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Introduction

April 30, 2018

A comprehensiveStrategicInformation SystemsPlanis a valuableinstrumentusedto communicateinformation
technologypriorities within any complexorganization TheUniversityof Pennsylvanidivisionof Finance(DoF)is
no exception ToensureDoFleaderscanachievetheir businesgyoals,the DoFIT ServicegITSYeam completeda
detailed analysisof customerfeedbackin order to definethe R A @ A &edhgoibgydbjectives Thisstrategicplan
reflectsthe strategicgoalsand actionsto be undertakenby the DoFIT Sstaff duringthe FY2019-2022period.

Currently the DoFIT Sstaff of 9 technologyprofessionalsupports
-morethan 3,500servicedeskticketsand servicecallsannually

-nearly300customergesidingin three campudocations
-over50softwareapplications
-datacenterand serverinfrastructurehousedin five locations

AsFYL8 drawsto a close,DoFITSexperienceda more than 35%increasein servicedeskticket requestscompared
to FY17. Thisincreaseis attributable to DoFITSabsorbingsupport and infrastructure responsibilitiesfor the

StudentRegistrationand FinancialServicef SRFS)rganizationin 4Q17. The organizationalchangeresultedin

shifting 90 new customersto the DoFITScustomerportfolio, and the mergingof both legacyl T supportfunctions

In addition to replacingsubstandardcomputersused by the SRFStaff and other infrastructure upgrades,two
existingfull time positionswill be reorganizednto the DoFITSstaff organizationin 1Q19. Theadditionalstaff will

help addressadditional SRFSupportneeds To help with managementof the mergedIT support function, the

newly-created IT TechnicalDirector position will focus on strategic planning, customer service, DoF ITSteam
development,andinfrastructureplanningactivities

During the months of Februarythrough April, 2018 customersurveydata and information gathered during in-
person conversationswas reviewed by DoFITSmanagement Customerfeedbackand lessonslearned were
summarizedand sharedwith the DoFITSstaff during an extendedstaff meetingin March This staff meeting
resultingin severalFYL9 performanceobjectivesrelated to improvingcustomerserviceand project management

While developingthis plan, five clearstrategicgoalsemergedbasedon O dza (i 2 exBdddedeedsandidentified
developmentopportunitiesfor the DoFI T Sstaff:

Enhanceand elevatecustomerservicelevels

Harmonizethe legacyDoFand SRFSomputingenvironments

IncreaseDoFI TSeamknowledgesharing,communicationsandtechnicalskills
ConsolidateDoFI T Sbusinesperations,vendorrelationsand contractmanagement
Developatechnologyroadmap,modernizeDoFtechnology,andplanfor ¢ K I @haal

apwdE

Thegoal of this plan is to memorializeoperating objectivesthat will sustainDoFITSplanningactivitiesover the
nextfour years Amid-planreviewis expectedtoward the end of FY20, the output of whichwill be usedto revise
andreissuethis Planfor a subsequentpverlappingfour-yearperiod.

TheDoFIT Serviceseam thanksour customersand extendedstakeholdersfor their feedbackand collaboration
while developingthis plan. We look forward to supportingthe Divisionof Financewith the technologysolutions
necessaryo provide exceptionalfinancialservicedo the dzy’ A @ S dditdmérsas2isstakeholders

Thankyou,
Divisionof Finance) T ServicesTeam

&Penn

BrentFriedman]T TechnicaDirector JoeShannon)T Director

Division of Finance ITS Customer Portfolio

EVP VP Treasury Comptroller
Office of Budget -
and Office of Global Support Office of
; Research
Management Investments Services .
Analysis Services
Risk Student Financial Finance
Registration & Systems and R
Management Financial Systems Training Communications
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Division of Finance Technology Facts

Over3,500servicedesksupportticketsper year

290 Customers12 businessareas,in three locations

$5M+ in annualtechnologyinfrastructure software,
suppliescosts

Overl100terabytesof datastored
1,000+ Network port connections

125 Networkedprinters

90 PCgleployedin FY18; 83 plannedfor FY19

80 datacenterservers

60 ITvendors

55 supportedsoftwareapplications

20 Ricoh& XeroxMFPs

Dozensf mobile phonesand MiFiwirelessdevices




Strategic Planning Methodology

ThePIanningProcess The final strategic plan framework, illustrated below, will define how DoF ITS provides
Threekey stepshavebeentakento understandthe strategicobjectivesand actionsDoFITS technologysolutionsandsupportfor customersacrossthe Divisionof Finance DoFL ¢ duitling
should take to support DoF customers Information gathered during the planning phase principlesreflect the considerationdoFI T Sstaff shouldundertakewhen executingwork, while
(Februaryg April, 2018 hasbeensynthesizedo producethis strategicplan. Aspart of the operatingvaluescharacterizehow the team interactsand providersserviceto our customers
plan output, customer service KPIs will be defined and monitored for continuous Strategicgoalsand actionswill be defined exclusivelyby customerneedsand development
improvement The RA @A decihglo@ydstandards, IT policies and procedures, and needsfor the DoFITSstaff. All DoFITSteam activities will have a foundation in ensuring
customerservicelevelagreementwill all be reviewed,revisedand recommunicatedprior to information security and compliance with university policies, procedures, and regulatory
the conclusionof 1Q19. The technologyroadmapwill be used for technologyevaluation agencyrequirements

andrefreshplanning

Eachfour-year strategicplan capturestwo yearsof
1. CustomerMeet and Greets

Todevelopa meaningful,comprehensivestrategicplan, meetingswere held with more than plannedwork, fO”OWGd by tWO yearSOf forecaSted
50 DoFcustomersijncludingall DoFseniorleaders One-on-one meetingswith DoFITSstaff Work that iS pendingfinalization and funding The
were alsoheld to understandinternal team dynamicsand professionaldevelopmentneeds i . i '

of the group four-year plan is reviewed, revised, and reissued
2. CustomerExperienceSurvey everytwo yearswith an updatedfour-yearplan.

A short customerexperiencesurveywasissuedto the entire customerbase(277 recipients),

not includingthe DoFITSstaff. Datawas tabulated and usedto identify businessareas L K L
requiringadditionalfocusof DoFITSsupportand customerserviceefforts. A responserate FY19-FY22 Plan FY23-26 Plan FY27-30 Plan

of 46%(128surveyresponsesyasreceived

FY21-24 Plan FY25-28 Plan

3. TechnologyRoadmapand Information Securitylnventory

A technologyroadmaphasbeen developedto captureall supportedsoftware applications, .
installed server and data center infrastructure, and critical third party services The Strategic Plan Framework
roadmap will undergo review and adjustment twice per year to reflect emerging
technologiesand critical update, upgrade implementation and system decommissioning
milestones

MISSION AND VISION STATEMENTS

GUIDING

PRINCIPLES Principle #1 Principle #2 Principle #3 Principle #4 Principle #5

Acurrentstateinventory of all information securitymeasuresn placewill be conductedand
reviewedagainstbest practices Thisreview will addressrelevantsoftware, infrastructure,

policies, procedures,and businessprocessesemployed to manageinformation security VALUES Value #1 Vaue#? || Valews || vaess || valess
needs Ongoingconsultationwith ISCinformation Securityis expectedas securitytools and
requirementsevolveovertime.

STRATEGIC Goal #1 Goal #2 Goal #3 Goal #4 Goal #5
fi ) Develop ' GOALS
D;o':e Analyze Define ITS stratagic Cacuts Evalonts Adjust
Pritiniase Current- Action tactical folacts St s future
R State of IT Plan project Proi strategies
objectives plans STRATEGIC
Action #1 Action #2 Action #3 Action #4 Action #5
ACTIONS

Continuous quality improvement &
ongoing opportunity analysis

GAP ANALYSIS
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Strategic Planning Methodology

As part of this plan, DoF ITSwill develop new performancemeasuresaround customer
service In addition, current policies,procedurestechnologystandards,and ServiceLevel
AgreementSLAWiIll be reviewed,revised,andre-communicatedo our customerbase The
SLAwill be simplifiedwith staffingand work hoursadjustedas customerneedsand project
work dictate.

A specificperformanceobjectiveof the DoFITSteam goingforward will be to evaluateand
consider adoption of best practices Increasedengagementwith other university IT
departmentsis anticipated New technologies,particularly software applications,will be
assesse@gainstprevailingtechnologysolutionsalreadydeployedon campus

Inputs

DoF Business Priorities &
Objectives

Customer Feedback & Survey

DoF ITS team feedback
Internal/External business environments
Vendor technology options

Current IT contracts

IT best practices

Internal IT environment

Current IT products and service$

DoF ITS team processes, tools, meth_o_js

Broader campus engagementwill help to ensure DoF ITS is adopting technologies in
considerationof implementation and product selectionbest practices,as well as previously
identified risks TheDoFITSteam will continue or expandits involvementin variouscampus
collaboration groups for the dzy’ A @ S NEcdmim&n@y&including IT Roundtable, Common
SolutionsSteeringGroup,and TheCentersworkinggroup.

Outputs

Strategic Planning
1. Strategic Goals
2. Strategic Actions
3. Tactical Actions

DoF ITS Mission and Vision Statements

DoF ITS Guiding Principles and Values

Customer Service Key Performance Indicators (KPIs)
Customer Service Level Agreement (SLA)

IT policies and procedures

Technology producind servicgortfolio

Technology standards

Technology Roadmap: evaluation & chaiogs pipeline
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Setting Our Direction: Mission and Vision Statements

Craftingthe DoFITSMission and Vision Statements

The new mission and vision statementsfor DoF ITSwere developedwith the RA @A Zdakbl/ Q &
providing exceptionalfinancial servicesin mind. Nearlyall daily operationsacrossthe Divisionof
Financehave technologyrequirementsand implications, making servicesand support provided by
DoFITSmissioncritical for effective universityoperations

The Divisionof Financealso has strategic relationshipswith third parties, including government
officials and regulatory agencies Reliable technology infrastructure enables the dzy’ A @S N& A {
compliancewith financialregulationsand datamanagementequirements TheDoFITSteam works
closelywith the StudentSystemsand FinancialApplicationsgroupsto ensurehigh quality customer
serviceandtechnologybusinessontinuity.

In considerationof these customertraits and technologyrequirements,DoF ITShas developeda
missionstatementto reflect the overallbusinesseedsand missionof the Divisionof Finance

Mission Statement

TheDoFIT Servicegeam providestechnologysolutionsthat
enablethe Divisionof Financeto engageand serveparents,
students, university and external stakeholders with
exceptionafinancialservices

Aswork beginsunder this strategicplan, stepswill be taken to increasecampuscollaborationwith
other PennIT groups A go-forward objective of the DoFITSteam will be to identify and evaluate
bestpracticesand prevailingor leadingedgetechnologieswith afocuson solutionsdeployedacross
the Penncampus The DoFITSteam seeksto increaseits peer familiarity and engagemenistatus
within the ITcommunityat Penn

Vision Statement

The DoF IT Services team will become a valued, trusted, and
reliable technology business partner throughout the
University of Pennsylvania community.
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