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Transforming I.T. at UTM



Strategic Priorities

• Transform and Renew our I.T. Infrastructure
• Improve Customer Service
• Support our Researchers
• Provide Innovative and Reliable Teaching Spaces and Technology
• Enhance the Student Experience
• Increase and Improve Information Technology Security

• Staff Development



Transforming our Network
• Multi-year logical network redesign
• Core network architecture refresh and upgrades

• CCT  – Distribution router, new switches, closet cleanup

• IB – Distribution router
• Closets  - EH300, KN116, DV1111
• CUP, HCC network revamp
• David D.C. 10 GB upgrade
• Police & FMP networks

• New fibre – outer circle, Alumni House, Theatre, Greenhouse
• Wireless– Davis large classrooms, Davis 3rd Floor, HSC
• Redundant 10GB connection to St. George
• $ 2.4 M additional Provostial funding   







CCT Network Upgrade



I&ITS Major Infrastructure Projects 2016

• Deerfield Hall Data Centre

• Dell Compellent data storage 

• Research NAS

• High Performance Computing

• 350+ new workstations deployed to labs & classrooms

• UTSend & UTM Wiki

• North 2 planning & FMP Renovations



Improving Customer Service 

• New Service Desk – visible, central location in CCT
• Consolidation – IT, TCard, Shuttle Bus, Lost & Found

• Extended hours, cross-trained staff

• New I. T. Service Management Software 

• New incident, request, problem and change management

• Regular surveying of customer satisfaction













Change Management Before ServiceNow

• Ad hoc changes

• Infrequent and inconsistent communication  

• Staff reacted to changes with surprise

• Change success rate unknown

• Variation in change management approach



ServiceNow Change Management 
Dashboard



Instructional and Classroom Technology
• Active Learning Classrooms

• Citrix Web Based Learning Platform 

• Computational sandbox for undergraduate instruction       

• CCT 1080 & 1140 audio visual upgrades

• Anthropology tablets mobile lab 

• Mobile Teaching Project

• Rolling 10 year computer lab/classroom refresh model 



Information Technology Security
• New positions focused on security

• Community education events

• RDP/SSH lockdown 

• KPMG external audit

• Incident Management Process

• E-Waste coordination

• New tools and technologies to prevent and isolate 



Staff Development

• Building new competencies and strengthening skills 

• ITIL & customer service training

• Professional development



Emerging Priorities
• UTM Fibre Master Plan & Redundancy Project

• Office 365 Rollout

• Research Computing Support – HPC Cluster

• Information and Computing Security

• Campus Service Request Management using ServiceNow

• Video Conferencing Upgrades

• VoIP (Voice over Internet Protocol) Migration



Thank you !
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