This Photo by Unknown Author is licensed under CC BY-SA-NC


https://www.peoplematters.in/article/communication/what-are-top-tech-giants-saying-in-their-job-postings-18123
https://creativecommons.org/licenses/by-nc-sa/3.0/

>

Academic Operations and C
of Technology Operations will be

campus based




CT State

Academic

Technology Manager
.

Gateway Campus Housatonic Campus Norwalk Campus

Campus Technology
Administrative Lead

Administrative Lead

Other AV/Media Other AV/Media Other AV/Media

Academic IT Technicians Academic IT Technicians Academic IT Technicians

VP Provost/CAO |I | et
T _i_i_i_:_i_]_i_:____i_i_j

CT State o | CTState |
AVP Academic || — — — — — — — — — ————— — —— - N < AVPOfIT |
) elationship l 1
Operations {:_ 3 _Qp_e[a_tl_o_ng i
____________

Campus Technology H[Jual RGHET'_-.

CT State
VP of Finance & ||

Enterprise !
Technt:»lc:«g',«r Manageru



CT State :I ~ CTState II
VP of Finance & |

VP P t/CAO
rovost/ | Administration |
I ____i_i_:____]_i_:_i_:_;]
CT State o | CTState |
AVP Academic |- — — — — — ——————————— R -~ AVPOfIT |
. elationship I ) I
Operations Il:_ ~ Operations |

|
Academic u I

.| Enterprise II
-{Technology Manager| \ Tech nology Manager”
I
R & ::_______________________ i
Asnuntuck Campu\ Naugatuck Campus Northwestern Campus /TI.JI'I}(IS Campus
S
| |

| Campus Technology | Campus Technology | Campus Technology | Campus Technology |

|
I I
i | Administrative Lead | -i‘:' Administrative Lead

|

|

|| Enterprise Administrators |
|

|

| I | |
: : Administrative Lead i | : Administrative Lead : Tl I i i
| Other AV/Media 1|l Other AV/Media I\ Other AV/Media 1|l Other AV/Media |
| T I T |
| 11 I I |
| Academic IT Technicians [l | AcademicIT Technicians || Academic IT Technicians /||| AcademicIT Technicians |
! I | I |
| P e LR e L TN
| I I i
| I I |




|~ - o Al
:| CT State I
CT State i ] I
1 VP of Finance & |
VP Provost/CAO | - sl
| Administration |
s A
iyl q
CT State . :| CT State I
- Coordination | I
AVP Academic |--———————————————— — - e = ————— = AVPof IT
. Relationship II ) I
Operations . Operations
e = = = =
|
|
. ||_—_—_—_—_—_—_—_. ———————— Al
Academic f Enterprise ::
Technology Manage ::Te«:hm:ult:rg\,.nr Manager;
<
Capital Campus Manchesm Middlesex Campus Quinebaug Campus Three Rivers Campus
| Campus Technology | | Campus Technology | | Campus Technology | | Campus Technology | | Campus Technology |
: Administrative Lead : : Administrative Lead : : Administrative Lead : : Administrative Lead : : Administrative Lead I
Other AV/Media Other AV/Media Other AV/Media Other aV/Media | | Other AV/Media
Academic IT Technicians Academic IT Technicians | | Academic IT Technicians Academic IT Technicians || AcademicIT Technicians







Desktop and
Mobile
Computing

Hardware Lifecycle
Services

Printing and
Related Services

Device Inventory
Management

Device Inventory
Management

Printing and Reprographic
Services

Printing and Reprographic
Services

Campus IT Services
Managing Device
Inventories

System Office IT Services
Managing Device
Inventories for
AssetWorks, Equip

Campus IT Services
Supporting Faxing Services
and Non-Banner/Non-
Enclave
Printers/Copiers/Scanners

System Office IT Services
Managing Ryan Systems,
uniFLOW System

Provide support to tag and record data in inventory
management system for computer equipment and software
assets owned and managed by IT; Participate in physical
audits to locate computer equipment and software owned
and managed by IT;

Provide systems, equipment, and support needed to maintain
inventory for all Windows, MAC and Android devices,
including servers, desktops, laptops, and mobile devices.
Scope of service support includes but not limited to
purchasing consultation, inventory equipment procurement
and support, equipment for tagging and inventory tags
themselves, procedures for storing, performing inventory
tasks, and auditing processes, and provisioning inventory
technology and equipment refresh.

Modify to [Reprographic Technology]

Provide design/build consultation for reprographic
technology integration; Provide integration support; Provide
reprographic equipment (i.e. printers, copiers, scanners, fax
machines, plotters, etc...) and reprographic equipment
support; Provide support for break/fix requests for
reprographic equipment and connectivity/cable plant; Install,
upgrade, and update reprographic software.

Provide systems and support to maintain reprographic
technology associated with printers, scanners, copiers and fax
machines. Scope of service support includes but not limited
to purchasing consultation, hardware procurement,
equipment tagging, storing, inventory tasks, auditing
processes, device refresh, and technology recycling.




Printing and Printing and Reprographic ~ Campus IT Services Modify to [Reprographic Technology]
Related Services  Services Supporting Faxing Services Provide design/build consultation for reprographic
and Non-Banner/Non- technology integration; Provide integration support; Provide
Enclave reprographic equipment (i.e. printers, copiers, scanners, fax
Printers/Copiers/Scanners machines, plotters, etc...) and reprographic equipment
support; Provide support for break/fix requests for
reprographic equipment and connectivity/cable plant; Install,
upgrade, and update reprographic software.

Printing and Reprographic ~ System Office IT Services  Provide systems and support to maintain reprographic
Services Managing Ryan Systems,  technology associated with printers, scanners, copiers and fax
uniFLOW System machines. Scope of service support includes but not limited
to purchasing consultation, hardware procurement,
equipment tagging, storing, inventory tasks, auditing
processes, device refresh, and technology recycling.




Campus Requests
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Student,
Campus

Faculty Service Desk Team
or Staff

Service Desk team reviews request and
creates a ServiceNow ticket containing
service attributes for routing purposes

Service Desk




Create Incident

Create an Incident record to report and request assistance with an issue you are having

Request assistance with an issue you are having. An incident record will be created and managed through to
successful resolution. You will also be notified of progress.

* Indicates required

*Urgencye I N CI D EN |
‘ --None - v

* Short description @

* Please describe your issue below @
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*College staff and faculty may be asked to
create a service ticket before receiving IT
assistance.
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snms To “““A“s. Myth: Service Now requests go to Hartford or New

Britain first. All campuses have fulfillers on site who
receive the requests.

dent requesting help directly from IT
ont line






Self-Help and User-Retrieved
Information

o
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Basic Onsite Academic and i m
Campus Academic

Enterprise Technology Service )
Resoluti 4G | Servi Technology staff ~ Campus Academic
esolution and General Service Technology Services

Desk Fulfillment Tasks Support Staff

Tier 1 [A]

In-Depth Onsite Academic

Tier 2 [A
(Al Technology Support Cam:us :Enterp::Fe ~ m
Technology 5t <
In-Depth Onsite Enterprise O

Tier 2 [E
[E] Technology Support CT State Enterprise

Shared Technology

Cscu Offce of IT Services Support
Technology Subject Matter Expert Shared Services Staff

for Service Support Support Staff

Outsourced Support




» Student finds
related prinfing
support
documentation

» print Search -
Service Portal
(service-now.com)

or student wo
verifies the student
Is affempting to
print correctly

Academic IT Tech |
or student worker
check the printer
for standard issues.
Is the printer one Is
there a paper
jame

more in dept

onsite analysis
Does the student
need their prln

ti
budget i mcre /

Does the pr
queue negd ’ro be
cleareg#


https://cscu.service-now.com/sp?id=search&spa=1&q=print

» Onsite Enterp S
have access to more
sensitive systems. At this
level an Enterprise
Technology Administrator |
or Il will look at Network
and server problems

a deeper issue. It goe

onsite Enterprise Technology
Administrator Ill or to the
Enterprise Technology
Manager - who may or may
not be on site.

Are there a group of
students who are not being
added to print servere |
there a firewall configufation
blocking printinge



Office IT support staff w

manage the Managed Print
Services server, or it may be the
vendor who provides support,
Ryan Business Systems.

At Tier 4 support the AssocVice
President of Technologyor the
Assoc. ClIO would be ihvolved




Enterprise IT primary role is the
Delivery of IT services: /
- Security Controls

- Disaster Recovery

h

-  Network Architecture
- Virtualization

- Project Services




DIM: Desktop

maging and, Will provide a standard sc
images across the system

SVI: Server
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management and cost
effectiveness

VDI: Virtual

besor — Deliver virtual deskf to CSCU
students, faculty, ahd staff




Enterprise Network Shared Technology Services - These are technology services sourced by CSCU Office of IT Shared Services, delivered by CT State
Enterprise Shared Technology Services Support Staff and fulfilled by Campus Academic Technology Services support staff or directly consumed by
students, faculty and staff.

Typical services include: WAN Links, Network Switch Management, Network Routers, Network Identity and Access Management, Wire less, and other related network
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