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Information Technologies is pleased to present this year’s 
annual report to the University of Delaware (UD) community. 
This report highlights key partnerships, initiatives, and 
IT achievements that demonstrate our organization’s 
commitment to the strategic goals of the institution, 
operational excellence, and the strategic provisioning of 
services in support of UD’s rich academic and cultural 
environment. 

This report is the first in a series that will draw on the 
University’s new IT Strategic Plan. We’re excited to be able to 
share this plan with you. Completed in March 2019, the plan 
integrates the input and insight you provided this past year 
regarding the use and provision of information technology at 
UD. It also establishes multi-year roadmaps that, as achieved, 
provide a framework for advancing the University’s mission 
and goals. 

While it’s been a significant year of growth and 
accomplishment for IT at UD, we know there are many 
IT-related needs and opportunities—both existing and 
emerging—for our University. We look forward to meeting 
these challenges and to a great year ahead as we continue to 
implement the IT Strategic Plan and explore ways in which IT 
can better support you as we achieve the University’s strategic 
goals together.

Sincerely,

Sharon P. Pitt
Vice President of Information Technologies and Chief 
Information Officer
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WE'RE INVESTING IN....

 

TECHNOLOGIES TO MEET UD NEEDS
 In partnership with UD communities, UDIT invested in  

92 IT projects in support of UD’s needs and in alignment 
with the strategic goals of the University and the 
IT Strategic Plan. This year’s investments ensure UD 
continues to remain agile and responsive to existing 
and emerging IT challenges and opportunities. They  
also offer pathways to future investments, particularly 
relating to technology oversight and business 
intelligence tools that will enable more effective 
decision-making across campus. Refer to the IT Project 
Portfolio section (page 23) for a list of UDIT projects.

A PLAN THAT SUPPORTS 
UD'S MISSION & VISION 

     STRATEGIC
            IT GOALS IN                                              
                          YEARS 

4 

Crafted with input from the 
University community, UD’s 
new IT Strategic Plan provides 
a framework to set annual 
priorities and aligns the efforts 
of UD’s IT organizations. This 
plan identifies four strategic 
goals. The goals, and related 
strategies, establish a multi-year 
roadmap to support growth in 
research and innovation, enable 
academic excellence, facilitate 
students’ experience, and 
achieve greater optimization of 
IT services. Details of this plan 
follow this executive summary. 
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Effective information technology is an essential enabler of the University of Delaware’s (UD) 
strategic goals and the day-to-day work of its students, faculty, and staff. The strategic 
adoption and implementation of information technologies in accordance with the University’s 
strategic vision provides UD an unprecedented opportunity to fulfill its role as a pre-eminent, 
learner-centered research institution. 

In support of this vision, UD Information Technologies (UDIT) provided critical oversight and 
attention to the University’s operational, research, and academic goals, and essential support 
to the University community this fiscal year. The investments highlighted in this Executive 
Summary speak to UDIT’s increased focus on strategic planning and alignment, operational 
excellence, collaboration, and communication.

Capital
Enhancement
External Mandate
Innovation
Internal Mandate
Operation/Maintenance
Security/Risk Avoidance
Strategic

it business driver  
categories 

     IT 
Projects
92
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WE'RE INVESTING IN....

STRATEGIES FOR OPERATIONAL EXCELLENCE 

To further optimize IT resources and operational effectiveness, UDIT established its Strategic 
Operations organization (UDIT-SO) in 2018 and worked across the institution in 2019 to 
design and socialize an IT governance structure. Combined, these advancements directly 
benefit technology and project oversight, enable UDIT and the University to improve on 
existing IT services, and promote additional accountability and trust. They also offer a more 
consistent service experience for the UD community. UDIT looks forward to building on these 
advancements to provide greater consistency when making changes to services through 
new service management tools, reduce information security risks, and create a framework 
to better organize responsibility for services among IT organizations. 

IT STRATEGIC OPERATIONS (UDIT-SO)

UDIT-SO is comprised of the University’s IT Project Management Office (PMO), IT Service 
Management (ITSM), the IT Communications Group, IT Human Resources, and IT Financial 
Operations. UDIT-SO is tasked with ensuring the sound adoption, integration, and 
communication of an ITSM position to improve efficiency and user services related to 
technology implementation and customization, IT project management, and UD’s IT service 
inventory. The PMO maintains the University’s IT Project Portfolio and offers operational and 
technology consultations; project management support; and resources, processes, and tools 
that benefit University projects.

IT GOVERNANCE STRUCTURE

When implemented this coming fiscal year, UD’s IT governance structure will establish the 
shared decision-making process necessary to ensure the delivery of innovative, reliable, 
and robust IT services. IT governance determines and defines campus-wide IT priorities 
and investments in accordance with the University’s Strategic Plan and is informed by the 
University's IT Strategic Plan. 

95%
customer satisfaction

IT SUPPORT CENTER

GIGABIT  CONNECTION
+ 1 DMZ + 3 HPCs

100        
accounts protected by  
two-factor authentication 56,000

 
requests for  
IT support

3 6 , 3 6 5 

2,400
SUPPORT

FAculty commons
logged at

 15,960  
 ZOOMmeetings 
held via 

CALLS
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A CULTURE THAT FOSTERS ONENESS AND SUCCESS 

As an organization, UDIT continues to adapt how it engages itself and others. This past year 
showcased UDIT's commitment to increasing organizational agility, responsiveness, and 
transparency. Our commitment to successful environments resulted in changes within UDIT—
such as implementing daily meetings of senior leadership to review work priorities, creating 
more communication channels for customers, and providing timely information about changes 
in services that affect customers. UDIT also established a working group that will provide 
practitioner-focused recommendations about recruitment, retention, and development of IT 
staff in keeping with our commitment to diversity, equity, and inclusion (DEI). In support of the 
EDUCAUSE CIO Commitment Statement, UDIT encouraged DEI within the organization and 
across the University by

• Working to advance a culture of DEI both broadly and locally where everyone feels 
engaged, involved, and empowered;

• Creating a lactation room for nursing mothers working in the Computing Center;
• Committing to provide DEI-related demographics in our annual reports;
• Launching a Women in Technology (WIT) group at UD;
• Through WIT, sponsoring technology workshops for young women at Newark High School;
• Partnering with organizations to offer 2019 State of Delaware's DigiGirlz Day; and
• Offering activities in support of UD's College Readiness Scholars Institute (CRSI).

TOTAL UDIT
 

EMPLOYEES
178

Source: Human Resources Official Extract as of 06/30/19 *Includes 1 non-specified female.

WE'RE INVESTING IN....

EXEMPT ASIAN BLACK WHITE AMERICAN 
INDIAN

HISPANIC MULTI  
ETHNIC

TOTAL 
STAFF

Female 8 
17.4%

2
4.3%

36 
78.3%

-- -- -- 46

Male 8 
9.9%

5 
6.2%

65 
80.2%

1
1.2%

-- 2 
2.5%

81

NON  
EXEMPT

ASIAN BLACK WHITE AMERICAN 
INDIAN

HISPANIC MULTI  
ETHNIC

TOTAL 
STAFF

Female 2 
9.1%

1
4.5%

16 
72.7%

-- 1
4.5%

1
4.5%

22*

Male -- 3 
10.3%

25 
86.2%

1
3.4%

-- -- 29
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Support research and  
scholarship
The IT plan proposes to implement technologies and services to enable strategies to increase 
research and scholarly activity, impact, and innovation. UD will deploy a research cyberinfrastructure 
that facilitates complex, data-intensive research. Research networks and partnerships will enable 
UD researchers to move their compute-intensive projects between on-premises and cloud-based 
resources. Expanded research computing services and data management expertise will encourage 
more faculty to apply research technologies to their work and maximize time available to focus on 
their scholarship. Improved consultative services will enable faculty in all disciplines, such as high 
performance computing or data visualization, to leverage IT capabilities in their scholarship. 

UD’s IT STRATEGIC PLAN
Completed April 2019, the University’s new 2019-2024 Information Technology (IT) Strategic 
Plan addresses current challenges and establishes the strategic direction for institutional 
improvement and operational excellence. The plan articulates a multi-year roadmap to 
support growth in research and innovation, enable academic excellence, improve the 
student experience, and achieve greater operational excellence.  As a framework to set 
annual priorities and align the efforts of UD’s IT organizations, the plan relies on technology 
strategies informed by other University initiatives including the Research Information 
Management Task Force, the Data Governance Committee, the emerging Online Learning 
strategy, and external reviews of business processes and technologies (2016, 2018).

2019 - 2024

4 GOALS

STRATEGIES
1. Provide high-speed network connectivity from UD research sites to national labs, 

supercomputing centers, and regional and national institutional collaborators
2. Leverage improved campus cyberinfrastructure and cloud resources to provide researchers 

with a continuum of high performance computing and data storage capabilities
3. Expand research-computing support services to maximize the time researchers and graduate 

students can spend advancing their research and scholarship and to broaden adoption of 
the research cyberinfrastructure by more faculty and disciplines including the social sciences, 
humanities, and the arts

4. Establish funding and governance practices to make research-computing services responsive 
to the needs of the research community, sustainable, and widely utilized

Support research and  
scholarship
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facilitate improved student learning and success
In conjunction with campus partners, the IT plan improves physical and virtual learning spaces and 
provides faculty with support to adopt digital learning technologies that are broader and more multi-
disciplinary. It lays the technology and services foundation to support the academic strategy for online 
learning. Extended outreach will help more faculty and students discover digital learning capabilities. 
Innovation incubation programs will help early adopters evaluate emerging technologies and deploy 
new pedagogies. Integrated facilities and technology planning will improve baseline classroom 
capabilities and reflect innovations in learning space technologies in the campus master plan. 

enable administrative excellence
The IT plan sets a roadmap for the core administrative technologies that support student and 
administrative services and enables operational excellence. In 2027, PeopleSoft, the University’s major 
administrative system, will be phased out by its vendor. As this date approaches, the software will 
become more costly to maintain and fall further behind leading capabilities and practices. This goal 
sets a roadmap to upgrade PeopleSoft and address acute gaps in other administrative technologies. 
It prepares the University to move to the next generation of student information systems (SIS) and 
enterprise administrative systems. Forward-thinking strategies in the roadmap will create the pathway 
to develop technological and organizational capacity to streamline processes and enhance user 
experiences with digital services. 

1. Build on the strong foundation of the Faculty Commons to create multi-expertise capabilities 
that enable sustained faculty engagement with comprehensive program and course 
development, instructional design, and technology support services

2. Support the University’s online learning strategy with expanded course design and development 
services

3. Devise a learning space master plan that promotes flexible room designs, supports varied 
pedagogies, and improves foundational capabilities important to the learning experience, and 
usability of all spaces

4. Reflect the impact of digital technologies on learning spaces in the campus master plan

1. Improve the student experience and lay the groundwork for the next generation of student 
information systems (SIS) and constituent relationship management (CRM) strategies

2. Close critical capability gaps and extend the life of the current PeopleSoft implementation 
through targeted deployment of specialized applications

3. Establish business intelligence capabilities to improve transactional reporting and enable 
advanced analytics

4. Replace the Enterprise Resource Planning (ERP) system by 2023 and the student information 
(UDSIS) system by 2025

5. Support the redesign of business processes, invest in new technology systems that support 
improved business processes, and reduce the complexity of the current application portfolio

STRATEGIES

STRATEGIES
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optimize it services
To extend operational excellence, the IT plan also introduces mechanisms to improve existing 
IT services and creates a framework to better organize responsibility for services among IT 
organizations. Goal strategies create efficiencies, provide a more consistent service experience for 
UD communities, and reduce information security risks. Most important, this goal creates transparent 
mechanisms to govern services to promote accountability and establish trust in University-wide IT 
services. 

SUPPORT RESEARCH  
& SCHOLARSHIP

Enable administrative 
excellence

FACILITATE  
LEARNING

OPTIMIZE  
IT SERVICES

operational  
excellence

ENHANCING
STUDENT SUCCESS

building INCLUSIVE 
EXCELLENCE

FOSTERING innovation  
& Entrepreneurship

INVESTING IN PHYSICAL
& INTELLECTUAL CAPITAL

strengthening
interdisciplinary & 
Global PROGRAMS

STRATEGIES
1. Adopt a structured framework for categorizing IT services and determining the optimal 

structure for managing the service
2. Begin the transition to core services with a focus on major enterprise technologies (e.g., 

learning management system), critical infrastructure, accessibility, and security technologies
3. Establish structured governance and service management processes to provide oversight for 

core services and facilitate continual improvement of all services
4. Develop the IT workforce required for the future

how it goals align with ud strategic priorities

U
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IT STRATEGIC GOALS
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FACILITATE STUDENT LEARNING

Assess learning space condition, establish 
governance

Address deficient learning spaces, create 
an integrated classroom planning process

Develop learning space master plan with 
collaborative space, active learning rooms 

Create more specialized learning spaces 
and an innovation seed fund

NOW 12 MONTHS 24 MONTHS 36 MONTHS 48+ MONTHS

timeline of IT strategic plan milestones
SUPPORT RESEARCH & SCHOLARSHIP

Upgrade network, form governance, recruit 
Research IT leader, devise storage strategy

Facilitate use of cloud, form multi-
institutional HPC partnerships

Adopt funding model, expand application 
support, create Research IT liaisons

Plan future upgrades, expand application  
and data expertise

NOW 12 MONTHS 24 MONTHS 36 MONTHS 48+ MONTHS

ENABLE ADMINISTRATIVE EXCELLENCE

Redesign processes, reduce customization

Close critical application gaps

Improve student experience

Plan & Implement new ERP (2023) and  
SIS (2025)

NOW 12 MONTHS 24 MONTHS 36 MONTHS 48+ MONTHS

OPTIMIZE IT SERVICES

Adopt services framework and IT 
governance

Phase 1 Core Services: wireless, document 
management, security, accessibility

IT Service Management: service catalog, 
ITSM system; Phase 2 Core Services

IT professional development plans, career 
paths, improved recruiting

NOW 12 MONTHS 24 MONTHS 36 MONTHS 48+ MONTHS
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SUPPORTING

IT WINS
IT Wins are IT activities completed during the fiscal year that have a 
strong, positive impact on the UD community and the IT organization. 
Activities consist of a completed IT project, a program or process launch, 
an improvement in some area, or activities that provide operational 
support. IT Wins support our institutional priorities, the University’s IT 
Strategic Plan, and/or the 2016 Assessment of IT at UD. Select FY2019 IT 
Wins are organized by IT Strategic Plan goal.

FACILITATE LEARNING
• Shared instructional design positions with Business, Education, and  

Engineering
• Upgraded 122 of 145 centrally scheduled classrooms with new  

teaching technologies
• Implemented Zoom videoconferencing
• Aided the launch of UD's electronic health record (EHR) system—NextGen
• Transitioned from Sakai to Canvas Learning Management Systems
• Launched UD Capture powered by Kaltura
• Designed and recommended a web accessibility strategy for UD
• Assisted the design of the eSports facility
• Supported UD faculty through Faculty Commons, Keep Calm &  

Teach On, training, workshops, and technology days
• Supported nine online programs comprised of 140 online courses

SUPPORT RESEARCH & SCHOLARSHIP
• Hired Director, Research Cyberinfrastructure
• Increased network connectivity speeds in support of research
• Recognized as a highest-level service provider in XSEDE federation
• Partnered with Data Science Institute's Infrastructure Working Group
• Updated the IT Research website and Research Service Catalog
• Worked with NYSERNet, as part of the National Research Platform
• Partnered with the Delaware Biotechnology Institute (DBI) to                          

submit a National Institutes of Health (NIH) grant request
• Partnered with the Data Science Institute on a Major Research 

Instrumentation (MRI) grant proposal to bring a High Performance 
Computing (HPC) cluster to UD to support UD and regional research 
across the State of Delaware  

Created IT Strategic plan

Transitioned from Sakai 

to canvas
SUPPORTED Digigirlz day
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2019

G EXCELLEN
CE

ENABLE ADMINISTRATIVE EXCELLENCE
• Acquired a business intelligence tool for UD—HelioCampus
• Began review of new enterprise resource planning (ERP) system
• Made significant on-campus Network Core updates
• Signed the EDUCAUSE CIO Commitment to Diversity, Equity, and 

Inclusion (DEI)
• Embraced cloud services—especially disaster recovery services
• Provided technical support to launch the University’s new budget 

system—Axiom
• Provided intensive project management and technical support to 

launch UD’s talent acquisition tool—PageUp
• Upgraded UD’s Student Information System (UDSIS)
• Supported launch of UD’s new travel and expense management 

system—Concur

OPTIMIZE IT RESOURCES
• Created an IT Strategic Plan
• Designed an IT Governance Plan
• Created the IT Project Management Office
• Hired a Chief Information Security Officer
• Joined Internet2’s InCommon Trust Federation
• Formed Women in Technology (WIT) program
• Administered changes to the Oracle Super Cluster and VMware  

infrastructure to improve functionality and performance
• Performed a risk and security audit
• Developed an IT security roadmap
• Created position of Enterprise Architect
• Hired an Information Technology Service Management (ITSM) 

Director
• Began implementing an information technology service 

management system

SUPPORTED Digigirlz day

Added peoplesoft to new supercluster

Upgraded UD’s financial system

Designed IT Governance
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STRATEGIC GOAL

This year, the University of Delaware became the first out-of-state organization to join 
NYSERNet (New York State Education and Research Network). As a non-profit Internet Service 
Provider, NYSERNet provides high speed, research-focused Internet access to universities, 
colleges, museums, health care facilities, primary and secondary schools, and research 
institutions. With its new membership, UD will be taking advantage of NYSERNet’s 100 
Gigabit per second (Gbps) backbone for better network connections, increased network 
speed, and the ability to manage enormous data sets. NYSERNet also offers next-generation 
optical transport technology and enough bandwidth for UD research to continue to grow. 
Through NYSERNet, UD has access to the national Internet2 network, which connects research 
institutions across the country, and a strong development community that offers support for 
staying abreast of evolving technologies. 

UD JOINS NYSERNET

SUPPORT 
RESEARCH & 
SCHOLARSHIP

IMMEDIATE PRIORITY PROGRESS

COMPLETEDNOT STARTED

Appoint Research IT Advisory 
Committee

Create a website to present 
Research IT Services

Hire Director of  
Research Cyberinfrastructure

Network upgrade to secure  
100GB connection speeds

PRIORITY
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STRATEGIC GOAL

INFORMATION TECHNOLogies

This year, UDIT began deploying the upgrades made possible by a National 
Science Foundation (NSF) campus cyberinfrastructure award. This award enables 
UD to build its first Science DMZ (a frontline network that interacts directly 
with internal networks while logically separating it from the internal network). 
With access to NYSERNet’s 100 Gbps Ethernet network, UD's researchers have 
expanded network connectivity to allow greater data transfer, storage, and 
processing for research projects. UDIT also participated with a group of 15 
educational institutions and 10 regional or innovation research networks to 
submit an NSF Mid-Scale grant request to create a regional Eastern Research 
Platform with UD as a hosting partner with on-site research equipment. 

UDIT IMPLEMENTS NATIONAL SCIENCE FOUNDATION AWARD

As UD builds major research initiatives focused on biotechnology, energy, 
biopharmaceuticals, and data science, among others, the need for advanced 
cyberinfrastructure to support researchers, faculty, and students working in 
these areas becomes increasingly critical. This year, to ensure that current 
and emerging research needs related to data creation, transfer, archival, 
and analysis did not outpace UD’s Internet connection and bandwidth 
capacity, UDIT expanded UD’s network connection to the Internet2 Network. 
The upgrade, funded through a grant from the National Science Foundation, 
expanded and created specific networking configurations to enable 
researchers in data-hungry fields to access                          new 
new high-bandwidth capabilities. 
Enhancements included the 
creation of a network capable 
of transferring information 
at a rate of 100 Gbps and 
a Science DMZ linked to 
UD’s high performance 
computing clusters (Mills, 
Farber, and Caviness) 
that will maximize the 
speed and secure 
transfer of shared 
datasets across both 
infrastructures.

UD NETWORK UPGRADE SUPPORTS DATA-HUNGRY RESEARCH
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In support of UD’s Accessibility Initiative launched in 2018, UDIT 
actively partnered with University communities to offer 
a suite of tools and training to support accessibility 
including Siteimprove, Ally, new online training options, 
and in-person workshops. One particularly simple 
and powerful tool available to all faculty and staff is 
Siteimprove. Using Siteimprove, faculty and staff can 
benchmark their site against an education industry 
standard and improve web code and content through 
application tools that track and improve broken links, 
misspelled words, content readability, web page and PDF 
accessibility, and custom UD web governance policy rules.

ACCESSIBILITY INITIATIVE HIGH PRIORITY FOR UDIT

1.

2.

STRATEGIC GOAL

FACILITATE 
LEARNING

IMMEDIATE PRIORITY PROGRESS

COMPLETEDNOT STARTED

Implement a framework to 
assess classroom conditions

Address rooms in acute need 
of improved core capabilities

Form a learning space     
governance committee

Expand instructional design 
capacity

PRIORITY
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What do UD’s highly ranked online programs in 
Business, Education, and Engineering all have in 
common? Recently, all three colleges (Lerner College 
of Business & Economics, College of Education & 
Human Development, College of Engineering) improved 
their program ranking amongst their peers in various 
published lists (e.g., US News & World Report “Best 
Colleges”). The online programs were ranked in the 
top quartile of those offered across the nation and 
highlighted in UD’s 2019 President’s Report. In addition, 
all three colleges are getting an instructional boost from 
shared IT instructional designers who are supporting 
program and course development and contributing to 
program success. 

UDIT INSTRUCTIONAL DESIGNERS BOOST UD’S TOP ONLINE PROGRAMS

Nearly 200 classrooms are now enabled for UD Capture Classroom Recording at the University. 
UD Capture is a well-loved suite of tools used by the UD community to create and share 
videos. This year, UD Capture, powered by Kaltura, was enhanced with new features including 
access to classroom recordings directly in Canvas, video analytics, in-video quizzes, automatic 
captions and transcripts, and video editing and sharing. What’s more, faculty can now request 
to have their videos uploaded directly to their Canvas courses and students may access these 
videos immediately through the Media Gallery in Canvas.

UDIT EXPANDS UD CAPTURE

NEARLY
UD CAPTURE  
CLASSROOMS

200
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STRATEGIC GOAL

Enable  
administrative  
excellence

IMMEDIATE PRIORITY PROGRESS

COMPLETEDNOT STARTED

Create business process im-
provements in functional areas

Solutions for budget, recruiting,  
ID mgmt., business intelligence

Develop additional business 
analyst capabilities across UD

Select a document  
management solution

PRIORITY

UDIT collaborated with the Office of Human Resources in the 
April 2019 launch of the new talent acquisition system called 
UD Talent Link. The suite of tools is designed to streamline 
and simplify the entire recruitment lifecycle while helping the 
University to better attract candidates and meet its institutional 
objectives. The system is powered by PageUp, a cloud-based 
talent management platform that specializes in recruiting 
solutions for higher education institutions.

UDIT SUPPORTS LAUNCH OF TALENT LINK
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UDIT has upgraded UD’s information system for students (UDSIS). The UDSIS contains 
protected data that must be securely and centrally maintained. Data storage and access 
is regulated federally and critical to the University and various departments. The upgrade 
provided new interface features that make it easier for users to navigate and access 
information. It also improved

• Student use of tools to securely register for classes, check their grades, and view class 
schedules;

• Faculty use of online tools to securely view their teaching schedule, check class rosters, 
record grades, and view course information; and

• Authorized University staff use of the system to manage the entire student lifecycle—
from recruiting and admissions to student services through graduation—in a secure 
environment that provides web-based access from any location.

UDSIS UPGRADE IMPROVES ACCESS, SECURITY

Three years ago the University of Delaware launched 
Passport, North America’s leading mobile parking app 
provider, at kiosk parking locations throughout campus 
in order to offer more user-friendly payment options for 
students, faculty, and visitors on campus. This fiscal year, 
UDIT supported the expansion of the Passport app to all 
lots where visitor passes are accepted. Passport makes 
parking easier by allowing users to securely pay for 
parking and to pay hourly instead of daily. Once users 
have selected their length of stay and made payment, 
they can easily monitor existing time in their session and 
even extend parking remotely. Users can also view their 
parking history in the app.

PASSPORT PARKING APP AVAILABLE  
AT NEW LOCATIONS

UD Talent Link will be a vast improvement 
to the recruitment process overall, cutting 
down on time and costs, while providing 
powerful analytics and reporting tools 
that we’ve never had before. In addition, 
Talent Link will provide an engaging 
applicant experience and showcase UD 
as an employer of choice.

- Wayne Guthrie, VP for Human Resources

“

”

16 
    e

na
bl

e a
dm

ini
st

ra
tiv

e e
xc

ell
en

ce



STRATEGIC GOAL

Optimize
it Services

IMMEDIATE PRIORITY PROGRESS

This year, UDIT launched a Women in Technology (WIT) organization. The new WIT 
organization brings UD faculty and staff together to advocate for WIT and diversity, develop 
opportunities, and empower future WIT generations. UD’s WIT partnered with the State 
of Delaware’s Department of Technology and Information (DTI), Microsoft, and other local 
institutions and sponsors to plan the State of Delaware’s 2019 DigiGirlz Day.  
In addition, WIT partners with Newark High School to provide technology  
workshops for young women and is actively developing partnerships with  
other groups that advocate for women at UD and WIT groups at  
other institutions, including the University of Pennsylvania,  
Temple University, and Villanova.

WOMEN IN TECHNOLOGY (WIT) ORGANIZATION LAUNCHED

COMPLETEDNOT STARTED

Implement service catalog

Implement IT Governance

Develop detailed descrip-
tions, plans for core services

PRIORITY
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One of the most critical support structures put into place this year was UDIT’s Project 
Management Office (IT-PMO). Critical to operational effectiveness, the IT-PMO is positioned 
to help move University projects forward by creating new resources, processes, and tools. 
In addition to housing a project portfolio, the IT-PMO provides templates and resources 
for smaller projects and offers operational and technology consultation as well as project 
management support for larger projects. The team has already made a significant, positive 
impact at UD by helping project leaders in and outside of IT to frame business requirements, 
keep projects moving forward on-time 
and on-task, and avoid potential pitfalls  
in advance of crucial milestones.

NEW RESOURCES ENABLE OPERATIONAL EFFECTIVENESS THROUGH IT 
PROJECT MANAGEMENT SUPPORT

UDIT completed its search for a new Chief Information Security Officer (CISO). The CISO 
serves as a member of the senior leadership team of UDIT and—in collaboration with other 
IT senior staff—is responsible for information security governance, policy development, 
enforcement and compliance, risk assessment, incident response, and training and 
awareness programs. The CISO guides and counsels the VP of IT, IT senior staff, and 
senior administration on institution-wide information security and advises the University 
departmental IT staff regarding security policy, procedures, and compliance issues. The 
CISO also collaborates with key central IT staff who have specific security and disaster 
recovery responsibilities and leads three UDIT teams: IT Security Operations; Infrastructure 
Security; and IT Security Policy & Compliance.

NEW CHIEF INFORMATION SECURITY OFFICER HIRED
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97%
9 online programs comprised of 140 online courses

20 courses recorded at Pearson Hall Studios

40,640 iClicker student seats in 454 courses

23,058 new videos recorded

247 Sakai courses and 5,360 Canvas courses supported

2 3 ,0 5 8
new videos
RECORDED

EVENT & 
ACTIVITY 
SUPPORT

BY the numbers
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COURSES & 
PROGRAMS

21 video productions for University departments

249 hours recorded for events and activities

84 hours live streamed (of 249 noted above) 

1 satellite uplink

79 events supported (41 after hours)

19 acapella concerts 

29 dance performances 

43 UD convocations and receptions plus commencement  

18 high school graduation ceremonies

rate IT Support Center as 

PROFESSIONAL

fac u lt y  c o m m o n s
   visits       visitors

 4,845           1,318

SECURITY

240 Business Email Compromise (BEC) attempts identified and quarantined

1,777 employees completed Secure UD training

8,033 devices with KACE and JAMF end point and device 

management installed

3,097 devices with Cylance installed

8,866 reported phish emails

93% of users successfully identified test phishes

56,000 accounts protected by two-factor authentication (2FA)

PRINTING
1,555 posters printed

2.3M pages printed through Papercut
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FACULTY & 
CLASSROOM

27 classroom AV systems upgraded and/or redesigned

51 non-classroom AV systems installed

1,318 Faculty Commons visitors and 4,845 visits

2,400 support calls logged at Faculty Commons

400 faculty and staff attended Tech Open House 

18 non-IT university units held booths at Tech Open House

ACADEMIC & 
ADMINISTRATIVE 
SUPPORT

1,320 MIS enhancements and fixes for academics

655 Web Development enhancements and fixes for academics 

2,623 tests and surveys scanned

529 WordPress sites created

6,369 Qualtrics surveys created

36,365 requests for support; 720+ research requests

SOFTWARE 
& HARDWARE

5,297 Zoom videoconferencing users 

15,960 meetings held via Zoom videoconferencing

115 electronic and IT contract reviews

500 Microsoft Exchange accounts migrated to O365 online

992 Crashplan licenses installed and in use

95% of customers rated IT Support Center as 

helpful, with 82% rating as Excellent

96% of customers rated IT Support Center as 

knowledgeable, with 81% rating as Excellent

97% of customers rated IT Support Center as 

professional, with 85% rating as Excellent

89% of customers stated issues were resolved  

quickly by the IT Support Center

CUSTOMER
SATISFACTION

average monthly 
increase in 2.3 MILLION

PAGES PRINTED
USERS OF ZOOM8% videoconferencing

test phishes 
identified 
successfully   
by users93%93%
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FY2020
As the central IT organization for UD, our year ahead includes continued implementation of 
the IT Strategic Plan goals. The IT Strategic Plan offers a structural and strategic framework 
for partnership and identifies important areas of exploration and investment. A detailed list of 
fiscal year objectives by IT Strategic Plan goal is provided on page 22.  

In addition, UDIT will continue its focus on providing support to teaching, learning, research, 
assessment, and business requirements through strategic partnering, exceptional provisioning 
of services, strategic positioning for IT at UD, and support for critical decision-making at UD. 
This coming fiscal year, UDIT is committed to

• Continuing to explore provisioning of and investment in technology services;
• Identifying concrete opportunities that address needs, efficiencies, and required 

improvements (e.g., exploring the role cloud computing might play at UD);
• Exploring the ecosystem of tools that support learning,  

the student experience, administrative excellence               
and research; 

• Seeking to work more closely across all UD campuses 
to address IT-related needs and changes and to  
promote excellence in IT;

• Continuing to transition UDIT to a service- 
oriented organization that will make our 
organization easier to conduct business  
with and help ensure we communicate 
clearly with IT users about the 
performance of our services and  
changes to those services; and

• Extending partnering and collaboration 
opportunities on strategic IT issues that 
affect UD communities (e.g., business 
intelligence, infrastructure for data-hungry 
fields, enrollment and retention, and use  
of smart buildings).
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FY2020

• Define and implement a process to propose, vet, and approve a new core service
• Implement service scope definitions and funding plans for each initial core service
• Plan the implementation of new core services for wireless and accessibility support
• Plan phase 2 core services including email and calendaring
• Implement a service catalog
• Appoint IT service owners and managers
• Develop professional development plans for all IT staff
• Conduct a market analysis to benchmark compensation
• Rollout IT Governance
• Complete security incident response processes
• Partner with Human Resources to streamline hiring for UD
• Review position descriptions and advertisements to better promote IT jobs at UD

Optimize
it resources

• Improve connectivity to Internet2 and regional research partners
• Devise long-term network plan and funding strategy for renewal and replacement
• Implement tiered research data storage options
• Facilitate use of Amazon Web Services (AWS) and Azure cloud environments
• Leverage containers in the High Performance Computing (HPC) cluster environment to facilitate 

movement of projects from UD to national research computing facilities
• Evaluate options to form collaborative partnership to co-invest in HPC
• Add developer capabilities to assist faculty to optimize applications for HPC
• Identify a network of research application experts across UD
• Devise a scope of services and rate structure to cost recover some UD Research IT services
• Recommend a Research IT funding model
• Create a strategic plan for online learning
• Continue to identify core grants or collaboration opportunities with other institutions to defray 

costs of Research IT infrastructure

support
research & 
scholarship

• Seek business improvements across HR and Facilities
• Begin long term planning for ERP replacement
• Deploy business intelligence tools
• Support the rollout of the University's budget management system
• Expand business analyst capacity
• Reduce HR Finance customizations
• Continue to identify issues related to Identity Management 
• Evaluate eProcurement
• Expand mobile services
• Articulate vision and use cases to optimize excellence

enable
administrative 
success

• Expand expertise in the Faculty Commons
• Design UDIT staffing plan to create access to cross-functional expertise
• Develop an identity for the expanded Faculty Commons and a communications strategy to raise 

awareness
• Collaborate with academic leadership to identify priorities for new online courses and programs
• Begin hiring additional instructional designers
• Assess classroom conditions to determine if any require core learning technology enhancements
• Plan remediation of substandard spaces
• Prioritize opportunities to expand collaboration spaces
• Provide input to campus master plan to address needs for flexible room designs, large  

enrollment class spaces, and collaboration spaces

facilitate
learning
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• 100 Gb/s Core Network Upgrades
• Access Control (Multiple Buildings)
• Athletics Ticketing System
• Azure Virtual Machine (VM) Pilot
• Blackboard Ally (Digital Accessibility Program)*
• Bob Carpenter Center Installation (Fiber in BCC arena for 

DVSport replay)
• Brown Lab Conversion (Computer lab to Science lab)
• Campus Wide QFX Distribution Network Upgrade
• Center for the Fine Arts (Renovation support, Puglisi Hall)
• Central Business Intelligence & Analytics Platform - 

HelioCampus Implementation
• Christiana Towers (Communication Tower)
• Class Section Builder Software Implementation
• Comprehensive Event Management System
• Computing Center (4" Conduit Installation)
• Computing Center (Renovation Support, Fiber Option, AV)
• Concert Identification (ID) System 
• Constituent relationship management (CRM) Platform for UD 

Corporate Partnership*
• CRM System RFP*
• DAR CRM System Replacement
• Dell-EMC Data Domain and Networker Software
• Digital Accessibility Program (Ally, Site Improve, Kaltura, 

Access University, Campus Training Program)
• Digital Signage
• Dining - Faculty Staff Meal Plan
• Drake Hall (Renovation and New Addition Build Support)
• Dupont Hall (Conference Room AV) 
• DuPont Innovation Center (Renovation Support, AV)
• East & West Towers (Renovation Support, AV)
• East Hall (Renovation Support, AV)* 
• Enhanced Faculty & Staff directory
• Enterprise Electronic document management
• Enterprise Resource Planning (ERP) solution Planning study
• Enterprise Scheduling System*
• Enterprise Video Conferencing RFP
• eSports Studio Renovation
• Everfi Dashboard Migration (Sexual Misconduct, Alcohol.Edu 

Online Training)
• Fred Rust Ice Arena (Sound System Replacement)*
• General Services Building (Network Cabling)*
• Grade Replacement Request Process
• Holdings Office (1743, Infrastructure Design Support & 

Installation)
• Hullihen Hall Segmentation
• Human Resources - Talent Link Application
• IT Service Management Implementation
• Life Sciences Research Facility (Renovation Support)
• Maker Gym (Renovation Support, AV)
• McDowell Hall (Redesign Support, AV)

• McKinly Laboratory (Renovation/Relocation Support) 
• Microsoft Licensing Conversion
• Microsoft Teams Rollout
• Morris Library (Renovation Support, "The Nest" Dining Area)
• Morris Library (Renovation Support, 3rd Floor) 
• My UD Refresh
• National Science Foundation Cyberinfrastructure Grant 

Support
• Newark Municipal Building (Renovation Support, Wet Lab)
• NYSERNet Network Peering
• O365 Microsoft Service Migration
• Online Graduate Program Instructional Design Support
• Paradee Center Dover (Telecommunications, Building 

Security/IP Assessment)
• Pearson Hall—Studio A (Renovation Support, AV)
• Penny Hall (Renovation Support, AV)*
• Perkins Student Center—Dining Area (Renovation Support, AV)
• Replace FREAS Sonicwall with UD-IT Standard
• Research Office Digital File Management System
• Russell Hall-A (Expanding and Upgrading Common Areas)
• Science DMZ (Research security enhancement)
• Secure Web Directory
• Security Support (850 Library Avenue)* 
• Sequoia Point of Sale (POS) Re-Implementation 
• Sharp Laboratory (Renovation Support, AV)*
• Smyth Hall (Expanding & Upgrading Commons Area)
• Source to Settle (eProcurement Solution) RFP
• Spirion Re-evaluation
• SQL Server Migration
• STAR Campus (BPI Building Construction)
• STAR Campus (Build Support)*
• STAR Campus (Video Surveillance)
• STAR Modular Labs*
• Student Health Services Electronic Medical Record (SHS EMR) 

Virtualization
• Student Services Building (Call Center, Renovation Support)*
• Teamworks Registrars Data Integration*
• Trabant Parking Garage (Relocate Fiber NF009)
• Transition to Canvas*
• UD Campus Trespass
• UD Capture Video Management Platform Migration
• UD Dropbox deprecation/replacement
• UD Mobile Application Program
• UD Mobile Ordering Dining App
• University Courtyard Complex (Commissioning)
• Upgrade R25 Scheduling Operating System 
• Upgrade Transact DEV instance to TS version 3.13.6 *
• Warner Hall (Renovation Support, AV)
• Whitney Athletic Center 
• Worrilow Hall (Renovation Support, AV)

it project portfolio
UDIT invested in many key initiatives and projects this year (see below). These investments 
support UD's role as a pre-eminent learner-centered, research institution and ensure we 
remain agile and responsive to existing and emerging IT challenges and opportunities. 

* Denotes projects completed FY2019 
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An IT Governance structure is currently being designed and socialized at UD. Once complete, this 
structure will help ensure appropriate investment in innovative, reliable, and robust information 
technology for our institution. In addition, IT governance will

IT GOvernance

• Align the University’s information technology direction with the University’s Strategic Plan and 
the University’s priorities;

• Provide a consistent and fair approach that is integrated and aligned with the University’s 
governance approach;

• Ensure IT-related processes are overseen effectively and transparently;

• Determine when use of a Core Services Framework (see table below) should be mandated 
and how to allocate the costs of fulfilling demonstrable needs for premium capabilities that 
supplement a core offering; and

• Ensure awareness of the decision-making process that determines where IT resources are 
applied. 

Types Attributes

CORE

Widely needed by most and available to all 
Consistent levels of service required 
More cost effective to offer as core or produces considerable efficiencies for users of the service 
Strategic to make consistently available 
Critical to University operations to maintain consistent, quality service 
Service is more valuable if widely adopted

CONSORTIUM
Needed by many; available at discretion of the consortium 
More efficient to operate once on behalf of all 
Important to consortium to maintain consistent, quality service 
Requires an agility and responsiveness best met by tailoring the service for a smaller group of users

SPECIALIZED
Needed by few and in specific areas 
Limited economies of scale or specialized skills required 
Priority of users to maintain consistent, quality service 
Requires an agility and responsiveness best met by localizing the service

IT GOVERNANCE  
STRUCTURE

CORE SERVICES

IT  
Governance 

Steering 
Committee

Advisory 
Groups

Other 
Groups

Approve strategies and 
investments

Recommend strategic initiatives 
Sequence strategic projects 
Facilitate innovation

Inform on IT projects and 
processes 
 

Coordinate initiatives 
Sponsor analyses 
Guide services 
Sequence enhancement projects

Executive 
IT Council

24
     

IT 
GO

ve
rn

an
ce



Information Technologies is UD’s central IT organization. We provide IT resources, 
systems, and services to the University community. We are comprised of eight 
teams, employing 178 full-time, part-time, and wage employees. UDIT reports to the 
University’s vice president for Information Technologies/Chief Information Officer.

WHO

UDIT provides the University with a robust technology environment that allows 
students, faculty, and staff to pursue academic studies, conduct top-flight research, 
and manage university operations easily and effectively. Our eight IT teams consist 
of Academic Technology Services, Client Support & Services, IT Information Security, 
Network & System Services, Strategic Operations, Management Information 
Services, Web Development, and University Media Services.

WHAT

Our strategic planning and investments are driven by UD’s mission, vision, and 
strategic goals. In partnership with the University community, we seek to collaborate 
and invest in opportunities to enhance teaching, learning, research, athletics, 
security, and administrative solutions in alignment with UD’s goals and objectives. 

WHY

As an organization, we believe people will always be more important than 
technology and we value professional growth and personal well-being. We 
promote a culture committed to innovation, teamwork, communication, and 
continuous learning. We strive to promote open dialog and collaboration where IT 
knowledge, solutions, and best practices enable student, faculty, and staff success. 

HOW

About udit

IT ORGANIZATION (6/30/2019)

UDIT

STRATEGIC  
OPERATIONS

ACADEMIC
TECHNOLOGY

SERVICES

CLIENT  
SUPPORT &
SERVICES

MANAGEMENT
INFORMATION

ServiceS

WEB
DEVELOPMENT

IT
INFORMATION

SECURITY

NETWORK
& SYSTEM
SERVICES

UNIVERSITY
MEDIA

SERVICES

IT
SUPPORT
CENTER

IT
GOVERNANCE

University 
Community

Faculty
Commons
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IT SERVICES

Accounts, Access & Passwords
Account Request, Account Unlock, Password Reset, Temporary and Guest Accounts 

Classroom Technology & AV
Classroom Technology, Labs and Classroom Audio Visual Support Services

Teaching & Learning
Instructional Design, Teaching Technologies, Canvas, UD Capture, Clickers, Zoom

Graphic Design, Multimedia & Video
Audio and Video Production, AV and Video Conferencing, Graphic Design

Security
Security, Data Integrity and Compliance for Institutional Activities

Solution Development & Design
Services that are consultative in nature including project management and Information 

Technology service management

Computers, Software, Devices & Printing
Assistance with Desktop Hardware, Software, Device, and Printer Support

Communication & Collaboration
Email, Calendaring, File Sharing, Collaboration, Website Support, Telecom/VoIP, Cable TV

University Applications & Reporting
Development and integration support related to PeopleSoft and other enterprise systems

Network & Server Infrastructure
Wireless, Internet, Server, Data Center Services

Research Computing
High Performance Computing, Surveys, Support for Research

26
     

it 
se

rv
ice

s



Information Technologies
192 South Chapel Street, Newark, DE 19716

IT.UDEL.EDU


