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UCD enjoys a world-class 24/7 technologically enabled
campus which supports the University to deliver and
excel in teaching, learning and research. It provides the
technology foundation upon which the enabling of global
engagement, sharing of information and evolution of
teaching technologies is possible. The IT Strategy 2020
seeks to lead us through an evolving digital landscape,
supporting the technological needs of tomorrow’s student
and maintaining standards of excellence in the pursuit

of solutions and services that best support the work of
the University.

IT Strategy 2020

Following an extensive stakeholder consultation and
research process, the goals of the IT Strategy 2020 have
been designed to facilitate the delivery of the UCD
strategic objectives and initiatives under the following
UCD strategic themes: Supporting Research; Enhancing
Education Technology Services; Contributing to the Student
Experience; and Enabling Global Engagement.

Goals have also been designed to enable the operational
transformation of IT services under the IT strategic
thematic areas of: Facilitating transformation and strategic
information; Enhancing IT Service Excellence; and Delivering
IT Platform Excellence.
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Dear colleagues and friends of UCD,

| am pleased to introduce the IT@UCD: IT Strategy 2020
— a strategic plan for information technology solutions
and services 2016 to 2020. This plan is the product of
over six months of analysing data gathered from within
UCD; a review of the key lessons from the previous IT
Strategy; our quality improvement plan; independent
review of our key IT processes; technology trends in
higher education and industry; and a focused consultation
process both internally and externally (Appendix II, Ill).

We trust that this plan offers an appropriate reflection
of the mission, vision, values, objectives and strategic
initiatives of the UCD Strategy 2015-2020, which
includes College and School plans and the supporting
strategies of the UCD Strategy for Research, Innovation
and Impact (2015-2020) among others.

The plan sets out how we intend to support and
contribute to the UCD Strategy over the next five years.
Whatever your role at UCD, we believe you will find
this strategic plan relevant, comprehensive, and a useful
guide to decision making, priority setting, and action.

IT Strategy 2020

Our approach has been to map out the UCD [T strategic
goals which support and contribute to the delivery

of the UCD strategic objectives and initiatives across

the thematic areas of: Supporting Research; Enhancing
Educational Technology Services; Contributing to the
Student Experience; and Enabling Global Engagement. This
approach ensures that a key outcome of the IT Strategy
2020 will be the delivery of end-to-end services. In order
to achieve these ambitious goals, we in IT Services will
also focus on facilitating transformation and strategic
information delivery and how we can enhance the
delivery of service and platform excellence (Appendix |).
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Empower people by transforming University
life with new and emerging digital
technologies.

Our mission is to both support and contribute
to the UCD Strategy 2015 to 2020 by being the
partner of choice for information technology
solutions and services.
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« Customer focused

« Adding value

« Secure, reliable, flexible, sustainable
and accessible

« Simple and innovative solutions

« Empowering our staff (Engagement)

« Excellence in what we do (Excellence)
« Engaging the community in the design
and delivery of services (Collegiality)

« Having open and honest two way
conversations with the community
(Integrity and Diversity)
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Executive Overview

This strategy outlines a set of goals (Appendix I) that will
ensure the successful delivery of information technology
solutions and services across the UCD community in the
coming years. Goals are broad based and have a three

to five year horizon. They will be reviewed on an annual
basis to ensure they continue to meet the needs of the
UCD community and we will also assess the progress of

each one.With a lean and agile approach in mind, these
goals can be seen as our strategic road map which will
guide our five year service plan and support our annual
planning process. The key outcome of the strategy is to
deliver and support a rich set of information technology
solutions and services that are customer focused and
which will contribute to our vision.

Empower people by transforming
University life with new and
emerging digital technologies.
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Research teams generate vast amounts
of new data from the internet of
things, social media, digital content
and other technology platforms every
second of the day. This is commonly
known as “big data” and requires
information technology solutions

and services that integrate activities
within UCD as well as national and
global domains and partners.

Our challenge is to identify the
infrastructure, services, and support
structures that can provide the most
value in the areas of greatest need
for the UCD research community.

The following goals contribute and
support the objectives of the UCD
Strategy for Research, Innovation
and Impact (2015-2020).

Supporting
Research

Goals

Enabling easy access by researchers
in all disciplines to infrastructure,
tools, services and support.

In partnership with key
stakeholders, designing and
implementing a Research Data
Management policy and plan.

Enhancing the UCD High
Performance Computing service.

In partnership with key stakeholders,
implementing a new research
information management system.
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Appendix I

UCD and IT Services
Strategic Themes & Goals

Supporting
Research

+ Enabling easy access by researchers in
all disciplines to infrastructure, tools,
services and support.

+ In partnership with key stakeholders,
designing and implementing a
Research Data Management policy
and plan.

+ Enhancing the UCD High Performance
Computing service.

+ In partnership with key stakeholders,
implementing a new research
information management system.

Enabling Global

Engagement

- Enabling easy access to infrastructure,
tools, services and support, which
will contribute to the successful
implementation of the Global
Engagement Strategy.

+ Further developing the integrated
systems that support the full lifecycle
of student recruitment from enquiry
through to offer and acceptance.

+ Delivering analytics to support
the implementation of the Global
Engagement Strategy and enabling
data driven decision-making.

+ Designing and implementing a new
IT platform to support the Global
Partnerships initiative.
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Enhancing
Educational
Technology
Services

+ Facilitating the exploration,

development, and adoption of new
teaching tools and technologies.
Focusing on supporting Colleges,
Schools and educational technologists
through this process.

+ Establishing a Learning Hub platform

that incorporates a virtual learning
technology environment with forward-
looking learning systems and tools to
support educational excellence across
the UCD community.

+ Supporting faculty in the development

of academic content and use of
learning technologies through
training, consultancy and guidance.
Additionally, offering opportunities
to showcase achievements in TEL
(technology enhanced learning)
through local and national events
and conferences.

+ Providing new teaching, learning

and advising tools that support the
delivery of a personalised learning
experience to students who are highly
mobile learners.

+ Designing and implementing a set of

technology solutions that will support
formative and summative assessment
methods in UCD.

Contributing to
the Student
Experience

+ Providing the essential information

technology solutions and services
across the UCD community to
achieve best practices for
interacting with students.

- Engaging with our students,

prospective students and alumni
regularly to understand their needs
and identify opportunities for
collaboration.

+ Providing new teaching, learning

and advising tools that support the
delivery of a personalised learning
experience to students who are highly
mobile learners (linked to same

goal under Enhancing Educational
Technology Services).

+ Deploying new and enhanced online

processes to help drive change and
increase efficiency and effectiveness
across the UCD community (with a
student focus under this goal).

University College Dublin



IT Services
Strategic Themes & Goals

Facilitating
Transformation
and Strategic
Information
Delivery

+ Further developing the integrated
systems that support the full lifecycle
of student recruitment from enquiry
through to offer and acceptance
across the UCD community.

+ In collaboration with other support
units, ensuring that the portfolio of
enterprise applications meets the
needs of our users in the University
and offers the highest standards of
usability.

+ Delivering analytics to support the
implementation of the UCD Strategy
2015-2020 and enabling data driven
decision-making.

+ Deploying new and enhanced online
processes to help drive change and
increase efficiency and effectiveness
across the UCD community, in

collaboration with other support units.

+ In collaboration with key stakeholders,
enhancing the services and platforms
we use to communicate and deliver
online services and information to
staff, students, alumni and external
audiences.

IT Strategy 2020

Enhancing

@ IT Service

“—>/ Excellence

+ Designing and implementing internal

and UCD IT wide governance
structures.

+ Promoting and developing excellence

in our IT Relationship Management
model across the University, enabling
the IT function to further empower
and inspire our customers.

+ Enhancing our existing IT Support

model in line with recognised best
practice to ensure all customers —
faculty, staff, students — receive a
consistent premium service in every
contact with IT@UCD.

+ Empowering our staff through a talent

management initiative.

+ Managing change. Providing leadership

to those affected by technology and
organisational change (internal and
external).

+ Designing and implementing a

service quality management function,
which includes measurement, into IT
processes for service development and
management.

+ Enhancing our internal and external

communications, which clearly outline
the information technology solutions
and services we deliver and support.

+ Managing the lifecycle of IT services

and projects to ensure there is a focus
on quality improvement and value for
money.

Delivering
IT Platform
Excellence

+ Providing world-class platforms to

support the information technology
solutions and systems we deliver.

+ Providing platforms and services to

support a vibrant and dynamic web
and mobile presence that enables
easy management of content and are
secure, reliable, flexible, sustainable
and accessible.

+ Designing and implementing a

strategic IT Security plan that includes
adherence to EU General Data
Protection Regulations.
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Appendix II

The diagram below outlines the stakeholders consulted during our
strategy development.

Supp\iers Tier 1,2 3

Hurman Resourceg

Stakeholder

Consultation

All Staff
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Appendix III

IT Strategy (2009-2013) Review (SWOT)

Strengths
+ Very high user adoption of services
+ Very strong customer satisfaction
Flexible “anywhere” access (60/40)
+ Good infrastructure base — robust, scalable
+ Shared application standards — BlackBoard, Connect, Gmail, CMS, InfoHub
+ Good research capacity — storage/compute
+ Wireless network and support for mobile

.

Weaknesses
+ Next stage Data Centre infrastructure, not yet in place
— off/on campus ( high risk )
+ eContent & data management — initial model in place,
development required
24/7 support model & higher availability needed to meet future demand
+ Complexity in wider application base

.

Opportunities
+ Build on high user satisfaction to broaden services
and enable UCD initiatives
+ UCD online and public Teaching & Learning delivery models
+ Transition to Cloud model and brokered services for greater agility
+ Initiatives and incentives for eLearning
+ Shared initiatives for Research IT

Threats
+ Attrition of technical staff

+ Research requirements for more advanced services need to
be met to retain users

+ Under-investment in IT

+ Explosion in devices and internet of things — access risk exposure,
even greater wireless capacity requirements

IT Strategy 2020 25
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University College Dublin
Belfield, Dublin 4, Ireland.

www.ucd.ie/it



