	Classifying Services for University of Coventry Computing Services

	
The Computing Services Department is based in Sir Williams Lyons building. 
Our Customer Service Desk and Advisory Service is located in the library. 

Mission Statement

The Department aims to provide and support a range of information delivery, computing and telecommunications based services which will further the aims and objectives of the University and in particular enhance the educational environment for students and assist staff at all levels in fulfilling their roles and responsibilities.


The service is divided into seven distinct sections, each with their own areas of responsibility.
Applications

The Applications Section within CSV is responsible for the implementation and support of software applications that are used across the University. This covers systems in use by staff or students. The range of software includes:- 

· Microsoft Office 

· WebCT 

· Universe 

· QL-x 

· Content Management System

Most staff are Analyst Programmers, but the section also includes Technical Specialists, Project Managers and Development Officers. The latter are responsible for testing, training and liasing with users of Universe. 

The majority of staff time goes on implementing new systems. The remainder of the time goes on supporting existing applications. At present the section is devoted to the development of SOLAR the web-based access to UNIVERSE, and CMIS the new timetabling system and WebCT Vista.

 CUSTOMER SERVICES

Customer Services provides the 1st line (first point of contact) interface with customers for the department. This is achieved primarily through the Help Desk, which provides both a counter service from the library and a telephone based help facility. 

Other first-line responsibilities are Open Access room management, ReziNet (student residential network) support and the University switchboard. The section also provides second-line support from the Applications Support Section. 

This section provides support and help for applications, change requests management, and staff training. Other functions include the co-ordination of the departments cyclic support activities such as the Clearing process hotline, Enrolment support and the securing of Capacity Planning information from the customer base. Customer Services also carries out service reviews with customers, on a regular basis.

INFRASTRUCTURE

Infrastructure are responsible for the development and maintenance of the  physical data and voice networking infrastructure within the University. 

Work in this area includes provision of server, switches, operating systems and low level operating software such as user registration, mail delivery agents, web servers, news server and so on. Infrastructure also provides support services to other sections in the department and liaises with suppliers. 

The section is responsible for developing services covering all aspects of the work of the department. This includes developing new images for Windows, additional Netware facilities such as EDirectory and resilient storage and new Unix services. 

The section provides 3rd line support for the University Voice and Data networks as well as ReziNet (the student accommodation network). 

Future Developments include the replacement of Netware with Windows and the deployment of Exchange and Outlook. 

LOCAL IT DEVELOPMENTS

The Local IT Developments (LITD) section was formed in 2002 following a review of the structure of CSV. In this context, Local refers to Schools and Departments, and the section is intended to work with the Schools and Departments on IT developments which are not considered to be corporate IT developments or implementations. 

We are not only involved in applications work, but also manage IT developments of all types. This includes project managing the IT elements of building refurbishments and new buildings, and developing training programmes. 

One of the aims of the section is to integrate the outcomes of any local developments into the CSV central provision whenever appropriate. In this way we act as a catalyst in drawing in work from local areas and passing it on to other CSV sections for future support and maintenance. 

In addition, we also give advice and assistance with local specialist applications, troubleshoot local issues with CSV services, and coordinate IT training.

OPERATIONS

Operations administer, monitor and control the operational activities of CSVs servers, Telecom and PCs. 

The three areas that make up operation are: System Administration, Telephone System Administration and Operations Support. 

System Administration:- 
Operation and management of local and remote servers, Administration, System and Data Security, Monitoring, housekeeping, back-ups and archiving. Fault diagnosis and resolution, user and workstation registration, period ends. 

Telephone System Administration System:- 
Operation and management of telephone service, Fault diagnosis and resolution, Configuration of telephone switches, provision of technical support and advice, capacity planning, assistance with future development, monitoring and utilization of telephone activity, provision of advice and training for customers and maintenance of the University’s directory service. 

Operations Support:- 
Provision of advice and guidance to customers, Installation of services offered by CSV, testing and implementation of hardware and software, trouble shooting, fault diagnosis and resolution of software problems and associated computing equipment.

PROCUREMENT & ADMIN

The Procurement and Admin Department provide many important services and assistance to both CSV staff and University Schools. 

These include but are by no means exhaustive:- 

· Providing Quotes, advice, procurement, and arranging deliveries to and within the University. 

· Provides 2nd line support for procurement matters, chasing suppliers and lead times. 

· Maintaining Contracts, prices, charging, and cross-charging of equipment and services. 

· Keeping hardware & software records, and asset management databases updated. 

· Departmental Administration, secretarial, and clerical support including stationery ordering for CSV, minuted meetings, and absence records. 

· Helps with workstation survey and project support. 
Gives support with staffing vacancies, staff development monitoring, and reporting. 

· Budget monitoring, financial reporting of budgets, projects, keeping up-to-date with financial procedures and legislation. 

· Negotiations with suppliers to ensure good relations. 

· Any other service that is deemed necessary to ensure a smooth running of CSV and the University.

P&A are often the first point of contact for general/ad hoc information and advice and our aim is provide a first class service to all our customers.

PUBLICITY & INFORMATION

The Publicity & Information Section aims to improve communication and feedback from customers, and the quality of information provided in order to increase the awareness of services available and how to access them using the correct procedures. 

Activities undertaken include: 

· Management of publicity work for operational and developmental activities. 

· Production of promotional literature in printed and on-line format. 

· Event management and market research. 

· Updating of sites within the Computing Services website. Some of this site contains useful information and news about Computing Services systems for all members of Coventry University. 

· Updating of Computing Services StaffNet Site. This site contains information targeted at staff and is therefore restricted to Coventry University staff only. 

· Window on CSV is Computing Service's glossy magazine, containing news and useful information targeted at staff about what’s going on within the department. 

· Production and updating of Getting Started Guides. These are short guides specifically aimed at students giving basic information on how to use a variety of computing systems within the University. 

· In addition to their standard work the Publicity & Information Section participates within many aspects of Computing Services including project work and publication of the annual report.





Questions
1. Identify all the individual services provided by Coventry University IT Services.

Create a table which lists services, some description of extent of customer involvement and the service type.

2. Group the services according to service type. Identify any management problems you might expect and discuss the extent to which front office and back office will be involved in delivering each service.
3. In the light of the above analysis, is the split of functions suggested by Coventry University the best way of dividing up service delivery?

4. Propose an organisational structure for Coventry University IT Services.

Lesson Plan for this tutorial
