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Information Services Annual Report 
2009-10 PROGRAMMATIC ACHIEVEMENTS 

 
 

Office of the CIO 
Oregon State University’s Information Services (IS) division serves as the Information Technology (IT) 
backbone for the University.  Information Services supports faculty, researchers, staff and students at 
OSU.  In addition, we proved all IT services to the Chancellor’s Office as well as host Banner for:  
Western Oregon University; Eastern Oregon University; Southern Oregon University; and Oregon 
Institute of Technology. 
 
Information Services is comprised of the Office of the CIO, Enterprise Computing Services, Outreach and 
Media Services, Network Services and Technology Support Services.  IS provides critical services to 
University operations.  We are proud of the fact that we have been able to maintain the most important 
services at the level they are today despite our ongoing challenges around user demand and resources. 
 
Information Services employs approximately 250 employees; over 100 of those are students.  Is serves a 
number of different customer groups both on and off campus, including other universities, campuses 
and the OSU Extension Service.  Each of these groups has different needs. 
 
Our ability to clearly focus on service outcomes and provide innovative services was hampered in the 
last year due to the ongoing IT governance discussions.  Significant staff time was spent serving on 
committees and creating ad hoc information to various IT committees which at times seemed to have 
been working cross purposes. 
 

 
Enterprise Computing Services (ECS) 

 
Student Engagement and Success 

 
DegreeWorks 
An integrated add-on the existing Banner student information system, DegreeWorks was selected for its 
ability to enhance academic advising, to automate and improve degree clearance procedures, and to 
facilitate accurate course access planning.  The efficiencies brought about by these tools will allow more 
time for academic advisors to pursue more personal and individualized planning with students.  This 
project is on track for Phase One Implementation in March 2011. 
 
Blackboard Enhancements for INTO 
A Grade Center template has been developed for instructors who teach INTO students, which allows 
instructors to enter attendance and mid-term grade data.  A weekly process downloads this data to the 
INTO Joint Venture and loads it into the INTO model of the Data Warehouse.  The JV staff uses this data 
to selectively intervene and counsel struggling INTO students. 

 
 

Key Initiatives to Leverage E&G and other Base Resources to Improve Administrative 
Efficiencies 
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ONID authentication for Banner/NIST Level 2 authentication 
ONID authentication is now used for administrative users of Banner forms and for OSU On-line Services 
users.  This change reduces the number of login/password combinations required for employees and 
students, and is a first step toward providing Single-Sign-On capabilities through the Luminis portal.  
With this change, the ONID password rules were standardized to comply with NIST Level 2 requirements 
for Banner administrative users. 

 
 

NETWORK SERVICES 
 

Research and Its Impact 

Continued Expansion of Network Capacity to Internet2 
Network Services successfully expanded the Oregon Gigapop (OGIG) partnership to include OHSU and 

PSU, enabling 2X5Gb Internet2 connectivity and setting the stage for continued expansion of network 

capacities in support of research.  By expanding our partnerships to the other large institutions in 

Oregon we will be able to leverage our combined resources to expand capacity to 2X10Gb in the coming 

year and will be able to fully implement 10Gb/s capacities up and down the I-5 corridor allowing 

extremely high bandwidth with regional partners and enabling future dedicated bandwidth for research 

partners. 

 

National Opinion Research Center (NORC) Grant 
OSU has been invited to be a sub-contractor on this grant lead by the University of Chicago’s National 
Opinion Research Center (ONRC). The sub-contract has been approved for $28,578 and is underway as a 
partnership between the OSU Open Source Lab and the School of EECS.  The granting institution is the 
Office of the National Coordinator (ONC) will lead this contract on behalf of Department of Health and 
Human Services (HHS). 
 
OSU’s role is to assist in some of the project activities described in the proposal: 
 
 Deborah Bryant of the Open Source Lab is to help build the Technical expert panel.  This requires 
 identifying leading figures in this space, and coordinating the initial meeting. 
 
 Carlos Jensen of the School of EECS and a graduate student will assist in the environment scan 
 and research review, which requires compiling a list of the open source tools currently in use.  
 Jensen and his GRA will also assist in the review of the draft report. 
 
Open Technology Research Consortium 
OSU Open Source Lab has become a member of the Open Technology Research Consortium.  The Open 
Technology Research Consortium (“OTRC”) is a strategic alliance of leading research institutions and 
non-profit open source organizations whose mission is to work with Government agencies to facilitate 
the broad adoption of open technology solutions in public sector IT systems and to help realize the 
technical, administrative and economic benefits of using open technology solutions.  Other academic 
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members of the OTRC include Georgia Tech, University of Texas at Austin, the University of Southern 
Mississippi, and the Mississippi University for Women.  Reference: 
http://ossinstitute.org/index.php?option=com_content&view=category&layout=blog&id=144&Itemid=222 

 
 

Outreach and Engagement 
 

Oregon Broadband Advisory Council (OBAC) 
Network Services Associate Director, Jon Dolan, was named by Gov. Ted Kulongoski to the Oregon 
Broadband Advisory Council which is charged with enabling wider adoption of broadband to help 
Oregon communities.  As part of this effort Jon has been involved with stimulus funding support which 
helped Bend broadband receive $7M in federal dollars to help increase broadband access in central 
Oregon.  Jon also continues his work on the Oregon Health Network which received $22M from the 
Federal Communications Commission as a pilot program working to bring rural hospitals and clinics 
better broadband connectivity. 
  
Partnership with Oregon Department of Education 
OSU Open Source Lab has continued its partnership with the Oregon Department of Education (“ODE”) 
on the Oregon Virtual School District project (“ORVSD”).  The Open Source Lab is providing hosting, 
software development, project management, and training for the project which is designed to provide 
digital learning resources at no cost to all Oregon K-12 public schools.  ORVSD is currently in use by 152 
school districts in Oregon with over 75,000 users (K-12 staff and students). 
 
OSU Open Source Lab has also expanded on our relationship with ODE, and we are now hosting all of 
ODE's server infrastructure in our data center on OSU campus.  This is evidence of a strong K-20 
partnership, and of the professional quality data center and network access that OSU has developed.  
The infrastructure hosting agreement has a duration of five years with option of renewal. 
 
Government Open Source Conference 
The Government Open Source Conference (“GOSCON”) was held in Washington D.C. In November 2009.  
The Open Source Lab partnered with Red Hat, a leading open source company, to put on the event 
which featured the Department of Homeland Security Director of Command, Control, and 
Interoperability, and the U.S. Department of Defense Depuity CIO as keynote speakers.  We had over 
350 attendees consisting of mostly federal, state, and local government employees. 
 
 

Community and Diversity 
 

International-level Activities and Accomplishments 
Last Fall OSU sent two network technology specialists to Gondar, Ethiopia to assist the University of 
Gondar and City of Gondar with their technology needs. The trip was in response to a newly established 
sister university relationship with the University of Gondar and closely organized with similar activities 
by the Corvallis Sister Cities Association.  We were able to assist the University of Gondar with the 
implementation of their network infrastructure through hands-on training and the donation of wireless 
equipment and assisted the City of Gondar with the initial planning of their network infrastructure.  It 
was a successful opportunity for OSU to strengthen our international reputation, advance our 

http://ossinstitute.org/index.php?option=com_content&view=category&layout=blog&id=144&Itemid=222
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educational mission, and open the door for future collaborative activities that was only possible through 
the time, money, and equipment donated by all of the involved parties. 
 
 
 

Other Initiatives 
 
Voice over IP Deployments 
Network Services continued our deployment of Voice over IP (VoIP) to include remote offices in the 
Portland Metro Area and Hatfield Marine Science Center (HMSC).  Our Portland VoIP deployment 
services both the OSU offices in Portland as well as two remote offices for The Oregon Institute of 
Technology (OIT).  By bringing all of our offices onto one voice platform we are able to better integrate 
them into the campus environment and by partnering with OIT we are able to offset some of our costs.  
Our HMSC deployment was driven by the necessity of replacing aging telecommunications hardware.  
 
Assessment 
Network Services programmatic initiatives continue to have an impact on campus, throughout Oregon, 
and through the work of the Open Source Lab, throughout the world.  Network Services continues to 
provide reliable and cost effective services to the campus community.  We have met our goal of 
99.999% reliability of our Exchange Email System for this academic year, achieved 99.99% reliability of 
the wireless network, and had 99.7% uptime for the campus core network.  Analysis of outage events 
throughout the year revealed a number of issues which we continue review for operational process 
improvement.     
     
For the OSL to have the impact that it could towards OSU’s mission, both financial security and 
integration into the research enterprise, seem paramount.  We continue to see barriers to take 
advantage of grant and business opportunities due to lack of staff and expertise with federal funding 
agencies in particular, although our financial support from the open source communities continue.   
 
Awards 
Deborah Bryant, Public Sector Communities Manager at the Open Source Lab was honored with the 
O'Reilly Open Source Award presented at OSCON 2010 in Portland, OR.  Deborah was one of five people 
awarded with the prestigious award due to her involvement at the Open Source Lab working to get 
open source software used by state, local, and federal agencies.  Reference: 
http://www.oscon.com/oscon2010/public/content/2010/07/20-os-awards 

 
 

Key Initiatives to Leverage E&G and other base resources and to Improve Administrative 
Efficiencies 

 
Unified Messaging  
Network Services worked with campus stakeholders to consolidate the various MS Exchange Server 
environments on campus into one centrally provided service and then merged VoiceMail functionality 
into that environment.  The result is a Unified Messaging platform, which combines Voice mail and email 
and allows access to messages from multiple platforms include computers, phones, etc.  This combined 
messaging platform enhances communications across campus and enables better time management 
and responsiveness from staff. 

http://www.oscon.com/oscon2010/public/content/2010/07/20-os-awards
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Wireless Upgrade 
Network Services initiated a campus wide WiFi upgrade from older network equipment from multiple 
vendors, to a single vendor.  This consolidation provided some enhanced network capacity over the 
wireless network, but greatly increased the flexibility and manageability of the network so that we could 
minimize downtime and increase functionality in the future.  This upgrade was augmented at the end of 
the academic year with a central IT investment to also bring the entire network up to the highest 
capacity currently available.  This full upgrade is nearing completion and will be fully in place by the start 
of FY10/11 academic year.  

 
 

Outreach and Media Services 

Student Engagement and Success 
 

TAC Faculty Development 
This year TAC launched three new initiatives to advance the effective use of technology in teaching and 
learning at OSU.   

- TAC is leading the development of a five-year roadmap to guide the transition in student 
response system technology.  TAC currently supports faculty in the use of the Quizdom response 
system.  As faculty use of response systems grows and new software allows use of cell phones 
and other devices, TAC is leading efforts with 40 faculty to plan a successful transition to a new 
platform.  This transition roadmap offers a model for future technology transitions. 

- TAC launched a New Educator Orientation (NEO) program this year.  NEO provides quick access 
to essential information and resources that every new instructor must have. The need-to-know 
information is concentrated in five key areas: (1) OSU Fundamentals, (2) Web Tactics, (3) 
Classroom Logistics, (4) Teaching/Learning Strategies and (5) Assessment Methods.  The key 
outcome of NEO is just-in-time, pro-active support and essential resources for every new 
instructor.  Phase I of NEO will be available fall 2010. 

- TAC collaborated with the Center for Teaching and Learning and Assessment (CTLA) to develop 
models of innovative teaching and learning practices. Phase one of this project will be available 
in fall 2010. 
 

TAC continues to expand online learning opportunities for faculty and students by adding interactive 

components to their online learning modules (called GEMS) and working with academic programs to 

combine individual GEMS into comprehensive programs.  TAC assisted faculty to become proficient with 

BlackBoard 9 changes, Qwizdom and developing active learning lecture slides.   TAC also worked with 

the OSU Culture Centers to create an interactive Second Life presence for the groups.   

 

Classroom Technologies 
Media Services Classroom Technologies designs, installs and supports presentation and instructional 
technologies in all 125 general purpose classrooms and 92 departmental rooms on campus and at 
Cascades Campus.  TRF funding over the last eight years has ensured OSU students have access to one of 
the highest ratios of fully enhanced classrooms among peer institutions.  This service is provided with 
one of the lowest FTE to classroom ratios among peer institutions.  This year Classroom Technologies 
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upgraded another 25 classrooms to full digital status with 16:9 projection, digital processors, new 
intuitive touch panels and rechargeable wireless mice.   All large (70+) classrooms are now equipped 
with document cameras and 18 classrooms have lecture capture systems installed.  Upgrades include 
cabling that makes it easy for faculty to integrate personnel laptops with the teaching stations.   Faculty 
are supported through help phones in every classroom and online video training options. Classroom 
staff also moved to a campus zone support model to increase one-on-one interaction with faculty in the 
classroom and provide more proactive interactions with students and faculty. 
   
Student Multimedia Services (SMS)  
Student Multimedia Services (SMS) provides all undergraduate, graduate and professional students 
access to instructional and research presentation equipment, media resources and printing services. In 
the past year, SMS completed 10,340 student equipment check-out transactions, printed over 3,000 
large format posters for student presentations, and over 1,600 other production orders (digitizing video 
tapes, printing thesis, scanning.   SMS also provides training opportunities for students to ensure 
equipment is used effectively and professionally, and collaborates with 10 academic departments to 
consolidated student media equipment to improve efficiencies and student access.   
 
Student Computing  
SCF continues to expand the number of departmental labs it supports with the opening of the INTO 
Learning Center in September 2009.  SCF worked with INTO staff to purchase and deploy 25 dual-boot 
iMacs loaded with standard OSU software as well as special applications for teaching English as a second 
language.  In spring 2010, SCF took over the support of the student athlete computer lab in Gill 
Coliseum, providing a much needed software and operating system update.  SCF also prepared 100 Mac 
laptops for SMS to check out to students, as well deploying new dual-boot iMacs for the Honors College 
in their computer lab.  With the closure of Hovland Multimedia Lab, SCF increased the number of video 
decks available on the Macintoshes in Milne.  An impending remodel and rewiring of the Milne lab will 
increase its utility to the OSU campus by providing Extended Campus a much needed testing center 
 
Central Web Services 
Central Web Services continues to provide services to OSU and OUS to enable student engagement and 
success through robust web applications and services.  For student engagement and success the 
following key projects were incorporated, developed, and updated to meet the growing needs of OSU. 
 
OSU Home Page:  A new home page was rolled out in May 2010 to help OSU achieve a new look and 
new brand, incorporating newer technologies and functionalities for more dynamic visual 
representation for students, faculty and visitors.  CWS team of developers worked in conjunction with 
University Advancement to develop a robust web site, with software development allowing the ability 
for multiple editors to work on the home page, where previously it was dependent on one or two 
individuals to provide new content to the home page.  The Home Page was moved into a software 
development cycle to ensure that technology changes could be incorporated into the home page in a 
timely fashion. 
 
Blogs at OSU:  The CWS hosted blogs.oregonstate.edu saw an increase of 237% in the number of 
registered blogs this year.  A significant contributor the growth in new blogs is the requirement by some 
professors for students to maintain a blog as part of course writing requirements.   
 
OSU Mobile:  With the rollout of OSU Mobile to campus, Central Web Services brought the start of OSU 
information to a growing platform.  Incorporated into this for students was the ability to view Finals 
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Schedules and Commencement Information during the relevant periods.  Feedback from students 
indicated that the information delivered via mobile was easier to navigate to and locate the necessary 
information.   
 
 

Research and its Impact 

Student Centered Classroom 
Media Services Classroom Technologies collaborated with the Physics department in the creation of 
OSU’s first SCALE-UP classrooms.  SCALE-UP rooms are designed to increase student interactive learning 
and group work.  Classroom Technologies designed and installed the technology in the Weniger 212 
Collaborative-Interactive Lab with eight StarBoards (one for each “student pod” work area), a traditional 
white board with camera and a wireless touch panel for instructor to move around classroom.  The 
instructor has the ability to present on all boards from the lectern, have each “pod” work independently 
or share a single group’s work with the entire class.  Reviews of the Weniger 212 SCALE-UP room reveal 
a high level of technology integration with ease of use and flexibility when compared to other national 
models.  The cost of the installation is considerable less than the national average due to the fact that 
the design, construction and installation was done internally with collaboration among the Physics 
department, Media Services and Facility Services.       
 

 
 
Conflict of Interest 
Central Web Services worked with the Research Office to develop a web-based Conflict of Interest (COI) 
application that was deployed to all professorial faculty for recording and managing COI declarations. 
 
Open Source Web Applications 
Central Web Services is a leader on fully implementing Open Source applications on a large scale.  This 
year CWS upgraded the campus to Drupal 6, helping numerous sites with consulting and development 
for incorporating their content into Drupal, including migration of Drupal 5 sites to the newer version. 
These efforts involved ongoing Drupal training that is gaining interest among other state entities and 
campuses. CWS provides an average of 12 training courses on Drupal each month during the year.  This 
year CWS developed six additional Drupal training courses, for a total of nine different courses.  These 
efforts ensure OSU a dynamic, active web presence. 
 
 

Outreach and Engagement 
 
Statewide Training 
Media Services Media Development group produced several important, statewide training programs this 
year.  The group produced a series of train-the -trainer videos for Team Oregon, a statewide motorcycle 
safety training organizations based at OSU. The training modules will improve the quality and 
consistence of training across the state and show best practices in teaching the curriculum.  The group 
also worked with Oregon Department of Transportation (ODOT) and OSU Kiewit Center for 
Infrastructure and Transport to host monthly training sessions.  The sessions were streamed live and 
archived for later on-demand viewing and have become an integral part of ODOT training for local 
agencies.     
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Media Outreach 
Media Services Media Development group provides the production and network access needed to 
connect OSU administrators, faculty and research to the world.   Productions occurred from the audio 
booth for radio programs and the studio for television programs.  OSU faculty participated in weekly 
news and talks shows on OPB and KLCC from Media Services studios.  This year Media Services also 
hosted 22 connections between OSU faculty and national and international media outlets.  Media 
Services staff also produced recordings for OSU Marketing and Foundation. 
 
Supporting Conferences and Athletic Events 
Media Services continues to partner with Memorial Union, Alumni Center and LaSells Stewart Center to 
support and improve presentation and media technology offerings that impact the quality of services 
and create a positive view of OSU to visitors from across the country and around the world. Media 
Service staff also worked with Athletics to provide game day videoboard and scoreboard support and 
provided technology to upgrade of Valley Football Center team rooms and player lounge, and 
implementation high definition replay.  Media Services staff expanded Athletic productions by creating 
an internship program for New Media Communication majors and providing a mix of professionals and 
students to produce over 100 Athletic events. 
 
Back Page 
This year Media Services celebrated the 100th recording of Back Page with a live-audience interview 
recorded at Powell’s Books in Portland.  Author and Back Page host Jody Seay was interviewed by fellow 
Oregon authors in honor of Jody’s work to promote Oregon authors.  Back Page  introduces viewers to 
the authors and provides insights into the art and work of writing.  The programs air on OPB plus and 
the Oregon WIN network. 
 
Oregon Legislative Coverage 
Media Services provided live coverage of the Oregon Legislative this year to the OSU community and 
throughout the Willamette Valley.  The Oregon WIN network provides a live network feed from the 
Capital to OSU.  Media Services converts the signal to a live stream for web viewing and also disperses 
the signal to cable companies from Portland to Cottage Grove.    
 
Nutrition Education Program  
Working with Family & Community Health, Central Web Servcies developed the Nutrition Education 
Program (NEP) application which supports nutrition programs in schools around the state provides a 
way for Extension & Outreach to provide reporting to federal agencies.  Several funding agencies are 
looking to re-use this CWS developed application in other states. 
 
 

Community and Diversity 
 
Assistive Listening Systems 
Media Services Classroom Technologies, in conjunction with Disability Access Services (DAS), researched 
and tested new assistive listening devices for the campus.  Classroom Technologies scheduled 
demonstration of different devices on campus and work with DAS to evaluate and test devices with 
student participation.  Media Services was able to secure funding to upgrade the current system and 
install devices in all general purpose classrooms and auditoriums and provide listening devices to other 
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campus units that host campus and general public events.   
 
 
Multicultural Web Resources  
Central Web Services provided consulting to student development and UHDS, as well as hosting for the 
Multicultural Resource Guide at http://oregonstate.edu/mrg.  The guide will be provided as a core 
service for multicultural individuals and groups to find resources that they seek.  In addition CWS 
continues working to develop robust applications for the OUS system as part of its efforts for 
community and diversity including Gear Up, an OUS program that aims to increase the number of low-
income students who are prepared to enter and succeed in postsecondary programs.  CWS worked with 
Gear Up to write a training registration system. 
 

 

Key Initiatives to Leverage Resources and Improve Administrative Efficiencies 

 
Presentation Media Design and Consulting 
Media Services Classroom Technologies and Engineering Support continue to provide audio/video 
consultation, design, installation and programming services to departments and central campus units.  
Through cross-training and professional development, Media Services has established a team of quality 
engineers and programmers that save the campus hundreds of thousands of dollars per year in outside 
consulting fees.  Media Services consulted and installed equipment at Cascades Campus to create a 
flexible 3-in-1 media rich, classroom configuration that adjusts from a single large room, to two medium 
size rooms or three small rooms.   Classroom Technologies also consulted and installed 19 classrooms 
for INTO in Heckart and Reed Lodges and worked with the INTO architecture firm on classroom designs 
for the new INTO Living and Learning building.   Other design and installation projects included 14 rooms 
for 9 departments, including videoconferencing rooms for ONAMI,  AREc, Crop and Soil Science, Health 
and Human Science and the Valley library, as well as classrooms with electronic white boards for 
Engineering and Political Sciences.  Large scale design work included A/V design for Linus Pauling Science 
Center, Hallie Ford Building, Valley Football Center (Team Rooms), Vet Medicine Labs & Classrooms, and 
the Crook County Education Center, among others.  This work provided the campus savings, design 
consistency and long-term support. 
 
Online Distribution of Forums and Candidate Searches 
Media Services Media Development group expanded participation in over 25 key campus open forums, 
planning events and candidate searches through live webcasting and on-demand viewing.  The live 
webcasts allowed off-site participants to ask questions of campus leaders, planners or candidates.  
Individuals from the campus community unable to attend in-person were able to view the forums online 
at a later date.   The online delivery of the forums allowed greater participation and sharing of 
information across constituents on critical campus matters. 
 
IP Videoconferencing 
This year Media Services Engineering group, in collaboration with OSU INOC and Network Engineering, 
supported a major expansion of IP videoconferencing services on campus.  Media Services undertook 
full integration of videoconferencing into departmental classrooms to expand off-campus programs in 
Civil and Construction Engineering, Nuclear Engineering and Pharmacy. Expansion in administrative 
conferencing was also support by Media Services through design and installation of conference facilities 
for Keweit Center, AREC, VP of Research, and College of Agriculture on a technology 

http://oregonstate.edu/mrg
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classroom/conference room.  The work supported outreach and expansion of graduate level programs 
and classes, increased communication for Extension and Ag Experiment Stations and saved thousands of 
dollars in travel and personnel time.   
 
Curriculum Proposal System  
Central Web Services updated the Curriculum Proposal System (CPS) to incorporate Category I 
proposals, which are used to designate major curricular changes that require approval at the state level.    
The incorporation of these changes will reduce the overhead involved and provide visibility into 
significant campus changes.  These updates will be deployed to campus in early FY11 following approval 
by the Curriculum Council. 
 
OUS Contractors on Retainer 
Central Web Services completed a new Contractors on Retainer application for OUS.  The purpose of the 
application is to manage OUS pre-approved contractors and bid submissions.  Contractors can apply 
online to be part of the program.  Each OUS campus can generate bid supplements and amendments 
and track them electronically over the life of the project through the application.   
 
OSU Confident Drupal Theme 
Central Web Services worked with University Advancement in the creation of a third Drupal theme, OSU 
Confident.  This was the first centrally installed Drupal theme to fully incorporate all elements of the 
new OSU Branding.  This theme is now available to all CWS hosted OSU Drupal 6 sites.  This theme 
allows site owners to easily incorporate OSU branding in both new and existing Drupal sites. 
 
 
OSU Search 
With the strategic decision to replace an outdated search engine, Central Web Servcies put in place the 
Google Search Appliance, and developed a custom front end to incorporate the OSU brand.  The new 
search provides greater functionalities and search capabilities than the previous search engine, with less 
cost to maintain.  Some statistics:  Total Results Pages: 228106 Total Searches: 228106 Distinct 
Searches: 220574.  Did you know fact:  The top query from January through August of 2010 is “public 
safety”, followed by “dixon recreation center”. 
 
 
Assessment of Efforts: What worked, areas that need Improvement and major barriers 
Over the last three years, Media Services has successfully launched efforts aimed at outreach, campus 
collaboration and user support/training.  These efforts have: 

- Advanced audio/video presentation support at main campus venues in LaSells Stewart Center, 
Memorial Union and Athletics. 

- Increased collaboration with academic departments to upgrade departmental classrooms and 
advance interactive learning technologies.   

- Advanced OSU’s web presence through a collaborative work with Advancement in the redesign 
of the OSU main website and many secondary pages. 

- Expanded student access to computing and media resources. 
- Expanded student and faculty access to quality support and training resources. 

 
Media Services success with proactive collaboration and outreach efforts created the demand for 
additional training and support opportunities to ensure technology investments are used effectively by 
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faculty and students.  A key area for improvement is the ongoing scaling of training efforts to match IT 
investments.  
 
 
 

Technology Support Services (TSS) 
 

Within the Technology Support Services unit of OSU's Information Services, there are three major 
support units:  the OSU Computer Helpdesk, the Community Network, and the Server Support Group.  
The OSU Computer Helpdesk provides first-level computer support for all students and employees.  The 
Community Network provides a much higher level of user support and desktop services for those 
colleges and departments who choose to contract with us.  The Server Support Group works in the 
background to enables those involved in instruction, research, outreach & engagement to focus on their 
core area by providing and supporting the technical resources they need to effectively do their jobs. 
 
 

Student Engagement and Success 
 
OSU Computer Helpdesk 
The OSU Computer Helpdesk (OCH) is a campus-wide service provided by the Technology Support 
Services division of OSU’s central Information Services.   The OSU Computer Helpdesk provides 
computer support to Oregon State University students and employees via phone, email, web chat, the 
Coho II call tracking system and in person at the walk-up service desk.  OCH is a "quick help" service 
answering “how to” questions, assisting with email and password issues, ONID authentication and email, 
Blackboard, and generally troubleshooting customer’s issues accessing OSU’s technology resources.  The 
helpdesk is often the first point of contact for anything technology related on campus.  Providing 
courteous, timely technical assistance allows students and employees to focus on learning, instruction, 
research, and outreach instead of the technology that supports these endeavors. 
 
This past year the OSU Computer Helpdesk continued a collaborative partnership with ResNet and the 
Valley Library to maintain the walk-up service desk for students. The walk-up desk is located on the main 
floor of the Valley Library, and provides a high level of computer expertise in a high traffic student 
location.  This location opened for service to OSU students in fall of 2008.  The vast majority of requests 
at the Walk-up involve hands-on wireless network configuration and malware and virus removal on 
student’s personal laptops.  In FY10, the walk-up location serviced more than 2400 laptops!  We 
anticipate continued growth in this area as malware becomes more complex and student enrollment 
continues to increase. 
 
Strengths include: Quick response times, problem-solving/technical competence, excellent customer 
service, and good working relationships with internal Information Services units and IT staff within the 
departments, colleges and administration. 
 
Challenges include: Budget to keep up with growing number of enterprise software support requests, 
student training due to rapid policy, procedure, and technology change/implementation, high 
attrition/turnover of workforce due to student graduations, and complexity of overall IT structure at the 
University. 
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Collaborative Documentation Help Site 
The OSU Computer Helpdesk took the lead on developing a campus collaborative documentation 
website that has gotten high praise from many areas of campus.  A TSS staff member was actively 
involved in developing and implementing this central site for campus-wide IT documentation in 
collaboration with other campus IT groups.  The site is live and has been well received by OSU students 
and employees. 
 
 

Outreach and Engagement 
 
OSU Cascades/Central Oregon Community College (COCC) Partnership 
Information Services partners with COCC to provide technology support to the OSU Cascades campus.  
TSS has two employees housed at the campus who provide desktop support to faculty and staff.  These 
employees are managed by a campus-based Community Network manager.  OSU Cascades signs a yearly 
MOU with COCC that is reviewed by all parties on a yearly basis.  Earlier this summer, the Vice Provost 
and the IS Directors met with Cascades and COCC administrators and staff to review the partnership and 
discuss technical and service improvements and possible efficiencies. 
 
OSU Extension Service & Agricultural Experiment Stations 
The OSU Extension Service and Agricultural Experiment Stations (AES) receive desktop support from the 
Community Network.  A CN IT Manager also manages three IT positions co-funded by Extension and AES 
for additional support needs.  Under CN’s leadership, this effective layered support model and team has 
accomplished the following tasks over the last year: 

 $500,000 in one time funding from the Provost for critical infrastructure upgrades. 

 Tighter relationships with Network Services leading to better integration with campus wide 
standards in a sustainable model. 

 Representation of O&E needs on several high level IT committees. 
 

International-level Activities and Accomplishments 
 
Community Network support for INTO-OSU 
INTO-OSU contracts with the Community Network for desktop support services.  We support more than 
70 employees and the total dollar amount of the contract is $53,000.  The partnership is working out 
well, and INTO regularly provides positive feedback on the level and quality of service. 
 
 

Key Initiatives to Leverage E&G and other Base Resources and to  
Improve Administrative Efficiencies 

 
Community Network 
The Community Network (CN) is a centralized service that provides desktop support services, under 
contract, for more than 60% of OSU faculty and staff located both on and off campus.  The Community 
Network offers a full range of computing services to units, departments and colleges, including server-
based file storage, application software, and support services.  It is designed to provide reliable, low-
cost, on-site computer and desktop support.  CN leverages the OSU Computer Helpdesk and Server 
Support Group for front and back-end assistance. 
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Over 80 academic and administrative departments and colleges benefit from this service, which includes 
over 2400 customers.  This includes support for remote faculty and staff located throughout the State.  
Since we are a Land Grant University, we serve the county Extension offices and Agricultural Experiment 
Stations throughout the State, and the OSU Cascades Branch campus.  We have also contracted to 
provide support for the Oregon University System Chancellor’s Office. 
 
This past year requests for assistance has steadily risen, as employee’s increased use of technology 
increases.  Several new units joined the Community Network, including the Educational Opportunities 
Program (EOP), a majority of the Business Centers, and joining in fall 2010 Navy ROTC.  As the fleet of 
Apple machines continues to rise throughout our customer base, we are working to increase the level of 
Apple support for campus.  One of the CN IT Managers is leading a campus-wide Mac user’s group that 
is open to all interested students and employees. 
 
Strengths include: Quality desktop support services by experienced, professional staff, 
technical/problem solving/troubleshooting expertise, strong customer service orientation, stable, secure 
“back-end” services, ability to flex model to accommodate different user groups and ever-changing 
demands, an organizational structure that has created many efficiencies which result in quick speed of 
response, and forward looking management seeking innovative and cost effective technologies to 
increase productivity and expand service. 
 

Challenges include: Keeping fees competitive while covering costs to meet the requirements of a service 
center, and funding ongoing training for staff. 

 
 
Server Support Group 
The Server Support Group (SSG) is a component of Technology Support Services.  This group is tasked 
with providing various technical services and background support to Community Network (CN) technical 
staff and customers, and to OSU students and employees.  Services include: Microsoft Active Directory 
services, central antivirus server management, terminal services, encryption management, server 
support for departments requiring servers for applications not otherwise available, technical advice and 
consulting services, and providing a suite of technical tools utilized by technical staff to assist in the 
support of CN customers. 
 
While not on the front-lines, SSG works in the background to enable those involved in instruction, 
research, outreach & engagement to focus on their core area by providing and supporting the technical 
resources they need to do their jobs effectively.  To create efficiencies this past year, file hosting services 
were transferred from Network Engineering to the TSS Server Support Group.  The Microsoft Systems 
Center Configuration Manager (SCCM) is being scaled and deployed to several units outside of TSS, 
including Engineering, Crop and Soil Science, Facilities, and the IS Student Computing Facilities. 
 
Strengths include: Strong technical acumen and depth of knowledge gained from years of experience, 
ability to build and maintain strong partnerships with other technical groups at OSU, supportive 
management structure that encourages innovation and exploration, forward looking, seeking innovative 
and cost effective technologies to increase productivity and expand service, and emphasis on 
maintaining flexibility in order to respond to ever-changing demands. 
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Challenges include: Keeping up with technological changes and planning a migration path to implement 
those changes within the existing environment, and continuing to provide exceptional service yet 
keeping within the constraints of resources provided. 
 
Encryption Software 
The TSS Server Support Group (SSG) is in the process of deploying encryption software across campus to 
machines with sensitive information.  We are recommending that encryption be applied to portable 
devices (such as laptops and usb hard drives), and on desktop computers that are in areas that have a 
higher risk of theft.  We recently met with Human Resources, Business Affairs, and the Registrar’s to 
further discuss encryption deployment in critical areas across campus.  In addition, Community Network 
staff perform forensics analysis on machines that have contained Personally Identifiable Information and 
were compromised. This saves the University from having to go to an outside vendor which can be 
expensive. 
 
Administrative Access to Workstations 
In response to the Moss Adams auditor recommendation to limit local administrator rights on customer 
desktops, the Community Network has been working with those departments that have access to critical 
business systems (i.e. Business Affairs, Business Centers, Human Resources, and Admissions/Registrar’s 
office) to remove full administrator rights.  Local administrator access rights introduce the possibility 
that users can bypass the established antivirus and patch management controls, or may install 
unlicensed software. We are currently in the pilot stage so that deployment of this initiative will not 
hinder the ability for employees to do their work. 
 
OSU Training Registration 
Technology Support Services continues to provide management of the OSU Professional Development 
Registration website (http://oregonstate.edu/training).  Now in its fourth year of use, the site has 
facilitated approximately 9,000 enrollments.  Two years ago, this internally-developed application was 
provided to the University of Oregon for implementation.  We learned several months ago that it has 
successfully been deployed and that they are very pleased with the base product.  We hope to develop 
an ongoing relationship with IS Central Web Services and the U of O to exchange system updates and 
enhancements. 
 
Campus IT Committee Work 
Members of Technology Support Services have regularly participated in various campus-wide IT 
committees, including the IT recommendation implementation committees, the IT Coordinating 
Committee (ITCC), and the Information Technology Strategies Committee (ITSC).   
 
One of the key IT recommendations led to implementation of the Buy Orange web site.  TSS partnered 
with Procurement and Contract Services (PACs) to develop this web site to help standardize computer 
purchases across the University and provide discounts that result in overall value and efficiency. 

http://oregonstate.edu/training

