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The Charge:
Charge S-1801 - Investigate and make recommendations on how OIT and other offices solicit
and integrate feedback from all constituencies at Rutgers to ensure the optimal purchase and
use of information systems.
Background and Rationale of Charge:
The University has seen major changes to its procurement and enterprise resource planning
systems over the past 3 years. This trend is continuing with the study and implementation of a
new human resource and student information systems. The Office of Information Technology
(OIT) has also undertaken multiple studies and working groups investigating cloud information
systems, storage, and research computing to name a few. While all of these significant
changes have had various stakeholder participation study, not all have included all university
constituencies.
Part I. INVESTIGATION
Activities of the Committee
Summary: The Senate’s Budget and Finance Committee (BFC) formed a subcommittee on OIT
Integration of feedback from RU stakeholders to carry out the charge detailed above.
Evidence was gathered primarily from representatives from the OIT and other open sources
from the RU website. During its regular meeting on Friday, March 23, 2018, the Budget and
Finance committee (BFC) met with Mr. Frank J. Reda, University Director, Office of Information
Technology1. On Thursday August 23, 2018, the subcommittee met with Michele Norin, Senior
Vice President and Chief Information Officer. In addition the subcommittee considered the input
of members of the BFC committee and the Senate’s faculty caucus. On a more informal basis
the subcommittee also considered the opinions of many in the University community including
faculty, staff, and students and directors of local OIT offices.
b. Scope of the Charge
The scope of this charge is very broad as the Office of Information Technology is one of the
more important service providers to all members of Rutgers University community; Students,
Faculty and Administration. The diversity of each group of users is very large and their needs for
technology services are also very diverse. Given resource constraints, decisions must be made
how to utilize university resources in the most efficient way. The major problem behind this
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charge is that on one side there are the IT professionals with their deep knowledge of the
different information systems that are available at a given point in time. The professionals are
making recommendations regarding which information system to acquire. On the other side are
the end users with their specific and diverse needs from the acquired (or to be acquired)
information systems. In our report and recommendations, this scope of the charge will be
divided into two components:
I: Consideration regarding the acquisition of new information systems.
II: Maintenance and adaptation of the new and existing information systems to the needs and
changing needs of the various users groups.
Some concerns that were raised, including the disparities in the IT experience of IT Users at
some Rutgers Units were not included in the final Resolution, but these concerns are
summarized below (Proposal 8).
Background and main components of IT at Rutgers
From the administrative and budgetary point of view, IT services are provided at two levels:
1. The central administration level, OIT is providing the university wide information systems.
2. The local IT offices at the Chancellor’s level and the IT offices at the RCM’s unit level are
providing information systems that geared to local users. In addition, the local IT units also
provide many types of support services tailored to answer the needs of the end users of the
units they are serving.
While the current charge specifically refers to central OIT our report will also consider the
potential use of the local IT units.
Definitions:
IT Users: IT Users are defined here are the major Rutgers populations that use IT services
provided by Rutgers. Major User Groups include students, staff, and faculty.
OIT: Office of Information Technology, under the leadership of Michele Norrin, the Rutgers
University Chief Information Officer. https://cio.rutgers.edu/
Local IT: Information Technology support staff at each Administrative Unit.
IT Leadership Council:
A newly formed Rutgers-wide group that connects Central IT to local IT representatives.
Description from their web page: https://cio.rutgers.edu/itlc
“The Rutgers University CIO Information Technology Leadership Council (CIO-ITLC) is a group
sponsored by the Chief Information Officer (CIO), Michele L. Norin. There are roughly 50 IT staff
representing senior IT management from both central and departmental IT units. This Council serves as
a regular forum for communication, strategy, consensus building, and inclusion for IT staff throughout the
University. The CIO-ITLC functions through regular monthly meetings, working groups, and committees
to foster collaborative and unified improvements to the diverse technology environment that enables and
drives the overarching mission of the University.”

________________________________________________________
PART II. RECOMMENDATIONS:
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Recommendations for optimal purchase and use of IT at Rutgers.
The following goals shaped our Investigation and Recommendations:
GOALs for IT at Rutgers
1. Improved Communication at Rutgers between Users, Local IT and Central IT.
2. Improved Representation of the needs of Users to Central IT and Local IT.
3. Improved Response to IT Emergencies at Rutgers.
Goal 1. Communication: OIT needs to make Communication a high priority. This includes
informing the Rutgers community of available services, of new services being developed, and
planned changes to services with enough time so that Users can make adjustments and provide
input.
Current situation: IT staff develop excellent services that are not well publicized, so users do not
take advantage of them. Some services are underused, and risk being cut. Web sites are not
informative. Notification of changes about IT are made at the last minute, so Users have limited
time to adjust to their use, or to advocate for keeping systems that are working well. It is not
clear to users why changes are made. Recent IT changes, in particular the switch to
Cornerstone/Oracle for all Purchasing, Human Resources and Reimbursements, is widely seen
as harmful to productivity by faculty, staff and students. Countless staff and faculty hours have
been lost due to this new system.
Specific Proposals to improve Communication between IT and Users:
Proposal 1. We recommend that OIT maintain up-to-date web sites to inform the Community of
existing services, where to go for help, and future plans to make changes to major IT programs
and projects.
Proposal 2. We recommend that OIT establish a clear mechanism for all users to directly
communicate questions and concerns to Central IT. This direct communication system will
include a feedback mechanism.
NOTE: Since our August meeting, Michele Norin has added a page where Users can directly
send her comments and questions. https://cio.rutgers.edu/feedback
Proposal 3. We recommend that OIT will provide evidence-based rationale to user groups prior
to changing large impact systems.
Proposal 4. Proposed major changes to IT will include a period of public comment. Prior to
major changes, Users will be notified and consulted.
Goal 2. Representation: The Users need to be represented by stakeholders who understand
the needs of the Users. OIT will develop methods to solicit information about the needs of
Users. Users will be represented by people who understand their needs and who will report
back and solicit feedback regularly from their constituents.
Current situation: A small number of people make decisions with limited input from Users.
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Users are not directly represented on the many Working Groups that make IT decisions that
affect the daily learning, teaching and research of Users.
Specific Proposals to improve Representation of IT Users at Rutgers:
Michele Norin recently created an IT Leadership Council that meets once a month and has
several Working Groups to improve various aspects of IT. One goal of the IT Leadership
Council is to have better communication between Central IT and Local IT. Student groups have
also been invited to meet monthly with Central IT to voice their concerns.
Proposal 5. To improve IT User Representation, local IT support staff will be included in the
chain of information: they will be informed of coming changes, so they can communicate these
to Users, and supervisors will solicit and use the expertise of local IT support staff. Further,
Central IT will make it an explicit expectation for Local IT Unit Leaders that they gather feedback
from the Users they represent before they attend the IT Leadership Council meetings and
meetings of their Working Groups.
Proposal 6. We recommend that the University will create the Rutgers IT User Council, a group
representing key university stakeholders including faculty, staff students and administrators.
The Rutgers IT User Council will consult with OIT to communicate User experiences, to
recommend improvements to services and to advise and make recommendations consistent
with User IT needs. The IT User Council will meet periodically and directly with the CIO, Michele
Norin.
Proposal 7. The IT Leadership Council and IT User Council will meet independently throughout
the year. We propose an annual meeting of the two groups would clarify any concerns about
what IT has been doing or planning to do, and how User needs are being represented to Central
IT. Recommendations to further improve IT Communication and Representation would be
reviewed at the Annual Meeting.
Proposed GOAL 3.
Goal 3. IT Emergencies: Rutgers IT should have a mechanism in place to address
emergencies that supports all Units.
Current situation: While some units have excellent IT support, others do not. While it is a stated
Strategic Priority of the OIT that, “Local IT and central IT have clearly defined roles and
responsibilities with no gaps or overlaps,” current problems with Communication and
Representation result in sup-par support for some Units. While Central IT hosts a Help Desk to
address emergencies, support is provided at the local level. During our investigations we heard
anecdotally that some units lack adequate response to IT emergencies. The current structure of
IT makes it difficult for Users to know where to go for help.
Specific Recommendations to improve response to IT Emergencies:
Proposal 8. We recommend that OIT investigate if specific Units are affected by gaps in
support. One solution might be a centralized Emergency Task Force that can be sent to
different Units addressing IT emergencies. Communication between the IT Emergency Task
Force and Central IT will identify units that are under-served in their IT needs.
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________________________________________________
RESOLUTION
Be it resolved that the Rutgers University Senate recommends that:
1. OIT maintain up-to-date web sites to inform the Community of existing services, including
where to go for help and any plans to make changes to major IT programs.
2. OIT establish a clear mechanism for all users to directly communicate questions and
concerns to Central IT.
3. OIT provide evidence-based rationales to user groups prior to implementing changes to
existing projects or introducing new ones.
4. OIT pause and announce a period of public comment prior to considering or actually making
major changes to ensure that all affected users be notified and consulted beforehand.
5. Local IT support staff be included in the chain of information, be informed of coming changes
so they can communicate these to users, and be solicited by supervisors to provide their
expertise.
6. Local IT support staff be included in the chain of information, be informed of coming changes
so they can communicate these to users, and be solicited by supervisors to provide their
expertise.
7. The University create the Rutgers IT User Council, a group representing key university
stakeholders including faculty, staff, students and administrators, whose duties are to advise
and consult with OIT on User experiences, to recommend improvements to services and to
make recommendations consistent with User needs. The IT User Council will meet periodically
and directly with the CIO.

5

_________________________________________________
Appendix 1. Frank Reda’s presentation on IT Governance
Appendix 2. OIT Budget for 2017-2018
Appendix 3. Members of the Budget and Finance Committee

Appendix 1. Frank Reda’s presentation
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Appendix 2. OIT Budget FY 2018-2019
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Budget and Finance Committee
2017-2018
Menahem Spiegel, RBS-N/NB (F), Chair
Akeen Anaele, RBS:NB Ugrad (S)
Joseph Barbarese, FAS-C (F)
Joseph Barone, Pharmacy Dean (A)
Irfan Bora, RBS:UNB (F)
Stephen Burley, Other Units NB (F)
James Cummings, Alumni Association
Misty Denham-Barrett, NB Staff
Kathy Dettloff, VP Financial Planning & Budgeting (A)
William Dreyer, Alumni Association
Thomas Farris, Engineering Dean (A)
William Fox, NB Staff
Shrey Ghate, Engineering (S)
Peter Gillett, RBS:N/NB (F)
Charles Heckscher, SMLR (F)
Daniel Hernandez, SCJ (S)
Jennifer Joseph, SHRP (F)
Cecelia Kane, Camden Staff
Lei Lei, RBS:N/NB Dean (A)
Maria LoGrippo, SON (F)
Mrittika Majumdar, RBS:N/NB (S)
Krisellen Maloney, University Librarian (A)
Kenneth McKeever, NB At-Large (F)
Brian Murphy, FASN (F)
William Norville, Alumni Association
John Pintar, RWJMS (F)
V. Hope Powell, RBHS Staff
Archana Pradhan, RWJMS (F)
Ini Ross, SAS-NB (S)
Chirag Shah, GS-NB (F)
Martha Soto, RBHS At-Large (F)
Thomas Tsakalakos, Engineering (F)

13

Budget and Finance Committee
2018-2019
Menahem Spiegel, RBS-N/NB (F), Chair
Joseph Barbarese, FAS-C (F)
Joseph Barone, Pharmacy Dean (A)
Erin Brewster-Bauzyk, RBHS Staff
Irfan Bora, RBS:UNB (F)
James Cummings, Alumni Association
Misty Denham-Barrett, NB Staff
Kathy Dettloff, VP Financial Planning & Budgeting (A)
William Dreyer, Alumni Association
Gary Ebert, RWJMS (F)
Thomas Farris, Engineering Dean (A)
Peter Gillett, RBS:N/NB (F)
Charles Heckscher, SMLR (F)
Cecelia Kane, Camden Staff
Lei Lei, RBS:N/NB Dean (A)
Lewis, Brian, Law-C (S)
Maria LoGrippo, SON (F)
Krisellen Maloney, University Librarian (A)
Michael Mancini, SB-C (S)
Kenneth McKeever, NB At-Large (F)
Brian Murphy, FASN (F)
William Norville, Alumni Association
James O’Connor, NJMS (F)
Archana Pradhan, RWJMS (F)
Valerie Rico, RSDM (F)
Joe Sanders, Camden Staff
Chirag Shah, SGS (F)
Martha Soto, RBHS At-Large (F)
Nicholas Tharney, RBS:UNB (S)
Thomas Tsakalakos, Engineering (F)
Zefu “Jeffrey” Zhang, RBS:UNB (S)
Paul Ziessler, SAS-NB (S)
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