














Improve Campus Functional Capacity and Infrastructure

Queens College: Welcome to one QC

The COVID-19 Pandemic has accelerated the need to upgrade Queens College’s antiquated telephony and
collaboration infrastructures. A state-of-the-art enterprise cloud solution was selected to address various service
demands for continuous service improvements, academic services resiliency, personal productivity, and the per-
formance of complex and evolving administrative capabilities regardless of end user location. The modern cloud
solution unifies communication methods.

The use of cloud technology services has matured dramatically over the last decade. Cloud services have facilitated
a reduction in organizational ownership and authority, in addition to significantly decreasing infrastructure and labor
costs within areas that benefit from its implementation. During times of digital insecurity and a challenging cyber-
security landscape, cloud solutions have gained effective security and compliance capabilities. Cloud services are
inherently more accessible and available, in contrast to traditional on premise platforms. As a result, business con-
tinuity, disaster recovery, and resiliency are more readily achieved. Operational improvement includes, rapid user
deployment and improved user productivity translate into measurable organizational benefits. Numerous public
and private sector academic institutions have deployed full/hybrid cloud-based email services, and this increased
usage has also been accompanied by increased purchasing options available within the higher education space.
The scales of economy and capacity possibilities afforded by cloud-based platforms (e.g., storage capacity of
documents, email, geographic based data distribution, productivity services such as email, calendaring, and digital
collaboration), significantly surpasses that of traditional on premise systems.

Over the next four years, Queens College’s technology ecosystem will transition to a hybrid modality, which lever-
ages both cloud-based platforms, as well as local on premise platforms, for technology service delivery. The use
of this modality, allows for Queens College technology professionals, to improve and increase the efficiencies of
community interactions, while utilizing enterprise class cloud platforms.

Our business process will require re-engineering and is a necessity for any technological enhancement to occur.
However, applying technology to outdated business processes exacerbates wastefulness, cost and substantially
increases the risk of inferior outcomes; therefore, as the technology evolves, the Queens College operations will
evolve in parallel.

Technology alone does not solve academic or administrative problems
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Summary

Measuring Success

Our methodology for measuring success is rooted in progress and Key Performance Indicators (KPIs). Our KPls
are as follows:

* Project completion rate

» Customer satisfaction surveys

» Building a depth chart

» Fiscal sustainability

+ Employee skill diversification

+ Employee satisfaction and feedback

* Monthly reporting

» System usage analytics

Analytics will be reviewed and adjusted on a regular basis to determine success. Our entire team is integral to
organizational success.

Next Steps

The ITS Strategic Plan will be actively distributed and promoted across the college community to ensure that the
vision and anticipated benefits identified are realized. The plan will continue to serve as a driver of enterprise IT
vision and strategy, and will be updated as necessary to respond to changing technologies and evolving community
needs. ITS Cabinet will initiate a formal review of the plan during the summer of 2022.

Concluding Thoughts

We are honored to undertake the activities and initiatives described in this report, and feel privileged to collaborate
with the community in support of Queens College’s mission. We continue to be both excited and challenged by the
transformative potential of the digital transformation and its promise to dramatically advance learning, teaching,
and research at Queens College.
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We are ITS. We are here to help.




