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WHAT WE DO

Strategy & Outreach in FSUIITS
helps manage the service lifecycle
of ITS service offerings,
communicate effectively
to our customers, and
prepare the FSU community
to get the most out of technology
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FEEDBACK INITIATIVE

o Monthly touchpoints with students
o Market Wednesdays

o Semester student events
o Welcome Week, Involvement Fair

o Semesterly student focus groups

o Staff events
o Benefits Fair

o Yearly staff focus groups
o Semesterly interviews with faculty
o Pre & Post project feedback
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Allow multiple answers ) . .
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~ Choices (O Click to write Choice 1

Number of choices (O Click to write Choice 2

_ 3 + ) Click to write Choice 3
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Use suggested chaices
~ Format
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Alignment

Vertical v

Add choice group

~ Response requirements
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Add validation

~ Question behavior

o .

L, Display logic

&% Skip logic

> Ls Carry forward choices - Trash 0 Questions

FLORIDA STATE UNIVERSITY

ASTATE UNNERE-\TY

How easy was it to use the myFSU system to:

Very Difficult
Search for classes .
Enroll in classes

‘We thank vt

Youl

On campus

~I Off campus
I 1 didn't experience any issues

I Other
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ol Mail - Sara Mischl.. & My Drive - Google...

Difficult Neutral
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Review account holds
iew financial aid
in \'O\e on Campus : ndate contact info
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e you able to easily find the links that you needed in myFSU portal?
O Faculty
es
O staff
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Easy
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Q User Experience -...

Very Easy

#& fsu.qualtrics.com/jfe/preview/SV_1Xt0AZgDERKqibQ?Q_CHL=preview&Q_SurveyVersion|D=current

Please take a minute to answer a few guestions about the myFSU system. We'll be making improvements to the site over the
next few months and your feedback is helpful. Thanks!

Didn't Use

o Calendar - Sara M.. K Kathy Wilkes | Mic... »

+ v

h x @

Reading List

Mobile view on @[ Tools v

Impus
nology
, staff and

FLORIDA STATE UNIVERSITY

Please take time to answer a few
questions about your return to
campus during Fall 2021. We
appreciate your feedback as
Information Technology Services
continues to seek ways to make
improvements for faculty, staff and
students.

What is your main role on campus?

QO Student
QO Faculty
QO Staff
QO Other
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OBJECTIVES

POP-SURVEY

Deploy a unified data catalog and governance solution.

llustrator File Edit Object Type Select Effect View Window Help

o Increase access to dynamically available data.
o n- v stoke: O lpt v ~  Opadin

Protect FSU servers and devices against potential threats.

Safeguard individuals with advanced access to FSU systems. >

Complete campus-wide assessment and action plan for disaster recovery and vulnerability.

Ensure continuity of business operations through an immutable backup solution.

Implement training and education across campus.

7\
-
outlook.com/fsu.edu
Expand proactive usage of cy.ber threat awareness tools.
Create a systemic and formalized project intake process.
® ® O

Mature the strategic planning process to consider campus partners’' roadmaps.

Create a single point of entry for service support.

Gather and organize ITS" internal resources into a central repository. ‘

Grow student engagement through Al technology. @
Empower decision making and transparency through automation. ’ 7% '

H46 v bH Toggle Direct Selection

Improve our new employee onboarding process.
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Spring 2023 - Involvement Fair Survey
January 10, 2023
165 Submitted Surveys

1. What is your main role on campus?
e Student- 162 responses
e Staff- 2 responses
e Other- 1 response

2. What year are you in school?

2%
22% 28%
23%
24%
@ Freshman Sophomore [ Junior (@ Senior

3. What is your major/ area of study?
e 72 majors represented.
(Detailed list: Q3 Spring Involvement Fair Report.csv )

4. What department or college do you work for?
e Undergraduate studies- 1 response
e Greek life- 1 response

S I,
O o to,.

Graduate

~know why those garnet posts are there?

Majy
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9 February Feedback 2023
B RIE F S 7. If you turn off Wi-Fi to use cellular data, do you turn it b; e done?
- FSU's Market Wednesday occurs every Wednesday and offers a mediey of activities. Itis a

combination of recognized student organizations and market vendors. This event took place on
February 15th at the Student Union and Legacy Walk.
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ing Team
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d User
sented student

Mobile Data and Usage Survey
February 2023
102 Submitted Surveys

1. What is your main role on campu
Student - 99
Faculty -0
Staff- 3
Other -0

about Wi-Fi and
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METRICS
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its.fsu.edufabout-its/metrics a®hY /RO P90 &£0G

rn

INFORMATION TECHNOLOGY SERVICES

HOME  SERVICES  CYBERSECURITY +  RESEARCH =  ABOUTMS +  HELP =

Metrics

Conti feedback and drive our success and reflect our commitment to excellence.

TS consistently collects user feedback and research to provide data-driven, decision-making insight for priority projects and strategic initiatives. By engaging the
campus community and listening to their feedback, we can align projects with real-world needs and improve our services. Over time, metrics paint a picture of

project and service performance and help identify trends and insights that lead to the continuous and of ay atFsu.

3240 10419 6916

hours of mentoring provided to ITS interns hours of Linkedin Learning videos viewed Wi-Fi access points across FSU Tallahassee
through the InternFSU program and Panama City campuses

ITS by-the-Numbers

attendance at
ITS professional
development

352 4,122 40 sessionsin
FY2023

INFORMATION TECHNOLOGY SERVICES

@ Metrics | Information Techne! X (4

its.fsu.edufabout-its/metrics ae®Y s ROEeRI00 LOF

HOME  SERVICES ~ CYBERSECURITY »  RESEARCH +  ABOUTMTS =  HELP

You Talk, We Listen!

Find ITS around campus at our outreach and surveying tables.
Our team regularly attends campus events to gather foedback
‘fom students, faculty and staff. Stop by and answer a few quick
questions to help guide the future of technology at FSU.

Feedback Library
° Surveys

@ B Al on campus Survey (Spring 2024)

@ B Charging Station Laptop Rental Survey (Fall 2023)
@ B Card Access Survey (Fall 2023)

on r Survey
@ I CAS Sign-In Redesign Survey (Spring 2023)

® B Communications Union Survey (Spring 2023)
oB r Survey (Spring 2023)

@ B Mobile Data and Usage Survey (Spring 2023)

@ [ One 0365 / New Student Tech Survey (Fall 2022)
@ B Involvement Fair Survey (Fall 2022)

@ B Blue Light Survey (Spring 2022)

° Focus Groups & Interviews

@ B PC Campus Student Focus Group (Spring 2023)

@ B Viva/Portal Focus Group (Fall 2022)

@ B Scholarships Focus Group (Spring 2022)

@ B Resistance Management Focus Group (Spring 2022)

OB d Jobs in Focus Group (Spring 2022)
@ B Resistance Management Focus Group (Spring 2022)

Faculty

OO0 X oM

Information Technology Services - 1721 W Paul Dirac Drive - Tallahassee, FL 32310



STRATEGIC GOALS

Make IT easier for

the students, faculty and staf who
learn, teach, conduct research and work at FSU.

ITSVALUES

Advance FSU Strategic Initiatives

Be a Strategic Partner to FSU Organizations and Departments

PRIORITIES

Enhance ITS Team Capabilities

Establish and Adopt a Sustainable Financial Model

Improve network
reliability in locations
with poor connectivity.

NN AN

Evaluate and implement
Equity, Diversity, and
Inclusion Action Plan

submitted by the
EDI committee.
ARG

Increase visibility and
education of financial
statements to ITS
service owners.
AT

Identify systemic gaps
in ITS services
through user feedback
and analytics.

ANN

laenturty systemiC gaps
in ITS services

through user feedback
and analytics.

e Change Leadership and Planning @ Fiscal Operations

g Enterprise Applications Services

PRIORITIES ANNUAL GOALS OBJECTIVES

ADVANCE FSU INITIATIVES

BE A STRATEGIC PARTNER

2023 TACTICS

Implement systems Broaden Gather and org_anize ITS
and policies that portfolio of ~ fesources fc_>r project, budget,
allow for flexibility e anc.l professional develppment ca
and agility of technology into a central repository.
future technology resources.
integrations. Identif
SN Integrate request dentify o

forms into the ITS

Research best practices for higher myFSU Service Center

education technology Steering to streamline support
Committee related to projects, processes.
resources, and communication. ENNNNN] NN

Lead a joint effort in creating a
research technology roadmap with
key campus leaders.

AN

Expand the internship program
to ensure a meaningful learning
experience for students in hybrid
learning environments.
ATV

Expand the internship program

to ensure a meaningful learning

experience for students in hybrid
learning environments.

Update cybersecurity trainings
to be action-oriented and
ensure campus units can
resolve potential threats.

Enhance ITS staff development
by hosting special topic trainings
on emerging technologies.

Enhance ITS staf development Construct a data catalog system
by hosting special topic trainings  to organize and broaden the use of
on emerging technologies. FSU data for strategic campus use.

@ Community Technology Services e Research Computing Center

e Shared Services

0 Information Security and Privacy Offic @ Shared Infrastructure Organization

INFORMATION TECHNOLOGY SERVICES

for ITS st
more al
teams ¢
orgar

ENHANCE TEAM
CAPABILITIES

ESTABLISH A FINANCIAL MODEL

IMPROVE SERVICE

Construct a data catalog system
to organize and broaden the use of
FSU data for strategic campus use.

DELIVERY

DEFINE FSU'S DATA
STRATEGY

BOLSTER CYBER RESILIENCY
AND RECOVERABILITY

INCREASE OUTREACH AND
EDUCATION IN CYBERSECURITY

ENHANCE STRATEGIC AND
PROJECT PLANNING
PROCESSES

AUTOMATE PROCESS
IMPROVEMENTS

BUILD A THRIVING CULTURE
TO AT AND
RETAIN EMPLOYEES

ESTABLISH A MORE SUSTAINABLE
FUNDING MODEL

IMPLEMENT ROADMAP FOR
A MODERNIZED ERP SOLUTION

ADVANCE FSU’S
CLOUD STRATEGY

Deploy a unified data catalog and governance solution.
Increase access to dynamically available data.

Protect FSU servers and devices against potential threats.
Safeguard individuals with advanced access to FSU systems.

Complete campus-wide assessment and action plan for disaster recovery and vulnerability.
Ensure continuity of business operations through an immutable backup solution.

Implement training and education across campus.

Expand proactive usage of cyber threat awareness tools.

Create a systemic and formalized project intake process.

Mature the strategic planning process to consider campus partners’ roadmaps.

Gather and organize ITS' internal resources into a central repository.
Create a single paoint of entry for service support.
Grow student engagement through Al technalogy.

Empower decision making and transparency through automation.
Improve our new employee onboarding process.

Enhance the growth and development of ITS staff through career pathing.

gr the program for individualized growth.

Track and monitor spending based on ITS services.

Evaluate and identify costs that could be paid through alternative funding.

Remove unnecessary documentation through an archiving and purging project.
Create fiscal management for cloud infrastructure.
Migrate our Central Authentication Services (CAS) to the cloud infrastructure.

Elevate flexibility and scalability through a cloud-based Active Directory.

Madernize our Identity and Access Management system.
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3 File Classifications | B Focus Group 2 Do you feel protected by this level of cybersecurity implemented here at FSU? 2 3 El
i Externals B Focus Grou I 2 2|
e B Focus Group 4 Participant: g g e
B Fo ?G'D”P 5 Um, I mean, I can say yes until something happens, right? So, for now, I did not have any 123
i Nodes B interview A reason to say that I wasn't protected. I mean, they do training. I try to always engage with it. 1l -
Il Collaboration B They provide tools to protect like my email, and they filter all the inefficient messages. So, n 2 .
mmunication B I'm okay. FSU provided an opportunity to store data on OneDrive and I'm very grateful for F DC 2 — Cybersecu rlty Codebook
] that. So, I don't have to worry about my data being hacked, so I think I'm all right there. 2
2
rsecurity ] o ®
i Data Storage ‘Where I would like to see better involvement and help from ITS is actually helping my office B 202
i Data Transfer to deal with vulnerabilities and I'll explain the situation that has been a point of frustration for 2013
more than a year now and I spoke with Bill Hunkapiller and of course, Brian Rue who was § ey I .
very helpful. I spoke with other people as well. So, we receive two reports. Nexpose report ER D! laboration
we will receive once a month. And a Rouge Wi Fi device report every other month with the %
rogue Wi-Fi devices you just identify which is a yours. And if it's a printer on Wi-Fi, just go E
| Technology Types and disconnect it. And because XXX is located at the edge of campus we get some of the | = Contact Confusion Unsure of what resources does what within ITS and who to contact
[ Training residential areas and we see the signals bleed into us. We clearly state that it's not ours and g,_' g 7 % = % 5 7 7
o we're not going to worry about it. So, it's easier to deal with that than the Nexpose (now s g External Collaboration Working with others outside of FSU's campus and sharing data electronically
fa"ed'lnslijgkmr(]M) vuln]erability reports, it's very complicated. It's very long, and when I say £ Insufficient Collaboration This is an insufficient collaboration
long, it's like 40 pages long. 2 . . ) . .
Fy Intemnal Collaboration Working with others across FSU’s campus and sharing data electronically
So, it's sent to us, none of us have a degree or formal training in cybersecurity right... so we H i Lack of Clear Expectations There is a lack of understanding of what to expect from ITS as a partner
try to interpret this report to the best of our abilities. I think that’s where the disconnect is and B = = g P R
SEARCH it's what I have shared with Bill. So, FSU pretends that ISPO or ITS does their job informing Partnerships Ways ITS and units can work together and be better partners on campus (current or future)
us about vulnerabilities, but nobody trains us or works with us on how to address them right Resource Sharing Ability to share successful resources related to technology, such as contracts, software
& maAPS and we don’t have enough expertise to deal with it. So, yes, we look at the report and see if licenses, expertise, lessons leamed
anything has changed from the previous report then we go to our contact person, Yamilla, and ' '
they tell us to try this and that. We do try and sometimes it works and sometimes it doesn't.
I also absolutely don’t like to receive advice to contact the people in Criminology, it looks dmmunication
like they found how to deal with it. I don't want to contact the people in Criminology. And inmunicatio
frankly, they don't have time to deal with me. And we have contacted them before, and when ck Codes
they had time they advised us what they did to address that specific vulnerability. But they | Description
cannot do it on a regular basis. It's not part of the job. — —
I -C Communication General Communication from ITS > Campus
So, and it's what again I advised to Bill, that there are 16 or 17 colleges on campus and IM-C-E  Communication - Email Specifically, communications that occurs via emails on behalf of ITS to campus
probably other units, so identify the top five vulnerabilities that's in everybodys report and o - o X .
work with everyone to address them within the month. Get those five dealt with and then -C-P Communication - Phone Specifically, communications that occur via phone by ITS employees or liaisons
move on to another five. Hopefully within a year, it will be all done. But this way, I don't feel IM-C-SG  Communication - System Generated System created messages that are sent to users via ITS systems (Wamings, HR, CS, ect)
that my unit is supported enough. So, I appreciate for them running the analysis and sending
me the report, but I have no idea what to do with that report. -C-W Communication - Website Specifically, communications that are provided through a public facing website that ITS created
Interviewer: I
That is definitely a gap which is what our next question was, what are some gaps? And |
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ed: Have you experienced technical problems or difficulties with

Freshmen were asked: Do you feel that the FSU admissions process during COVID-19 met your  that you utilize?

C s+ o needs as a student?
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All participants were asked: What is the biggest impact that COVID-19 has had on your life? {3121
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Have you experienced technical problems or difficulties with any
of the online learning tools that you utilize? If yes, which tools?

As students when using Honorlock we are expected to have stable Wi-Fi and many
teachers say that problems with Wi-Fi are not an excuse. When living in a dorm my Wi-
Fi was very spotty and | had nowhere else | could take exams.

Cameras and mics for flex classes

Canvas — 12 responses

Canvas and Zoom — 2 responses

Canvas crashing or WiFi (on campus) issues early in the semester

Canvas or zoom crashing

Canvas, Duo mobile

Canvas, internet unreliability, card swipe glitches

Canvas, library, Zoom, myFSU, Viab,

Canvas, pearson Math lab, main FSU.edu website, Zoom classes

Canvas, Zoom

Canvas, Zoom Cloud

Canvas, Zoom, online labs

Connect

Duo

Early on, integration of various tools | had hoped to use in Zoom in the half-
classroom/half-Zoom implementation in Spring 2021.

FSU website and Wi-Fi

Getting Zoom to work properly for high-risk students while also teaching in person.
Several times the audio did not work.

Honorlock — 4 responses

Hypothesis in canvas

In-class Zoom

Internet on campus frequently crashes

Kaltura

Kaltura shuts down when more than 5 students are on the same page.

Labster

My computer being a Mac.

The instructor large-scale flat module was cumbersome and difficult to manage.
The Reef iClicker website sometimes does not log my answers properly.

VLAB

Webcams, Zoom, Microsoft Teams

Wi-Fi

Wi-Fi, canvas issues, iclicker, zoom

Zoom — 44 responses

Zoom and Canvas — 5 responses

Zoom and internet
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AppendixB.pdf @

Specifically, what kind of technology has helped you the most
during the past two years?

Open with Adobe Acrobat

[u}

students when using Honorlock we are expected to have stable Wi-Fi and many
ms, Zoom, Qualtrics, Campus Connect, OneDrive.

m

iing a Surface to work from home when needed, Teams, Zoom.

iing the recordings of lectures posted was extremely helpful. Being able to go back
listen to the lectures while reviewing my notes made a huge difference. It allowed
to be able to fill in things that i had missed because i could not write or type fast
ugh to get all of the information. This is not something that was normally available to
irior to the pandemic.

op, iPad, cellphone.

m

m

top

m and Teams has been an integral part of success.

technology has helped me the past two years.

m (laptop)

nputer

Tube videos and Khan Academy.

vas, Zoom

m

m

m

social aspects, apps like group me and Twitter allowed me to bridge the lacking
lalization due to COVID. For school, pre-recorded lectures for classes like “Brain and
avior” or other lecture-based classes were great for preventing mental burnout of
1g through nonstop classes. Also, having access to our DMP computer labs was
at for a little socialization plus powerful computers that could handle everything.

m

orded videos and online meetings.

ne

m and virtual extracurricular meetings.

top

nputer

was, Zoom, Ca\enﬂly my Fujitsu scanner.

nchronous Zoom classes.

laptop/phone, zoom, document sharing platforms.

m

m
rosoft Office 360, Google Docs.

m has allowed me to pursue remote opportunities, also recorded lectures have been
essing if | was sick or for some reason unable to go to class in person.
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DEEP DIVE REPORTS

Web Services
VOC Deep Dive

Services Selected
Web Services
Interview AA - Student

Rebekah:
Can you think of anything that you like about technology? Anything that you think if you change something
that's cool but don't change this?

Participant:
| think the switch to Canvas was a really good idea, | don’t know if that is IT or not but it has been way easier
to use.

Participant:
| like the new layout of the myFSU page.

Participant:

There's like a cool schedule planner that | think was an updated schedule planner for registering for classes
and | like that a lot because it kind of gives you like... because before you kind of had to add your schedule and
then look at it projected like by the weekly view but now you can do like | think 2 or 3 major schedules at a
time, and then have a calendar layout of what it would look like. So, | think that's pretty cool.

Interview B - Faculty

Megan:
Would you like to see more of a partnership between technology services and helping you accomplish your
work? Or what role we should have?

Participant:

| think in my words in my particular case. | see the perfect balance. We have a WordPress site and we want to
move to Drupal. Did you said you could do that? Do you have a service team that could get everything from
WordPress and move it to Drupal? A lot of people have WordPress is there a way you could do that?

Megan:
Yeah, we are web services team and they will convert as much as they can. There's definitely clean up that has

to be done. After that they transition much as they can to the Drupal website.

Participant:

t magically transfer all from

'n WordPress. Now it's kind

ckstart that.

2. uum. Back in 2008, the
3 Omega/Mecca. Ever used a

1, sometimes use a too it's
:nd and front end. It's very

. up a nice online exhibit. So,
t up on a server that | run, it
rer running, me up and

5 project with it at some

e a lot of different museum
yself. At the end of the

1e XXX class there and she
ah. In fact, my students that
vish | had known that 'cause |
o it. No one in History knew
if you don't have a web

m like WordPress or

t, I'm not sure there's any
that was just released that |
'r where | can install it.
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FLORIDA STATE UNIVERSITY

Thank you for giving us the opportunity to provide a deep look into the data collected
during the VOC project. Please help us by taking a few minutes to tell us how our data
could help you sop we can meet your expectations. The more specific requests will
provide better results.

If you have any further questions or comments, please feel free to contact Sara Mischler
on the User Experience team at ITS-UserExperience@fsu.edu.

4 need your contact information

Name
Postion Title
Email

Phone Number

How would you like this data presented to you?

QO Excel Document
O Word Document

QO In-Person Meeting

Select the Services you would like information

Briefly explain what you are hoping to understand from the results. (ie. general perception,
problem areas, positive experience) This information helps us search deeper parameters
outside the scope of your selected services. Include keywords to help us refine our data
search.
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Longitudinal VPN Data: March 23 - December 11, 2020
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GREATER COMMUNITY - OUTREACH

QUESTION OF THE WEEK

Which of the following would

®® & myrsurortal x  +

c + o G T O Call someone the wron 42% of respondents to Question of the Week prefer

@ Eoelie ey e receiving information and updates via their college or degree program.

COVID-19 Resources

(O Text the wrong person

You can view your information here

( Schedule your vaccine appointm L
RIMIIER (. s facuity, staf, and students are @ (O Trip in front of a crowd College specific email 1358

of residency.
=

“* ADMISSIONS INFORMATION]
e

Wardrobe malfunction
e& e-b‘ o [Heturn to Student Life Guide O

&
sc

FSU wur ©my

. Daily Wellness Check .
Shy Join the fight against COVID-19 by trach Canvas 918
Academics v ?&"My loin the fight agains - y trac

managing your health.

_ FSU
Campus Life o

Delegated Access = . COVID-19 Testing Now Available > I QUESTIO .
o Do

Schedule Your Testing Appointment/Review Test Results

Former Employees v University-wide email (i.e. 607
Which
Health, Safety, and Wellness v
Coronavirus Updates >
myFSU Identity Management v Call so

View the latest news and campus updates regarding COVID-19

Research & Recognition v Announ

myFSU Portal 22
. vaty  Break ! I 228

Student Financials v Current Future Past S

CAMPUS SAFETY AND TITLE IX INFORMATION

@ T . Social Media: Twitter 134
Safety and security at Florida State University are the amitadi bl

responsibility of every employee and student on Trlp in
‘campus. Immediately report suspicious persons,
(0] ] 3 incidents, and unsafe conditiens by calling the FSUPD

You are currently not enrclied in any courses. Health ( o

at 644-1234. If an emergency occurs, dial 911. Wardroee—rrrerrrersrar————=rro—rrw
AR G R
will help ensure FSU stays a safe place to learn, teach, and work. For more

infor i FSU Al L isit: .alerts.fsu.ed . . 0qe . . . . .
nformetien on e ploase Vsl wnwalerts fed.edu Thefoll  We all have moments that are embarrassing or challenging. Learn to become more resilient through difficult times in life, both big and small through the

Sex Discrimination and Sexual Mi are antithetical to the values below to
and standards of the University community and are incompatible with the o 00 Student Resilience Project: https:/strong.fsu.edu/
safe, healthy environment that the University community expects and . De\e:

deserves. The University is committed to providing and maintaining
programs, activities, and an educational and work environment founded on
civility and respect, where no one is unlawfully excluded from participation

« Emergency Contacts
* Phone Numbers.

in, denied the benefits of, or subjected to discrimination in any University My Degree My Advisor Enter Student Center
program or activity on the basis of sex (including gender), sexual
arentatinn_aesndatidentif_or aendar ayorassion Saxual Misconduct —efolLdo not anoear to be actively oursuing any dearae at this tima
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COLLABORATION

FLORIDA STATE UNIVERSITY New Student Survey: Summ

DIVISION OF STUDENT AFFAIRS ] Spring 2024 - Al Survey »fessional, or
Excerpt for IT' 99 Submitted Surveys
|
Which of the following electronic/computing  Which of the following social media « 1. What s your role on campus?

e Student—98 responses

devices are you bringing with you to FSU?  you use? e Staff—1 response
. * Faculty - 0 responses
Attribute Yes No o Other—0 responses 0 s

instagram |
Desktop computer 10.94% 89.06%
Gaming device/console 22.16% 77.84% SnaPChat _ 1355 2. What is your academic classification?
Laptop computer 93.15% 6.85% Youtuoe N 1252 "
Playing video games | 14.84% 85.16% Tiktok | 7o 5%

Printer 10.99% 89.01% Twitter [ s¢1
Smartphone 95.17% 4.83% Facebook - 550 Ao
Smartwatch 3298% 67.02% Reddit - 328
=
Tablet 30.87% 69.13% s

Linkedin [ 170

Rate yourself on each of the following skills as compared to the average person

. 29.90%
age. We want the most accurate estimate of how you see yourself.
@Far below average ®Somewhat below average ® Average ®Somewhat above average @ Far above average
@ Freshman Sophomore Junior Senior (i) Graduate
Career & self-development 43% 21%
Communication L 41% 24%
. o 3. What is your major?
Critical thinking ] « drepresented
Equity & inclusion l 41% 34% g
Leadership 43% 25% 4. What department or college do you work for?
Professionalism I 48% 31% e ITS—1response
Teamwork . 45% 26%

Technology m 36% 2
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FOCUS OF OUTREACH

o Strategic goals
o Advance ITS presence
o Partner with campus units
o Expand community engagement

o Priority projects
o SPOS
o Copilot
o Cybersecurity
o Semester cycles and events
o Start of semester

o Weekly cabinet meetings
o National coding week

INFORMATION TECHNOLOGY SERVICES



TYPES OF OUTREACH

Pop-up booths
Surveying

Campus presentations
Focus groups

Campus events

o Market Wednesday
o Involvement Fair
o Homecoming

o Volunteering
o Move In

o Family Weekend
o Chuck-it-for-Charity

O O O O O
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EXAMPLES OF OUTREACE!

= Orientation
= Escape Room

= \Welcome
Back Booths

= Pinata Party
= DIGITECH

INFORMATION TECHNOLOGY SERVICES



STAFF WORKSHOP &l

° @ Information Technology Servic X

& 9 C @ fsu.sharepoint.com/sitesfits/Lists/VotingList/Allltems.aspx?skipSignal AR O®@%IN0O Q

hnology Serv eadiership and Planning ollaboral
HompAstTE  Information Technology Services Not following

Advance FSU Strategic

Eneoove Unireraby (T ITS Policies & Procedures share @l Export to CSV Automate Integrate All ltems

TS0 /TS sponsored Y Shared Documents

More frequent communic VotingList
18 Site Pages

Improve sharing departm

Fevace pdate e Priority Title Description Upvote Downvote DisplayTotalVo...

Assigned learning macts ¢ Advance Relationshi  Prioritize project requests

[LMS for cyber security
Let people know aboutal
More required fraining

Cyber security is more th

Advance Relationshi  Set Expectations of each Team
Create some videos with |

Modernizing updates and
Require cybersecurity su
More promo for cyberset
(Campus reach out to dete
Advance Relationshi  Vendor Roadmap Alignme:
Focus on evolving commi

‘Work with student comm

Work with student groups

Develop a more streamlit Adyance Relationshi  Add ITS to FSU Orientation

Correspond communicati e i 8 3 f ] -
Understand the implica "

Notify department IT/OI“ Advance Relationshi  Technology Roadmaps

SEC best practice for difl 0oy obesons]. ' > : a2
Implement phishing o |
Phishing testing

Provide professional deve

Advance Relationshi  Expand BRM practice

University wide WAF this)] yso ‘
Adopt WAF virtual paich il
Backup as a service | Advance Relationshi  Active Partnership - HUB
Unified endpoint manage
UEM Advance Relationshi Partnership - Submitting Grades
 Cuniealizad systons and S TN
Security consuliing with 300+ university uniis
e rity internal services. keeo wucking sealiig

Strategic Plan 1
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ITS VALUES

o How Can ITS Be More...

INFORMATION TECHNOLOGY SERVICES
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ORGANIZATIONAL CHANGE MANAGEMENT

Sponsor Strategy

OCM Assessments

Risk Mitigation

Roles and Responsibilities

INFORMATION TECHNOLOGY SERVICES

Roe — hctors

Leaders and Sponsors

Team Manager

OCM Staff

Project Manager

Employees

Users

Approve/Support the change
Show active support for change
by being a visible participant
Involve other employees (peers
and direct reports) in the
change through communication

Manage their direct reports
through change by
communicating the change and
offering support through any
resistance.

Acts as point of contact
between their team and change
practioners

Uses a framework to implement
change

Addresses each team/role
involved in change and supplies
the needed support/information
Partners with project manager
to ensure a cohesive plan

Partners with OCM Staff to
ensure a cohesive plan

Owns the technical aspects of
change adoption

responsible for the adoption
plan timeline

Undergo and implement the
change to their processes
Communicate their response
and challenges with change plan
toteam manager

Are affected by the change
within the organization

Adjust our behaviors and
expectations as the change is
implemented and achieved

Change Statement

As leaders and sponsors of change, we
approve and support the change by
being visible participants and involving
other employees, both peers and direct
reports, through clear communication.

As team managers, we communicate
the the change to our employees and
offer support through any resistence.
We act as the point of contact between
our team and the OCM staff.

As OCM staff, we use frameworks to
implement change. We address each
team/employee involved in the change
and supply them with the needed
support and information. We partner
with the project manager to ensure a
cohesive change plan.

As project managers, we own the
technical aspects of change adoption.
We are responsible for the adoption
plan timeline. We partner with OCM
staff to ensure a cohesive change plan.

As employees, we undergo and
implement the change into our
processes. We communicate our
reactions and challenges to our team
manager.

As users, we are affected by the change
within the organization. We adjust our
behaviors and expectations as the
change is implemented and achieved.

Group/Person

{Who are the leaders and
sponsors of the project?}

{Who are the team managers
for the project?}

{Who are the OCM Staff for
the project?}

{Who are the project
managers for the project?}

{Who are the employees
affected by the project?}

{Who are the users/customers
affected by the project?}




Home Insert Draw Pagelayout Formulas Data Review View Automate Developer  Acrobat ' Ti
=l Arial 2 A A === B . General .
M- .
pste o [BlI Uuv iy GvA- B== =B $-%0 ®H Goal Setting
A6 . fx Change Management Strategy (link to Change Management Plan) Who is the user?
A 5 e E F s H WHO Who are we empathizing with? Who will
2 TASK LIST & RACI Matrix (Roles and Responsibilities Matrix) affected by the pro]ect?
FSU CLP Project Plan
Do What does the user need to do?
3 Process Name |
. R = Respomsble, A= Azcountable, C = Cansulied, | = nformed What do we want the user to do?
s User Information
|change Management Strategy (link to Change Management
- | What do they see?
7 |cnangs Menagemen stategy Pian cration oen Raa ¢ ! ' What visual messages does the user
i j ?
s |cnange Management Pan cxscuted Frowute RsA ' ! receive about {project/process/change}?
Fro-Plan Ria What do they observe around them
a Stakeholder Identification (Research) )
about {project/process/change}?
Plan REA 1 1 1
Ll Impact Analysis How can what they see influence their
" P RaA ! perspective? perspective?
P communications Strategy (End Users) What do they say?
Pian c REA What are your survey responses?
13 Marketing Plan Creation
Plan c R&A What has been the feedback in
1 Pian Craation . .
interviews?
15 |Design Specs Creation Fen R What do they do?
0 I | cocrmning an Coment crecton Devaiopment c R&A How do they behave in the context of
Oavelopment - R {project/process/change}?
17 Cantent Review and Approval ) 3
How to they interact with
I e Develapment REA c .
» \endard Documentalion (Tempiates) {project/process/change}?
Development R&A c
1 |Prsentations Croation
Dewelopment. C R&A
20 Video Production (Awareness)
Development R&A
21| |crophi Design
N Development REA What obstacles/frustrations may the user face
2 |promotionai Hems:
. . . 5
o - o N during this {project/process/change}?
/| [Prlact Wabsko Design How can they be anticipated/prevented?
Executa R&A 1 1
24 |Emai Gommunications Distrbution
Executa R&A 1 I T T R T
E: Digital Communications Distribution
Exgcuts R&A 1 1 1 1 R 1
26 Print Communications Distribution
Execute R&A 1 I ! 1 1
27 |Social Medis Communicatins Distroution
Executa R&A 1
£ Other Communications Distrbution
[ -
Project Tasks - All RACI Legend Questions +

OCM TEMPLATES

Autosave @D D B

{Project Name} Empathy Path

Change Impact Aspects Risk

Mitigation Strategy

Process Overlap of systems Website / Project page Roles & Definitions
Process Lack of project governance Communications
Process Not right people are involved Knowledgebase Articles / FAQs Sponsor

Ambiguity of project

Process

Bridge Webpage

* Final decision

Strategic Communication Plan

Rick acceptance

* Decision maker

Project onboarding/assessments
(project expectations, 3rd party apps,
resources in ITS to make connections
work)

Steering Committee

SME - Subject Matter Expert

Advisory Committee

What do they hear?

What auditory messages does the user
receive about {project/process/change)?
What is the media message around them

about {project/process/change}?
How can what they hear influence their

What do they think?
What matters to them?

What are they not saying about
{project/process/change}?

What do they feel?
How is their emotional state affecting

their experience with
{project/process/change}?

What will the user achieve with this
{project/process/change}?

Ready Filter Mode LT $% Accessibility: Investigate
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F

( Leaders and Sponsors  Employee
f

\

b

L

E Team Manager Employee
F

(

r

v

lc

It OCM Staff Enabling
I

I

P

C

h " .

Tf Project Manager Enabling
ld

Employees

Users

Approve/Support the change

# Sole responsible

# Reports/heads the steering committee

* VP's —people at the top
+ People who say YES; money, resources, developers — YES to project
* Decision Makers

As leaders and sponsors of change, we

Show active support for change approve and support the change by

by being a visible participant

Involve other employees (peers other employees, both peers and direct

and direct reports) in the
change through
communication

Manage their direct reports
through change by

being visible participants and involving

reports, through clear communication.

As team managers, we communicate
the the change to our employees and

communicating the change and offer support through any resistence.

offering support through any
resistance.

Acts as point of contact
between their team and
change practioners

Uses a framework to
implement change

Addresses each team/role
involved in change and supplies
the needed
support/finformation

Partners with project manager
to ensure a cohesive plan

Partners with OCM Staff to
ensure a cohesive plan

Owns the technical aspects of
change adoption

responsible for the adoption
plan timeline

Undergo and implement the
change to their processes
Communicate their response
and challenges with change
plan toteam manager

Are affected by the change
within the organization
Adjust our behaviors and
expectations as the change is
implemented and achieved

We act as the point of contact
between our team and the OCM staff.

As OCM staff, we use frameworks to
implement change. We address each
team/employee involved in the change
and supply them with the needed
support and information. We partner
with the project manager teo ensure a
cohesive change plan.

As project managers, we own the
technical aspects of change adoption.
We are responsible for the adoption
plan timeline. We partner with OCM
staff to ensure a cohesive change plan.

As employees, we undergo and
implement the change into our
processes. We communicate our
reactions and challenges to our team
manager.

As users, we are affected by the
change within the organization. We
adjust our behaviors and expectations
as the change is implemented and
achieved.

L {Project Name} We Do's
E

{Who are the leaders and
sponsors of the project?}

{Who are the team
managers for the project?}

{Who are the OCM Staff for
the project?}

{Who are the project
managers for the project?}

{Who are the employees
affected by the project?}

{Who are the
users/customers affected by
the project?}




WORKSHOP APPROACH
TRAINING & COACHING

EMAIL STUDIO DASHBOARD
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1. Top navigation Overview o
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access what you need
Builder, from within En

Recent Items
S e st e ADD CONTENT

= Tell users about the change.

Users with
a presentation

. :»)

{« =2

= Show users a live demo. ADD CONTENT — PT 2

SHOW

= 5 +« Howdol... Define Properties Add Content Preview and Test TEMPLATE STYLE - =g o
mera with wi, Ca —
live demonstration I n you...
: + What does..

Layouts
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[ ] D O it you rS elf, Iet u S erS i n a of pre-configured layouts to aid | h = \

in planning out your template

test environment. = |[f— &
P PREVIEW & TEST |
[ 1]

—_—— Define Properties Add Content Preview and Test

APPLY | Ap p I y th e C On C e pt to th ei r Once we have all the content prepared, use the second tab along the top left to Test Send your email.

Marketing Cloud remembers how previous emails were sent, so make sure to adjust who is receiving

Practice with users in

New principles and this email and who it is coming from.
eams, departments, an
) ] T F ‘ [Test] emplate, the
| = the Design (like
s, Recipients:* Track Clicks
@ C al I I u S art n erS Ik' E ‘ Suppress this send from reports
" €3 _rovouns  resrommexensons o
= - : ‘ -
b
5 ATE DN Use Individuals to add single emails Transactional — Must receive You can adjust the prefix appearing before
) to your tests, or select an entire data (Ex: Departmental notice) the subject. The test is suppressed from
extension if Testable is enabled. Commercial — Able to unsubscribe tracking reports by default.
(Ex: Newsletter)
A\ ,
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o | * CAN-SPAM Requirements . CAN-SPAM Requirements
—i| = Whatis the difference between Transactional
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Introducing m Microsoft

Microsoft Viva Insights

m Microsoft

Introducing 3

SUPPORTING USERS |[EEeaere

Microsoft Teams and Microsoft 365.

Giving you the tools to manage your time, build better wark habits, an

your wei-being.

E l\/ﬁCrOSOft Copllot § e X Protect Time

o ¢ as ! Getting = . 50 U inthe Flow of Work » ¥

o ey . N ”‘ S Aghae A ning and growth is easier than ever with the new [

et < ANt o General Posts Files ‘i Started : z : e Ry 3 ning app in Microsoft Teams. Browse learning courses ¥ |

4 1 AN AL A ies, access your training assignments, and intanrata

6] E 5 | > o 2 . 0} nto social features like Teams chat and tabs.

om - - . = - >

| B Microsoft Copilot [§

i e ; o

7w Copilot for M365 Innovators Iy 5 = _ . 5 < : . " . .

[ — ?7 Gettlng gl o= it € I - Finding Viva Goals

S e ! Started : i e — N

sk Us Anythin === st
v ‘_,‘,,9# fek s Aming = Fp— u need to address
FSU Successful Prampts Vit o kel
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e Recorded Meetings . . . history. For quick — a o
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e _ ooo =y
ﬁ Microsoft Teams B -0

@ | = - navigation.
ezas . lore New Skills ===z

(O Open the Microsoft Teams desktop application he right content and discover relevant skills ] O a8 B @ >
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nterests. e o -
+ . Tt St - T e e > discover, share, and
using Viva G:;m
| P al rning
— 1ing today! Learn more about! -
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http.//lts.fSU.EdU/mICI 2. Select the Viva Goals app. You can pin Goals (Insights and Leamn) to the left navigation
Search results for “m365 chat” by right clicking on the icon and selecting Pin.
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® o @ One 0365 | Information Techn: X + NV
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Z.oom Open
Office Hour

= Job aids

Improvements to What has changed?

- On the CIP Assignment(s) tab of the ICS form, a
I!] the CIP chy has been implemented for the selection of the leve Loms for student email The One 0365 proj

. . / across the The project, several

Description Setting up Op ASSl nment(s) tab eds to be select liminating imm"“"agemm. \

= Templates for you to create . a
for users to ask quel > C  ® httosi//servicecenter.fsu.edu/ o and employees wil hve @(a.ed emal

to a subject matter d

(iME) during critica Request a Service Report a Problem Q Sign In
change

] ]
To accommodate as iculty and staff by giving everyone access to the
many as possible w
maintaining a perso!

support model, the What can we help you with?

meeting should last
several hours with
als Primary Email

multiple SME's rotat

as necessary to pro
e Ask a question Q

convenient.

Questions can be a¢
and answered ina ¢
setting or breakout

L L]
sessions may be
- | l S r u C I Ol l a VI eOS Dpcnaey ot deoct ® 8 | » whatshould doif |am havine X |4 S
support. +

Zoom Resou € > C a i fsu.edujs/article/What-should-I-do-if-I-m-having-trouble-signing-into-FSU-systems S % QROE@GIXDG

Request a Service Report a Problem

IT Support

Accounts & Access
What can we help you with?

(OB Email Accounts
Zoom Meetings
FEMERCEAOR Identity Management

Portal & Mobile Ask a question Q

Administrative & Business

= Coaching

Analytics & Integrations

Application Development

IT SUPPORT
Authentication Services
Knowledge
Electronic Signatures What should | do if | am having trouble signing into FSU systems?

2. Clear your cache and cookies, then try signing in again. For more information, see How do | delete/clear my browser's Trending Articles

nd cookies? nto FS
cache and cookies’ uid | do if | am having trouble signing i
systems?

3. Reset your password. For more information, see "How da | reset or change my FSUID password?"

INFORMATION TECHNOLOGY SERVICES

4. If you still need assistance, please report a problem by clicking the Report a Problem bution on the right side of your How do | add a device to 2FA and acfivate the Duo Mobile app?
screen

ERP Support
Fax And Document Scanning
Communication & Collaboration LI
1f you are having trouble signing in to any FSU systems, please follow the troubleshooting tips below.
s Campus Messaging
Z TE Q 1. Check the ITS Service Status page. If the system you are trying to sign in to is experiencing any issues, it will be reflected Report a Problem
o Collaboration & Document Sharing here

Why is my audio not working in Zoom meetings?
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CONTACT

Kathy Wilkes

Assistant Director

Strategy & Outreach

Information Technology Services
Culture & Engagement

Florida State University

kwilkes2@fsu.edu

INFORMATION TECHNOLOGY SERVICES

Grace Bayliss

User Researcherl

Strategy & Outreach

Information Technology Services
Culture & Engagement

Florida State University

gabl9d@fsu.edu



mailto:kwilkes2@fsu.edu
mailto:slm17e@fsu.edu

PLEASE PROVIDE FEEDBACK!
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