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The ITS vision is to enable the University to succeed in its strategic
imperatives by collaborative service, excellence and leadership,  

or more simply… 

To Lead, Collaborate and Exceed. 



Introduction 

The Divisional Plan and the Operational Plans 
This document outlines the Divisional Plan for Information Technology Services (ITS) over the 2016-
2017 period. The purpose of this plan is to tell you, our customers and stakeholders, what we are 
going to do in the year ahead. 

The information in this plan is based on a detailed operational planning process that each ITS 
department undertakes annually. Each department consults with customers, staff, and other 
stakeholders to build up Operational Plans that focus on their tasks, projects, and 
interdependencies. 

This Divisional Plan outlines and explains these activities for our customers. We have created this 
plan to show you: 

• what you can expect to see, and

• when it is expected to happen.

Consultation and Feedback 
Your feedback is welcomed.  We remain committed to meeting our customers’ needs, while carrying 
out the responsibilities mandated to us, and customer feedback has played a significant role in 
developing this plan. We intend this planning process to evolve and improve over time and to be 
always informed by your questions, concerns, comments, and requests. 

More detail on our Divisional Plan is available. Please contact any member of the ITS Senior 
Management Team to discuss their department’s Operating Plan. Any Senior Management Team 
member will be delighted to discuss the Divisional Plan with you in more detail. I am also available to 
discuss the plans with you and your teams. 

Meanwhile, the ITS Service Desk is your primary point of contact for queries about IT issues, service 
requests, and general feedback. 

MIKE HARTE 
Director IT Services 
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About Information Technology Services 

Information Technology Services (ITS) is the central IT division of the University.  Our role is to 
provide effective and efficient information and communication technology services to support the 
University’s teaching, research and administration activities. 
We are the 10th largest Information and Communication Technology (ICT) operation in New Zealand 
(CIO 100 Magazine, 2016), with 150 full-time equivalent staff. Our operating budget for 2016 is $50 
million, and our capital expenditure budget is $5 million.  

ITS Departments 
The ITS division has seven departments, listed below. 

ITS Department Role 

Customer Services Customer Services provides frontline service and desktop support, 
software licensing and procurement and IT training services to the 
University community. 

Finance and 
Administration 

Finance and Administration supports ITS by providing financial and 
administrative services. 

Information Security Information Security keeps the University’s data and IT systems secure. 
This ranges from advice on dealing with a spam email to investigating 
and analysing serious incidents. The team takes a keen interest in new 
trends and technologies and how these impact on information security. 

Infrastructure and 
Applications 

Infrastructure and Applications operates, supports and develops the 
central IT infrastructure and business systems for the University. This 
includes the critical IT systems running within the data centres such as 
servers, storage, databases, business applications and the University’s 
data and voice networks. 

Teaching and Learning 
Facilities 

Teaching and Learning Facilities supports the University’s teaching and 
research programmes. The team provides physical facilities such as 
computer resource rooms, lecture theatres and specific systems such as 
the Learning Management System, podcasting, eConferencing and 
media production services. 

Strategy and Planning Strategy and Planning provides project and policy support to ITS, 
researches and analyses key issues and co-ordinates the divisional 
planning process. 

Uniprint Uniprint is the University’s in-house print facility, providing high-quality, 
cost-effective printing solutions for University staff and students on all 
campuses. The Campus Courier service supports the Otago Campus. 
Uniprint also provides services to external clients. 
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ITS Service Delivery Charter 

ITS is committed to providing a high standard of service for all members of the University of Otago 
community. Our Service Delivery Charter describes the service you can expect from ITS staff and 
outlines how to give us feedback if we fail to meet our standards. 

We will: 

• treat you with courtesy, fairness, and respect at all times

• work with you to understand your needs and find the best solution

• give you information that is useful, timely, accurate and easy to understand

• listen carefully, take account of your views, give you reasons for our decisions and respond to
your feedback

• be accountable for the accuracy and quality of our work

• take responsibility for your query from beginning to end

• respond to queries promptly and endeavour to resolve your query when you first contact us

• identify ourselves to you on all contacts

• treat confidential information appropriately

• comply with University policies and guidelines

• monitor, review and report on our services in order to continuously improve them.

You can help us to help you by: 
• providing timely, complete and accurate information when reporting an IT issue/requesting a service

• giving us enough time to respond to your queries

• giving us feedback on our service

• explaining or being understanding of unusual circumstances requiring a different level of service

• complying with the University’s IT policies and guidelines.
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Core IT Services 

Business as Usual — Our Goal is Operational Excellence 
The Divisional Plan shines a spotlight on service improvements, but these improvements are 
underpinned by core services that operate seamlessly in the background. Our aim is to meet our 
customers’ needs. 

We provide the following core services: 

• We support a demanding teaching and learning environment, servicing 77 lecture theatres, 26
computer resource rooms and eStop areas across campuses and in residential colleges.

• We provide a wide range of services for our clients, such as print shops and printing facilities,
eConferencing, eLearning and eResearch tools i.e. Blackboard, podcasting etc, a service desk,
desktop support, IT software and licensing procurement, media production, student IT support
and technical training.

• We run behind-the-scenes services such as security, technical support, technical infrastructure,
specialised support for server and storage technologies, data warehousing, data centres, and
back-up services.

• We manage local networks (wired and wireless), wide area networks, the Advanced Research and 
Education Network (REANNZ), Eduroam and a range of telecommunications services.

• We develop customised software applications and databases for the University community.
• We provide platforms and support for corporate systems such as Finance, Human Resources, and

the Student Management System.
• We offer general expert consulting in many areas such as information security and business

analysis.

Our Key Challenges  
In providing these services in 2016–2017, we expect ITS’ key challenges to be: 

• continuing to demonstrate innovation and responsiveness to (and in collaboration with) our
customers,

• demonstrating the use of interesting and relevant new technologies, especially support for key
areas such as eResearch, document management, data management and data storage, student
desktop,

• continuing to develop the University’s ICT capability and competency, extending areas of
excellence and reducing the variable components of service,

• delivering on the services and service improvements detailed in this plan, as planned and with no
surprises,

• reducing the duplication of central services
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Meeting Your Needs 
WHAT IS IMPORTANT TO  
OUR CUSTOMERS / 
STAKEHOLDERS 

HOW ITS CONTRIBUTES CURRENT ITS SERVICES, examples KEY ACTIVITIES IN 2016 

1. We want to 
communicate freely 
across the campus 
and with external 
parties.

ITS contributes by: 

▪ Maintaining a robust 
network. 

▪ Making computers and 
devices available 

▪ Develop collaborative 
technologies 

Blogs, wikis, REANNZ (Research 
and Education Advanced Network 
New Zealand), Eduroam, NeSI 
(National eScience Infrastructure), 
Web2, podcasting, data networks, 
collaborative technologies, 
Syncplicity,  document sharing, 
Blackboard, eConferencing, media 
production, telecommunication, 
printing, email, shared calendars, 
Campus Courier 

▪ University Network 
Upgrade 

▪ Wireless Network Upgrade 
▪ Identity and Access 

Management Programme 

2. We want the 
University to be 
recognised as a 
leader in the use of 
technology for 
teaching, research 
and administration.

ITS contributes by: 

▪ Researching and making 
new technology 
available. 

▪ Providing leadership and
technical expertise. 

▪ Incrementally improving
services. 

▪ Developing new 
applications and services.

Student Desktop, iTunes, 
interlinking, Eduroam, National 
eScience Infrastructure (NeSI), 
student mobile applications, 
campus maps, content streaming, 
advice  

▪ Student Management 
System 

3. We want systems 
that are available 
when we need them,
that are reliable and 
easy to use. 

ITS contributes by: 

▪ Providing reliable and 
responsive services. 

▪ Having an ethic of 
continually improving our 
services. 

Website, Blackboard, Student 
Management System, single sign 
on for corporate systems such as 
HR and Finance, student desktop, 
software asset management, 
lecture theatres, wireless, internet  

▪ Backup and Archiving
Refresh 

▪ ITS Division Disaster 
Recovery and Business 
Continuity Plan. 

4. We want to know 
what ITS is doing, 
how it will affect us,
and when it will 
happen. 

ITS contributes by: 

▪ Communicating with the 
University community, 
both formally and 
informally. 

▪ Using transparent and 
open processes. 

▪ Doing what we say we 
will do. 

Briefings to ITAC, ITS seminars, ITS 
website, fireside chat sessions, 
email notices, project portfolios, 
business planning processes  

▪ ITS metrics

5. We want ITS to 
understand our need 
for time, cost and 
quality. 

ITS contributes by: 

▪ Visiting and talking with 
customers regularly. 

▪ Conducting surveys
▪ Consulting formally with 

our customers and 
stakeholders. 

Surveys (student opinion, staff 
benchmark, training feedback, 
Uniprint), customer visits, 
customer service strategy, ITS 
forums, customer participation in 
ITS projects and ITS participation 
in our customers’ projects 
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Meeting Your Needs …cont’d 
WHAT IS IMPORTANT TO  
OUR CUSTOMERS  
AND STAKEHOLDERS 

HOW ITS CONTRIBUTES CURRENT ITS SERVICES - examples KEY ACTIVITIES IN 2016 

6. We want efficient 
and sound use of 
University resources 
that reflects the 
University’s 
priorities. 

▪ ITS contributes by:

▪ Driving down costs per 
unit. 

▪ Managing our finances 
soundly 

▪ Using contestable 
commercial practices.

▪ Aggregating services to 
provide lower costs and 
minimise duplication of 
services. 

Internet service provider 
tendering, PC tendering, eWaste 
Recycling Centre, software and 
licensing procurement, software 
asset management, aggregation of 
services such as printing and 
email, computer rooms, backups, 
data centres, virtualisation… 

▪ Back-up and Archiving
Refresh 

▪ ePubs 

7. We want to know 
our information and 
systems are 
protected. 

▪ ITS contributes by:

▪ Protecting the University 
community from spam, 
viruses and malware. 

▪ Investigating problems 
and breaches.

▪ Providing education and 
training about 
information security.

Security reviews, password 
protection, authentication, 
auditing, computer protection 
software… 

▪ Back-up and Archiving
Refresh 

▪ OURDrive
▪ Identity and Access 

Management 
Programme 

▪ KeyServer
▪ Information Security 

Framework 
▪ Business continuity 

plans 
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Key Projects Timeline

ITS Projects Project Start (PS) Project Complete (PC) 

ITS Business Continuity Plan Ongoing December 2016 

ITS Metrics  July 2016 December 2016 

IAM Programme Ongoing December 2017 

Backup & Archiving Refresh July 2015 April 2016 

ITS Collaborative Projects Project Start (PS) Project Complete (PC) 

Property Management Information Systems Ongoing March 2017 

Research Data Management Strategy Ongoing December 2017 

OURDrive Ongoing December 2017 

Health Sciences - ICT Strategy Ongoing December 2017 

ITS Network Projects From To 

University Network Upgrade Ongoing June 2017 

Wireless Network Upgrade Ongoing June 2017 
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Key ITS Projects & What They Mean for You 

2016 ITS Projects for the Divisional Plan

Project Name Project Description  What this means for our customers 

ITS Division 
Business 
Continuity Plan 

This project will take a divisional approach to 
business continuity planning, identifying critical 
IT services and making sure plans are in place to 
continue those services in a disaster or 
disruption of normal business activities. 

You can be confident that critical 
services will be available in the 
event of a disaster or other 
disruption. 

University 
Network Upgrade 

The University Network Upgrade will increase 
the reliability of the University network by 
replacing ageing and obsolete network 
equipment and improving network speed and 
capability. 

The network will be faster and 
more reliable. 

Wireless Network 
Upgrade 

The Wireless Network Upgrade will provide 
wireless access to electronic information 
resources anywhere within the boundaries of 
each University campus. 

You will have wireless access 
anywhere on any University of 
Otago campus. 

IAM Programme This project will continue to upgrade and 
enhance the infrastructure that allows ITS to 
provide identity services. 

You will have access to the right 
information on the right systems 
at the right time in the right place 

Backup and 
Archiving Refresh 

This project will implement the strategy 
developed in 2013 for central backup and 
archiving services.  

Centrally stored data will be 
backed up, and if it is needed we 
will be able to restore it quickly. 

IT Metrics; 
Performance 
Measurement 
Framework 

This project will take a divisional approach to 
measuring our performance by developing a 
framework that will enable us to support a 
range of stakeholder needs. 

ITS will be able to demonstrate 
that our services are meeting 
your needs. 
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2016-2017 Collaborative Projects 

.
Project Name Business Owner Project Description What this means for our 

customers 

Property Management 
Information Systems 

Property Services This project will 
implement a new 
Property Management 
Information System. 

A modern package-based 
solution to manage the 
University’s property 
assets. 

Research Data 
Management Strategy 

DVC Research & 
International 

This project will develop 
a strategy for the 
management of 
research data. 

A range of services to 
help researchers look 
after their data. 

OURDrive Corporate Records This project will roll out 
the OURDrive document 
and records 
management system 
across the University. 

The ability to find, store, 
use, share, collaborate 
on and access documents 
from any location where 
you have an internet 
connection. 

Health Sciences ICT 
Strategy 

Health Sciences 
Divisional Office 

To implement the 
Health Sciences ICT 
strategy. 

A best practice model for 
the provision of 
collaborative and 
efficient ICT services. 
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ITS Facts and Figures 

University email  

January to November 2015: 

• Email connections blocked due to bad reputation – 117 million

• Quarantined messages – 30 million

• Messages sent on for delivery – 45 million

University network upgrade 

• Users to be migrated to new network - 27,000.

• Fibre to be installed in ground, 2,100 km  -  (1,792kms installed as at December 2015)

• Fibre to be installed in buildings, 384 km  -  (158 kms installed as at December 2015)

• Wireless access points to be installed, 2,750  -  (1,065 installed as at December 2015)

• Copper cabling to be installed in buildings, 550 km  -  (112 kms as at December 2015)

• Switches to be installed, 750  -  (104 installed as at December 2015)

• Legacy wall outlets moved to future state network, 6,000  -  (30 jackpoints as at December 2015)

• Future State wall outlets added, 6,000   -  (2,130 jackpoints as at December 2015)

• Legacy network devices removed and disposed, 6,000  -  (58 devices (as at December 2015)

Document Management 
2014 2015 Change 
Virtual Systems 1092 (incl desktops) 1617 43%` 

Sync & Share clients 725 1868 157% 

High Capacity Storage volume used 230TB 966TB 320% 

Active wireless access points 982 ~1900 ~93% 

Web traffic 

In 2015 Blackboard, the University’s Learning Management System 

• was used to access information for 1,490 academic papers,

• was accessed from 151 countries,

• had 5.9 million logins.

• Students averaged 6min 21sec per Blackboard session and in that time viewed 7.18 pages.

• The busiest day was 25 May with 40,435 logins.
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Uniprint 

• approx 15 million sheets of paper are printed per year,
• approx 2.5 million colour prints are printed per year ,
• an average of 88 campus courier delivieries are made per day, and a total of 20,000 deliveries
• are made per year.

Customer Services 
• eWaste and eCycling received 2,295 items in 2015, of which 65% (1,486) were able to be re-

used (either within the University, staff for home use, schools and community groups), 
• In 2015, ITS Service Desk received over 46,500 enquiries via email and phone calls with 87% of

phone calls answered in 25 seconds or less, 
• In 2015 IT Training delivered 454 sessions to 2596 attendees.

Lecture Recording 
• 761,286 Podcasts were viewed using the new Lecture Capture service in 2015, a 326% increase 

from 2014.
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The COURAGE Model 
We also recognise that achieving this plan requires us to consider how we operate as well as what 
we do. ITS Leaders use the acronym ‘COURAGE’ to reflect the behavioural standards we agree to 
hold ourselves to. We welcome your feedback on how you see us displaying these important 
behaviours and we remain committed to conducting a formal feedback process each year so that 
you can give us feedback.   

The COURAGE acronym stands for:  

C aring for people

O perating collaboratively

U nderstanding and exceeding customer expectations

R ealising peoples’ potential

A chieving great results

G rowing our influence

E nabling the ITS vision
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Conclusion 
This Divisional Plan outlines our activities and projects for 2016–2017, focusing on how these 
meet your needs. The Plan is designed to tell you what work you can expect to see us doing in the 
next year and when each project is expected to start and end. 

Working with and for our customers is the cornerstone of our business.   Please contact us if you 
have any questions or comments, if you would like to discuss the projects in this plan, or if you 
would like to suggest projects for the future. 

We welcome your feedback and look forward to serving and collaborating with you in the year 
ahead. 
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CUSTOMER SERVICES 
Nicola Walmsley 

479 8568 
nicola.walmsley@otago.ac.nz 

ITS Department Contacts 

ITS DIVISIONAL OFFICE 
Mike Harte – Director 
479 8506 

Alison Jory – Executive Assistant 
479 5033 

INFORMATION SECURITY 
Mark Borrie  

479 8395 
mark.borrie@otago.ac.nz 

UNIPRINT 
Ian Hobson 
479 5205 

ian.hobson@otago.ac.nz 

FINANCE & ADMINISTRATION 
Margo Ferguson 

479 3297 
margo.ferguson@otago.ac.nz 

STRATEGY & PLANNING 
Mike Harte (acting) 

479 8506 
mike.harte@otago.ac.nz 

• Strategy 
• Planning 
• Research & Development 
• Project/ Programme Coordination

• Financial Management 
• Administration
• Health & Safety

• Information & Technology Security
• Virus, Spam & Intrusion Detection
• Internet Traffic Management Systems 

• Application Software Development and 
Support 

• Data Centres (Servers Storage)
• Database Administration
• System Operations
• Data & Voice Networks
• IT Architecture & Design
 

• Lecture Theatres
• Computer Resource Rooms 
• Audio/Video Conferencing (eConferencing) 
• Access Grid
• Media Production Services
• eLearning & eResearch
 

• Printing Services-Digital & Offset
• Binding
• Laminating
• Scanning
• Design
• CD/DVD Writing 
• Uniprint Shop
• Campus Courier 

TEACHING & LEARNING FACILITIES 
Emerson Pratt 

479 8391 
emerson.pratt@otago.ac.nz 

Frontline services including: 
• Service Desk
• Student Support
• Desktop Support
• IT Training 
• Software Procurement & Licensing

INFRASTRUCTURE & APPLICATONS 
Steve Lucas 

479 8284 
steve.lucas@otago.ac.nz 

ITS SERVICE DESK - Leith Building, 270 Leith Walk 
Business hours Monday to Friday 8:30am – 5:00pm 

Semesters 1&2 Monday to Friday 8:30am – 9:00pm 

Weekends 10:00am – 5:00pm 

Telephone 0800 479 888 or ext 8888      Email  its.servicedesk@otago.ac.nz      Web   www.otago.ac.nz/its 
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More detail is always available 
Please contact its. We would be delighted to discuss these plans 
with you, or share the detail from our project portfolio database.
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	▪ manage information security by maintaining an information security programme and developing appropriate governance structures, policies, standards and guidelines
	▪ oversee the Sophos Endpoint Security suite, PureMessage spam management system, the Fortinet Internet Traffic Management Systems, and various intrusion detection systems
	▪ raise awareness of information security issues for University staff and students, and for the general public
	▪ assess and audit risks with both ad-hoc and formal reviews
	▪ manage internet traffic.
	Facilities

	Information Security is situated at 51 Clyde Street.
	Budget

	Information Security has an operating budget of $610,000 and a capital budget of $70,000.
	Staff

	The Information Security team has an Information Security Manager and three staff.
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	Infrastructure and Applications
	Introduction
	Infrastructure & Applications is responsible for developing and maintaining network connections, operating systems, databases, applications software and data centres. The team provides support from development and testing to the release and maintenanc...
	Services Provided
	Infrastructure & Application’s main roles are to:
	▪ provide and manage a robust and secure network service to University sites throughout the country
	▪ facilitate access to internet services
	▪ provide and manage data centres, backup, recovery, and data archiving services
	▪ provide specialist support services to administer and maintain corporate services
	▪ provide consultation, business analysis, and software development services for departments
	▪ provide desktop and mobile phone services.
	Facilities
	Infrastructure and Applications staff are based in 444 Great King St.
	Budget
	Infrastructure and Applications has an Operating Budget of $18.9m and a Capital Budget of $3.1m.
	Staff


	Infrastructure and Applications employs 43 staff. The department is made up of four teams:  Systems Services, Operations Services, Applications Services and Network Services (including telecommunications).
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	New Initiatives for 2016 – (Divisional Plan)
	On The Radar
	This plan sees the return of a project to define the direction for IP Telephony (and related services). Implementation of the strategy is unlikely to begin until 2017, as it will rely on the future state network solution being in place (due for comple...
	With the completion of the network project, there is an expectation that the legacy university network will be decommissioned in the first half of 2017.
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	Strategy and Planning
	Introduction

	Strategy & Planning provides project and policy support to the ITS Division, researches and analyses key issues, and co-ordinates the divisional planning process.
	Services Provided

	Strategy & Planning’s main roles are to:
	▪ manage the ITS project portfolio, which maps the progress of significant ITS projects
	▪ maintain an inventory of the University’s ICT policies, and develop new policy when required
	▪ undertake strategy and analysis to support ITS and our customers
	▪ support ITS departments in developing project plans, operational plans and the Divisional Plan.
	Facilities

	Strategy & Planning is based at 51 Clyde Street, in the ITS Divisional Office. We also work with our customers in their offices wherever possible.
	Budget
	Strategy & Planning has an operating budget of $227,000 and a capital budget of $1,000.
	Staff

	Strategy & Planning has two staff.
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	Teaching and Learning Facilities
	Introduction

	The Teaching & Learning Facilities Department supports the University’s teaching and research programmes. Teaching & Learning Facilities provides physical facilities (computer resource rooms and lecture theatres) and specific systems (University Learn...
	Services Provided

	Teaching & Learning Facilities’ main roles are to:
	▪ manage 77 lecture theatres, maintaining equipment and supporting users
	▪ manage and maintain 26 computer resource rooms and eStop areas in Dunedin, Invercargill and Auckland (with over 1000 computers available for students) and provide technical support for computer facilities for the University
	▪ provide eConferencing services, including video, audio and online conferencing services
	▪ produce audio-visual resources for the University’s teaching programme and for marketing
	▪ manage and provide technical support for eLearning and eResearch tools such as blogs, wikis, podcasting and Blackboard, the University’s learning management system
	▪ provide a comprehensive media production service.
	Facilities

	The department is spread over three locations and four lecture theatre section offices.
	Budget

	Teaching and Learning Facilities has an operating budget of $10 million and a capital budget of $1 million.
	Staff
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	Uniprint
	Introduction

	Uniprint is the in-house print facility for the University of Otago, providing high-quality, cost-effective printing solutions for University staff and students. The Campus Courier service supports the Otago campus. Uniprint also provides services to ...
	Services Provided

	Uniprint’s main services are:
	Facilities
	Uniprint’s primary production facility is located on Albany Street. To meet the needs of the student population, Uniprint operates a satellite facility (Uniprintshop) in the Central Library.
	Budget

	Uniprint has an operating budget of $3.3 million and a capital budget of $89,200.
	Staff

	Uniprint employs 20 permanent staff and 8 casual staff.
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