, outreach, and research opportunities at OSU, 
colleges and academic faculty are critical users of IS services. All of these users 
make frequent and high volume use of technology services provided by IS.  
Information Services adjusts to changing university needs in order to deliver 
robust technology solutions and services that allow faculty to commit to new 
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research, create new outreach programs, and educate students through new 
innovative means. 
  
Other Schools, Campuses, and Extension Services 
The “Fifth Site,” which includes Western Oregon University, Southern Oregon 
University, Eastern Oregon University, Oregon Institute of Technology and the 
OUS Chancellor’s Office rely on technology services provided by Information 
Services. The IT superstructure for the four regional universities and the 
Chancellor’s Office is hosted and operated by IS. In various configurations, this 
includes student, financial, human resources and financial aid support. 
Information Services helps each of the customers listed below meet their 
technology needs as they grow and evolve within the Oregon educational 
community.  These customers include: 

• The OSU Cascades Campus 
• The “Fifth Site” (enterprise services) 
• Extension Services 
• Oregon Health Sciences University (telecom) 
• Portland State University (telecom & aggregate reporting) 
• University of Oregon  (telecom & aggregate reporting) 
• Oregon’s Community Colleges 

 
Research Centers 
There are highly specialized research centers using services offered by IS 
including Hatfield Marine Science Center and the Food Innovation Center. 
 
The State, National and Global Community 
OSU has many programs directly impacting the public such as television 
broadcasts, scientific research, education, and extension and outreach 
programs.  Information Services helps OSU reach these customers more 
effectively while promoting OSU to regional, national and worldwide constituents 
through computer technology and video networks. The Research Channel, the 
Oregon Wireless Instructional Network (Oregon WIN) and the Oregon Public 
Affairs Network (OPAN) are examples of these video networks. In addition, 
OSU’s successful Open Source Lab (OSL) is recognized as one of the top 
academic Open Source labs in the world. 
 
Information Services 
The units within Information Services are often consumers of their own and each 
other’s services and products. The IS departments work to innovate new 

 4



technology for the OSU Community in a collaborative fashion, working together 
to expand offerings, reduce costs, and create strong new customer focus. 
 
About this Report 

Because Information Services is not an academic unit, our report does not neatly 
fit into the template provided. Rather than try to fit a “square peg into a round 
hole,” we have endeavored to compile an annual report that is reflective of the 
work we actually do in support of the university’s mission, while still capturing the 
flavor and intent of what the Provost requested. It is our intent to represent the 
value our collective work brings to the university, rather than simply a list of 
accomplishments from five very different units. 

Programmatic Achievements 

Initiatives in Support of Student Engagement and Success 
 
OSU Computer Help Desk (OCH)  
 
Situation 
The OSU Computer Helpdesk (OCH) is constantly looking for cost effective ways 
to expand and improve the level of service provided to the students, staff and 
faculty.   
 
Action 
This year OCH undertook several activities to expand and improve the services 
provided, and to communicate with the campus community about those services. 

• Advertising campaign including Barometer ads and table tents in MU 
Commons and the library 

• Doubled the number of START sessions presented 
• Hours of operation expanded to 7 AM to 7 PM, Monday – Friday 
• Added appointment-based laptop support service 
• Added Chat Tool as a new way for customers obtain support 
• Added knowledgebase articles 

 
Impact 
The primary benefit of the OSU Computer Helpdesk is students’ ability to access 
online services.  Approximately 60% of student calls received by the OCH were 
related to ONID accounts, Blackboard, or Email issues, all of which directly affect 
the students’ ability to learn and communicate with their instructors and peers.  
Increased awareness of OCH services among the students, improved 
procedures and practices, and expansion of OCH services to meet the growth of 
students’ technological needs will help ensure that all OSU students are able to 
access the full spectrum of educational opportunities the University offers. 
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Selection and Implementation of a Campus-Supported Student Response 
System for Classroom Use 
 
Situation 
Media Services supports technology enhancements in all general purpose 
classrooms on campus and a growing number or departmental rooms.  Currently 
over 130 classrooms are equipped with computers, Internet access, presentation 
hardware and software and audio systems.  In recent years instructional 
technology has shifted to include a growing number of software based 
applications that greatly increase options for students to interact with faculty and 
content provided in the classroom.  One such application employed in the last 2 
years, is Student Response Systems (SRS) or “clickers.”   Clickers allow 
students to respond electronically to in-class questions and quizzes and provide 
faculty immediate feedback on student comprehension or input.  As faculty 
experimented with various venders and types of clickers, the need arose to 
evaluate and assess a system that could be centrally supported in general-use 
classrooms. SRS technology has been used in classrooms since the 1980's and 
has shown documented increases in student performance. However, the 
technology surrounding the systems and associated costs made them 
cumbersome and limited their wide-scale use. Recent technology developments 
decreased cost of deployment and enabled faculty to manage systems and data 
with limited peripheral support.  
 
Action 
Media Services Classroom Support fielded a TRF funded trial of the Quizdom 
SRS product in 4 classes Spring term to determine the viability of the system and 
to determine if a central support approach would be practical. The test included a 
pre-assessment and post-assessment of student use and interest in use of 
clickers in the classroom.  At this time Media Services is completing the post 
assessment by students but the early review of technical sufficiency, faculty 
support and student interest is positive. Media Services is anticipating the 
endorsement of Quizdom as the centrally supported student response system for 
campus. By establishing a process to review, select and test a campus standard, 
it will be possible for Media Services to install and support the software in all 
classrooms, and centrally support faculty and students in use of the application. 
 
Impact 
The University is impacted in several ways. With the plethora of clicker products 
on the market, interested faculty were uncertain about which systems to 
incorporate into their class and worried about support issues. As various systems 
were introduced students were required to buy multiple clickers.  With a decision 
to centrally support a product, many faculty, who had been holding off using a 
system, decided to move forward with the technology. Following the review  
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process, an assessment of students and faculty resulted in usable feedback such 
as: 
 

• 86% of students surveyed said they would like to see clickers used in 
additional classes  

• The Quizdom solution is cost effective for students and the campus   
• Faculty productivity increased 
• Following tests, students received more complete feedback quicker 
• Faculty received information to assist them in modifying their teaching to 

future classes to increase student success 
 
 
Student Multimedia Services (SMS) Expansion  

 
Situation 
Student Multimedia Services grew out of a TRF funded service, Graduate 
Student Multimedia Presentation Center (GSMPC),that supported graduate 
students in creating presentations for defense of theses, dissertations and 
professional conferences.  In response to a growing number of requests from 
undergraduate students for access to the poster printing and presentation 
resources SMS was created to serve all OSU students (undergraduate, 
professional and graduate).   
 
Action 
Responding to the growing demand for high quality presentations for both 
undergraduate and graduate programs, Media Services reorganized SMS and 
expanded multimedia services and training for all students.  This expansion 
included adding equipment for student checkout and collaborating with the Valley 
Library to move services to the main floor, extending hours and improving access 
to resources, as well as upgrading rooms for masters and doctoral presentations, 
and expanding poster printing services. 

 
Impact 
The result of expanding resources and improving access to services was 
dramatic and immediate.  SMS realized a 670% increase in the number of 
posters designed and printed by students for in class and professional 
presentations.  Faculty are now requiring more presentations of students, offering 
students experience and training in preparing and presenting professional reports 
and presentations. With the assistance of this service, OSU students are entering 
the workforce with polished skills in designing and presenting professional 
presentations.  
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Student Computing Labs Enhancements 
 
Situation 

 Student Computing Labs (SCL) provide OSU students access to computers, 
software and internet services that are critical to academic studies and student 
life.  Over 9,000 students used the two central computing labs on campus last 
year.  As student use of computers change and new and more powerful software 
applications become common, requirements for academic programs change. 
SCL is assessing these changes and modifying services to meet new 
requirements. 

 
 Action 
 This year the Student Computing Labs advanced two major initiatives to meet 

changing student computing needs.  Students are relying more heavily on 
laptops and computer notebooks for their academic work and computing.  This 
trend is supported by OSU’s growing wireless environment.  At the same time 
students move towards more portable computing hardware, many software 
applications are growing in complexity requiring additional computing capacity. 
SCL is on the cutting edge of supporting these trends by installing and supporting 
“terminal servers.”  Terminal servers allow software applications to reside on a 
server and students access the functionality of the application but do not require 
the applications to be loaded on their personal computer.  This process improves 
access to software while reducing distribution problems. SCL manages the 
licensing of these applications and the access to the services. Demand for this 
service tripled in the last year.  

 
 The Student Computing Labs have also invested resources to support the 

growing demand for digital video applications as students are increasing asked to 
incorporate video work into their academic projects.   The digital revolution has 
computerized once complicated video editing and storage activities.  Video 
editing bays with multiple pieces of equipment are replaced with a computer and 
software that can be hosted in student computing labs.  SCL has responded to 
this change by establishing video labs and digital storage capacity for students to 
create and store video projects.   

 
Impact  
In addition to meeting the ongoing computing needs of students unable to 
purchase personal computers or required software, the Student Computing Labs 
undertake yearly reviews and respond to changing student computing needs.  
SCL works with academic departments to load required software in student 
computer labs and terminal servers to ensure easy access to learning tools.  As 
student computer needs become more mobile and wireless, SCL responds 
quickly to these changes to ensure uninterrupted access to the most current 
applications and tools available. Faculty, faculty and students all benefit from 
improved access, reduced distribution difficulties, and lower cost.  There has 
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been widespread appreciation from students who are now able to do high end 
video editing and storage in the labs. 
 
 
Blackboard Improvements 
 
Situation 
For the last 3 years, in an effort to respond to the TRF committee’s budget note 
instructing IS to find lower cost solutions, the Blackboard system has been 
running with only one system administrator.   During that time, Blackboard usage 
has increased from 829 active courses to 1448 active courses, an increase of 
42%.  With only one system administrator, it is difficult to do more than perform 
regular maintenance and respond to daily support requests.  IS provided the 
much desired “Communities” feature this year and currently support 116 active 
communities. 
 
Action 
• Increased Blackboard usage from 1140 courses last year to 1448 courses 

this year. 
• Implemented self-enrollment for Blackboard “Communities”.  OSU has had 

limited use of the “Communities” feature in Blackboard because the 
administrative overhead for creating communities and managing enrollment 
was prohibitive.  IS wrote a self-enrollment feature that is expected to 
facilitate student involvement in extra curricular activities on campus. 

 
Impact 
IS currently has 116 active Blackboard “Communities”. As of spring 2006, 87% of 
all students are enrolled in at least one active Blackboard site.  The migration to 
a faster database server will improve performance.  The 2006-07 Blackboard 
TRF award includes funding for an additional Blackboard system administrator. 
Having another Blackboard system administrator should help IS improve the 
performance and reliability of the Blackboard system. 
 
 
Open Source Lab Mentoring Program 
 
Situation 
The entire open source community is involved in research and development with 
the end result being free distribution of software.  Since one development builds 
upon the previous one, it is at times difficult to quantify the actual amount of 
research and development done by any one person. The outcome is the true 
measurement of the success of the research and development. 
 
Action 
While providing an environment thriving in research and development the Open 
Source Lab also mentors students (three this last year) to write open source 
code, providing value-added software features.  This mentoring/teaching 
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opportunity has enabled OSL to reach out to students who would not normally be 
involved with the OSL, but who now are employed writing code. The OSL plans 
to continue to expand this teaching/mentoring program and partner more closely 
with the College of Engineering, Computer Science, and the College of Business. 
 
Impact 
In all cases the code produced by these students has positively and directly 
impacted OSL projects. Perhaps more important is the impact on the 
development of the students involved.  Google has acknowledged the value of 
this teaching by contributing $500 per student to the mentoring group making it 
possible for the organization to receive more written code and the students 
themselves are paid for their work.  
 
 
Initiatives in Support of Increasing Research and Outreach 
 
OSU Helpdesk Software (Coho) 
 
Situation 
Public entities wish to engage the open initiatives to 1) benefit from reduced cost, 
increased involvement, and “useful application” and 2) use as a proof of concept 
demonstrating the viability of the Community Source development model for 
cross-agency, enterprise application development for government-specific 
requirements.  As a national leader in Open Source, Oregon State University is 
uniquely positioned to take the lead in, and ultimately benefit from, this 
collaborative effort.  Benefits include valuable opportunities for students and staff 
to gain real-world experience in project management, systems analysis, 
programming, international and cross-agency collaboration, and acquisition of 
state-of-the-art help desk software at a fraction of the cost of commercial 
products. 
 
Action 
Expansion of the Coho Helpdesk Project into a "community source" initiative 
involving various units in the higher education, government and private sectors is 
gaining momentum and will also provide benefit to the university.  Public and 
private contributions: monetary, in-kind, and human resources are being 
leveraged to establish an open development community whose goal is the 
creation of a world-class help desk solution. Two highlights for this ongoing 
project include:  
 
•   NWACC funding obtained to complete Coho installation packaging and jump-

start Coho II project. 
•   Began collaboration with International Aids Vaccine Initiative to make Coho 

work for clinics in Kenya. 
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Impact 
The benefits of the Coho help desk software have been well proven over time. 
Documentation of each customer contact, trend analysis, and metrics provide the 
ability to identify emerging issues and adjust services to meet changing demand.  
Coho, the help desk software developed for the OSU Computer Helpdesk, is now 
in use by over 15 different support teams in both IT and non-IT environments 
across campus.  Students have been major beneficiaries of this software as 
customers, users, and developers. 
 
 
Media Outreach Support for Athletic Events  
 
Situation 
Media Services and Telecommunications has provided Athletics audio and video 
(AV) support for the past two decades. The Reser Stadium expansion brought 
new opportunities for AV upgrades and an increase in the level of AV support 
needs.  The old stadium had an analog public address system that fed a central 
cluster of speakers.  The new state of the art public address system features a 
digital backbone and a networked distributed speaker system.  In addition, 
presentation and display systems in the Founders Club, the Loge seating area 
and the Stadium Club tie into TV broadcast connections and the Jumbotron 
screen increasing the complexity of the system.  Athletics also made the decision 
to replace the scoreboard in Goss Stadium with a combined video/scoreboard. 
Because of Media Services’ range of knowledge and expertise, it made sense to 
increase our level of support to Athletics to ensure uniformity with existing 
systems and technical sufficiency. 
 
Because of OSU’s successes in various sports, Athletics hosted several regional 
events as well as the regional and national NCAA finals in Gymnastics.  All of 
these were high profile events that required more than the usual AV support.  
 
Action 
Media Services responded to all of these situations by consulting and planning 
with Athletics staff and either staffed events or by supplied technical expertise 
and services in a wide variety of situations.  
 
Impact  
Athletics is a highly visible area of the University.  It’s important to ensure that 
OSU, as a host for regional and national athletic events, works to meet the needs 
of the media, the NCAA and fans.  Providing high quality AV support enhances 
OSU’s image and may influence future decisions for hosting events and 
attracting new students and donors.  Whether we are providing AV support to 
welcome home the returning national baseball champions, operating the 
Jumbtron and PA system for home football games and donors in the Founders 
Clubs or providing scoreboard and audio support for gymnastics, softball and 
other sports, Media Services brings a range of AV expertise and technology 
resources to support Athletics and OSU's outreach to the public and alumni. 
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When OSU athletics looks good, the entire university benefits from that positive 
public perception. 
 
 
Information Services Marketing 
 
Situation 
Although Information Services has long been part of the university, the services 
provided have, at best, been perceived as infrastructure or “background noise.” 
The campus community, in large part, is not aware of what IS does unless they 
have reason to interact with individuals providing a specific service (installing a 
phone or computer, filming a lecture, etc.) and then they typically do not know 
that unit is part of IS. The creation of the first-ever marketing coordinator position 
was included as part of the most recent iteration of the IS Strategic Plan. 
 
Action 
Visibility for IS has greatly increased in the past year. Various IS units (and 
sometimes the entire organization) are regular exhibitors at and contributors to 
campus events, including University Day, Training Days, the Merchant Expo, 
Conference and Event Planners Trade Show, Student Connect, and START. 
There is an electronic newsletter in place highlighting IS events, people and 
news and the website is under re-development. The marketing coordinator 
consults regularly with campus departments and units on how they can best 
utilize Information Services offerings to market their groups in a more 
professional way. There has been a marked increase in press coverage for IS 
accomplishments as well. 
 
Impact 
One important impact is that more of the campus is keeping their business at 
OSU for the services IS offers, instead of contracting outside of the campus 
community. That benefits the university by keeping dollars here and the public 
image of the university consistent. More faculty members than ever before are 
using IS presentation services in their professional arenas, increasing the 
visibility of the faculty, their department and OSU at home and around the globe. 
The positive press that IS has received highlights the university as a leader in the 
IT field. 
 
 
Government Open Source Conference 
 
Situation 
As part of OSU’s commitment to excellence in public service, the Open Source 
Lab’s Public Sector Communities program provides information, leadership and 
resources for open source initiatives across a wide spectrum of organizations. 
The adoption of open source software for all forms of governmental applications 
is rapidly expanding. There are also other interesting management-related trends 
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in the public sector, such as the addition of open source projects to agency 
portfolios as a means to recruit and retain staff and increase their skill set.  
 
Action 
The Open Source Lab organized GOSCON’05 in October of 2005, focusing new 
attention on the OSL and Oregon State University. The two-day conference 
featured keynote speakers, workshops and networking opportunities for the 200 
national and international participants. Attendees were from both private and 
public sectors Open Source State (OSS) and Local governments. GOSCON’05 
immediately established itself as the pre-eminent event for government IT 
decision-makers looking to maximize their investments through the adoption of 
open source technologies. 
 
Impact 
The event was received enthusiastically and was followed by an avalanche of 
rave reviews expressing appreciation for networking opportunities provided 
among professionals and for the sharing of new information, renewed energies, 
new opportunities, and ideas for resolution of challenges.  The conference 
focused new attention on OSU’s Open Source Lab as one of the emerging forces 
in the open source movement.  Following last fall’s conference, OSU and 
Portland State University were the recipients of a $350,000 gift from Google in 
recognition of such efforts. 
 
 
Initiatives In Support of Enhancing Diversity and Community 
 
Situation 
Information Services shares the university’s commitment to diversity. We filed a 
diversity plan with the provost’s office and are poised to put action behind the 
plan. 
 
Action 
IS appointed its first diversity committee this year and members have reviewed 
the diversity plan to assure that it is still viable. Several of the committee 
members and other key faculty and staff members have attended various 
diversity trainings this year. We are working with Terryl Ross from the Office of 
Community and Diversity to design a survey to assess the current climate of the 
organization, with plans to craft trainings, activities and accountability parameters 
based on what the survey reveals. In addition, IS has begun having quarterly 
luncheons, which has given our very diverse employees increased opportunities 
to spend time together, encouraging community among the different units. The 
luncheons are held in the library and library and Ecampus employees are also 
invited, fostering community with those two groups as well. This is an ongoing 
commitment. 
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Impact 
It is a little soon to assess impact to the university from our diversity efforts. As 
individual units increase awareness of just what diversity means, we will see 
increased understanding and support of the work that is being done.  There is 
certainly buzz among IS employees about what is going on, and we are already 
seeing increased ‘buy-in’ and participation. 
 
 
Encouraging Women and Minorities in Engineering  
 
Situation 
The Linux user and developer communities, both at OSU and worldwide, are 
generally male dominated. The Open Source Lab is working to address the 
broader issue of inspiring interest and fostering women’s involvement in all 
aspects of engineering.   
 
Action 
During the spring of 2006, the OSL began hosting the popular linuxchix.org 
website (visit http://linuxchix.org ). This organization is involved in the promotion 
of women in events and promotions of women in computing worldwide.  Val 
Hensen, a linuxchix founder, visited OSU and gave a presentation to the local 
Linux Users Group and the Women and Minorities in Engineering group.  This 
presentation was centered on the possibilities for women in the engineering field, 
and experiences around her own career.   
 
Impact 
This presentation provided a learning experience as well as enhanced the effort 
to involve more women in engineering, computing and business professions. 
 
 
Initiatives to Improve Administrative Efficiencies 

 
OSU Technology Resource Fee Process Improvements  
 
Situation 
About eight years ago, the allocation process for the funds collected from the 
Technology Resource Fee moved from a unilateral decision-making process to 
an 11-member committee model. Critical to the process was the development of 
a methodology for faculty and students to apply for TRF funds. The RFP process 
was instituted, but the applications were difficult to evaluate, as they were very 
uneven in style, content and presentation. Committee review and 
recommendations were hindered by this unevenness. 
 
Action 
The TRF Committees often noted this problem, and the Administrative Services 
team refined the need and outlined what would be most helpful in attaining a 
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better application methodology. Central Web Services worked with the 
Administrative Services staff to build a web application process. 
 
Impact 
The conversion to a web-based application has been of great benefit to the 
campus community as they prepare proposals for TRF funding, as the process is 
simple and easy to follow. It also allows applicants to copy and paste from prior 
years as prior year data remains available via the web site. It greatly assists the 
TRF Committee who has had as many as 61 proposals to read in a single call-
for-proposal session. 
 
The addition of a web-based report template created an easy tool for award 
recipients to file a final report, narrative and budget. Budget from the original 
application and award is automatically loaded into the report file, which 
eliminates the need to re-enter the data. This standardization also facilitates the 
auditing of TRF fund use. The web-based report also quickly highlights the 
accomplishment of goals and outcomes that were a key element of the initial 
proposal. 

 
 

Campus Web Calendar 
 

Situation 
Historically, OSU’s information about events on campus has been distributed 
across many disparate systems.  There has been a centralized web calendar 
(WebEvents) deployed, but many departments found it hard to work with and 
opted to store their events in a different format/location.  This made it impossible 
for someone to go to one location and find inclusive information about what was 
happening on campus at a particular time.  
 
Action 
The OSU Events Calendar was deployed in March 2006 to replace WebEvents 
and provide a better long-term web calendar solution for Oregon State University. 
The calendar was designed in-house to meet the most common public 
calendaring needs for departments and groups. Noting that no single calendar 
application could fit everyone's needs, flexibility and extensibility were built into 
the calendar to facilitate seamless import and export of event data, and allow this 
location to function as a central storage platform for distributed event data. 

 
Impact  
Overall acceptance and use of the new web-base calendar has been 
tremendous. As of July 10, 2006, there were 80 shared (departmental/group), 
and 393 personal calendars in the new OSU Events Calendar.  In the first four 
months of operation, there were over 204,000 web hits, 92,000 requests for 
syndication feeds (RSS), and 34,000 requests for data in the widely accepted 
industry standard iCal format.  This success has sparked new inquires from 
parties interested in making more information available in this standardized 
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environment, including University classroom and resource schedules that are 
currently managed by the R25 system. For information on the R25 system, visit 
<http://corp.collegenet.com/depts/higher_ed/series/R25/>. 
 
 
 
Support of the 5th Site 

 
Situation 
A number of steps needed to be taken to improve the reliability and performance 
of the 5th Site systems.  Before August 2005, these systems were in a server 
room without a generator, with aging and unreliable HVAC and without fire 
suppression protection.  The systems were only covered for hardware and 
software vendor support on weekdays.  The communication between the Alpha 
cluster members was only through the network.  The Banner web services were 
hosted on varied and aging smaller servers.  These issues caused a number of 
outages and poor performance for the 5th Site. 

 
Action 
To improve these issues we focused on two things, as follows: 

 
• Improved the reliability of service to the 5th Site customers 

o Upgraded HP support from 16x5 to 24x7  
o Replaced aging web servers  
o Upgraded communication interconnect between cluster nodes  

 
• Moved the 5th Site servers from the Kerr Administration Building to Milne 

Computer Center 
The Milne server room has new HVAC, a new diesel generator, dual UPS battery 
protection and fire suppression protection.  The 5th Site servers have weathered 
a number of power outages and hot days since the move. Last year, we 
upgraded the hardware and operating system support to 24 x 7 coverage.   We 
upgraded all of the web servers to new identical hardware and operating 
systems, which in addition to being more reliable, are easier to maintain.  We 
also added an additional direct interconnect between the Alpha cluster members.  
Now, traffic between those nodes is not routed to the campus network, making a 
much more reliable connection.  

 
In addition to the reliability and performance improvements, we have also 
installed a new system for the Controllers office.  We configured and 
implemented the hardware and software for Hyperion Financial Management.  
We were able to upgrade the hardware serving an unsupported version of 
Hyperion, which was also being used by OUS Institutional Research; therefore, 
both the Controller’s office and Institutional Research were able to benefit from 
this new system. 
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Impact 
We have had very positive feedback from the 5th Site advisory board regarding 
the improvements in reliability and performance for Banner and we look forward 
to continued improvements and collaboration with our 5th Site customers. Both 
the Controller’s office and Institutional Research were able to benefit from these 
system upgrades. 
 
 
Core Network 
 
Situation 
Our core network lacked robustness and experienced several points of failure. 
 
Action 
In order to create a redundant core network which would allow for greater 
robustness and failover of the OSU network, the necessary equipment was 
upgraded and a failover supervisor module was added to the residential hall 
network core router.  A hot standby redundancy protocol was implemented to the 
Information Services network.  A test switch was purchased to perfect upgrades 
before implementing in-production network. 
 
Impact 
OSU’s network now has far greater uptime, and upgrades and maintenance to 
the core network will not impact University operations adversely.   
 
 
Intrusion and Detection Limitations 
 
Situation 
Although the planned Intrusion and Detection system was not implemented due 
to budget constraints, our monitoring capabilities were increased and such issues 
have been resolved via monitoring following an initial crisis. Lack of capability 
monitoring internal traffic; can view external, but not internal. 
 
Action 
We employed two types of monitoring strategies which assist in providing the 
necessary information to provide more immediate action against an intrusion by 
watching our internal OSU traffic. 
 
Impact 
Our systems now can detect intrusion attempts earlier and can take more 
immediate action, providing more protection for the entire university community.  
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Firewall 
 
Situation 
There was a network security failure. 
 
Action 
Network Engineering completed the hardware implementation of its firewall 
initiative to enhance and ensure security of information stored by computers 
around OSU. We employed “flow monitoring”, and “traffic sniffing” software in 
order to provide detection and protection.  There is a growing list of the groups 
who have moved behind the new firewall architecture.  
 
Impact 
The network is protected and the implementation ensures consistency of stable 
environment. 
 
 
Recognition and Awards 
 
IT Executive of the Year 
Curt Pederson 
Presented by: Society for Information Management (SIM), Portland Chapter 
 
OSU Beaver Champion Award 
Shay Dakan, Director, Network Services 
Presented as part of University Day 
 
Our Heroes Award 
Stephen Meyer, Lead Photographer, Media Services 
Presented by: OSU Professional Faculty Leadership Association 
 
Student of the Year Award 
Alex Polvi, Hosting and Infrastructure Fellow, Open Source Lab 
Presented by: OSU Career Services 
 
CIO 100 Award 
Information Services Leadership 
Presented by: CIO 100 Magazine 
 
 
Accomplishments in Support of the OSU Capital Campaign 
 
Information Services, as a "service" unit was not originally envisioned as part of 
the Capital Campaign.  It was acknowledged that we had major IT needs for 
enterprise systems and infrastructure, but also recognized that the likelihood of 
finding donor opportunities in this area was probably not a reality.  We agreed to 
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work closely with the Provost on our needs for critical improvements outside of 
the Campaign. 
 
However, since our early review, we have increasing interest from the "open 
source community" in supporting our Open Source Lab (OSL).  Subsequently we 
have attracted major gifts of money and in-kind support which we envision will 
continue.  New gifts in support of the OSL will be seen as in addition to the goals 
of the Capital Campaign and simply enhance the overall University efforts to 
reach our final goals.   
 
 
Assessment of 2005-2006 Priorities 
 
All of the accomplishments documented in this report were listed as goals for 
2005-06, which are included in the Information Services strategic plan in support 
of OSU’s mission and strategic plan. 
  
 
Major Barriers 
 
IS overall has historically been funded at less than our higher education peers.  
Over the next few years we must find a way to re-invest in our IT infrastructure 
and staff or consider curtailing many services that are important to the university.  
 
If re-investment is not an option, we should consider providing fewer services 
and focus on those that are most core to the University.  As the colleges have 
such varied needs and IT capabilities, it will be challenging to bring campus 
together on what are the most important priorities. The areas below are the ones 
currently needing the most attention and continue to stress our ability to provide 
services.  
 
• Aging technical infrastructure continues to worsen, making it more difficult to 

provide needed services and taking staff time that could be spend on more 
strategic enterprise priorities.  

• Lack of appropriate and adjacent office space to do the work. 
• Having non-union and management salaries below the market place in 

Oregon, leading to high turnover as the IT market heats up.   
• Lack of dedicated IT planning/policy resources for OSU/OUS.  Our part-time 

dedicated planner left for another opportunity leaving us with no one 
dedicated to this function, even part-time.  
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Proposed Priorities for 2006-2007  
 
 
Initiatives in Support of Student Engagement and Success 

 
• Based on an external program review completed in 06, restructure the 

Technology Access Program (TAP) to better integrate services and support 
with other departments and improve services to students with disabilities  

• Improve Blackboard reliability, performance and support; migrate and install 
Blackboard 7.3 

• Increase availability of SCOLA programming via campus cable and assess 
use of foreign language news and programs by international student groups 
and the Foreign Language department 

• Promote and expand the number of Interactive TV course offerings to 
Cascade Campus and Portland to meet growing demand. 

 
 

Initiatives in Support Of Increasing Research and Outreach 
 

• Establish an operational plan to properly staff and support a robust video 
streaming environment, including a plan to archive and index streaming video 
files.  

• Expand the Coho Helpdesk Project into a "community source" initiative 
involving various units in higher education, government and private sectors. 

• Migrate the Oregon Public Affairs Network to the “Oregon Channel.”  Maintain 
a strong higher education presence in Oregon Channel programming.   

• Primary focus of the Open Source Lab will be on infrastructure hosting, which 
is projected to generate the necessary revenue stream to support a common 
infrastructure for multiple academic units located within a single facility. 

• Continue to pursue and develop business partnerships, collaborations, and 
working relationships that will create, enhance, and fund future opportunities 
for student learning and will facilitate additional economic development for the 
State of Oregon. 

 
 
Initiatives In Support Of Enhancing Diversity and Community 

 
• Conduct survey to asses the diversity climate of the organization. Update IS 

Diversity plan as appropriate to reflect findings from the climate survey. 
• Encourage and track participation of Information Service staff in diversity 

training workshops and seminars. 
• Actively seek to hire under-represented qualified individuals for positions in 

Information Services. 
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• Promote SCOLA use for current global news, language study and cultural 
enhancement by international and domestic student groups and the Foreign 
Language department. 

 
 

Initiatives to Improve Administrative Efficiencies 
 

• Online TRF proposal upgrades.  Add an online Final Report Form and 
process to collect reports and assess the use of TRF funds.  

• Create development partnerships across IS departments and other campus 
IT departments to create web-based enterprise solutions. 

• Design and implement an equity plan for IS to facilitate salary equity and 
placement of new employees. 

• Develop Business Plans for each IS operational unit, plus an umbrella 
Business Plan that will encompass all of IS. 

• Update the OUS and IS Strategic Plans 
• Database consolidation of the two Banner databases at Western Oregon 

University 
• Complete the Nolij document imaging installation on time and integrate 

Banner with Nolij 
• Add non-ONID functionality to the LDAP e-mail directory 
• Complete the Office of Human Resources (OSCAR) tasks 
• Increase Community Network customer base while continuing to become 

more efficient and keeping costs down. Develop a partnering model to 
provide departments a personalized suite of services. 

• Upgrade the core network in support of ever-increasing demands for 
bandwidth that drive a significant portion of our existing business service 
provisions to research, video instruction, and IT services. 

• Work with interested departments to move behind the campus enterprise 
firewall, and strive to place at least 80% of the entire campus network behind 
the firewall as well.  This plan will significantly decrease the volume of 
negative security incidents we experience.    

• Upgrade our Internet2 connection to enable and encourage greater 
collaboration across the country and in the Pacific Northwest with such 
partners as the PAC10 schools for athletics, the Pacific Northwest National 
Labs, and others. 

• Inventory and inspect all communication rooms. Documentation is paramount 
for the anticipated Voice over Internet Protocol (VoIP) technology, which will 
be deployed at OSU within a four-year window.  Detailed records involving 
physical space, wiring, and code issues are necessary resources to assist us 
with providing appropriate recommendations and with creating the most 
effective design plans possible. 

• Evaluated the wire plant on a room-by-room basis, as it will need to be moved 
100% to data patch panels. This will require wiring in a large number of our 
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campus buildings. Fire, life, and safety code issues will also be identified, 
prioritized, corrected, and updated. 

• In support of anticipated growing network demand we recommend completing 
the build-out of the single mode fiber optic cable plant that was originally 
placed in 2004.  In addition, we need to upgrade the fiber optics from strategic 
splice locations within the underground tunnel and maintenance systems and 
plan for new single mode fiber from Kerr Administration Building and 
complete the single mode backbone to the remainder of the residence halls.   

 
 
Summary 
 
Information Services continually seeks out new and innovative technologies and 
best practices in support of the mission of the University.  As an organization, 
perhaps the most important thing we have accomplished is the continual 
improvement of the services we provide.  We are proud of the fact that, despite 
having very limited resources, we continue to grow and contribute to the 
University community and greater IT community at large.  
 
OSU was recognized as one of the best 100 IT organizations in 2006 by CIO 
Magazine.  The fact that we are recognized at this level is directly related to the 
employees who work for us and the job they do everyday. Many of our IS 
employees are recognized as leaders in their fields and take great pride in 
advancing the university’s mission. We are excited about the future and the 
collaboration with OSU colleagues in support of the long-range goals of the 
University. 
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