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1995/96 represented the first year following the production of the Information Systems Policy Development Group (ISPDG) report and its approval by Board during Trinity Term 1995. Along with the start of the implementation of the ISPDG recommendations came a change of name, a new director of IS Services and a move of many of the staff into 200/201 Pearse Street and into Aras an Phiarsaigh.

The ISPDG report was published during the 1994/95 year and included a multi-year implementation plan for the Computer Laboratory. The late publication of this plan resulted in a delay in starting much of the 1994/95 year’s work until June 1995 which caused a spill over of the work into the 1995/96 year.

Much of the work performed in 1995/96 represented the implementation of proposals made during the ISPDG process. Major tasks such as the upgrade of all public access computers and printers, the addition of extra public access computers and the increase in capacity and reliability of the College network were all completed according to the project proposals.

During 1995/96 and in the previous few years, the College invested heavily in building a high speed reliable network in College. This has meant that many buildings had to be rewired and users had to replace components to take advantage of this network. All of this has proved itself during the year with very few network problems across the campus and little or no performance problems observed.

Upgrading all of the public access computers also proved to be a worthwhile investment with much greater reliability and availability being realised. Whilst several new computer rooms came on stream during the year, the number of computers available to students is low compared to other universities. There are currently 257 public access computers for 10,000 students. This gives one computer per 39 students, which compares unfavourably with other Irish universities, where a figure of one computer for ten students is achieved in some cases.

On the administrative side, the replacement of the College ledger system and the installation of a new library system were the major tasks undertaken. Both of these systems were sourced and implemented in time for the start of the 1996/97 academic year.

The library system involved a major effort between the College Library and IS Services in sourcing and implementing the new system. Despite delivery problems by the supplier, the system was implemented in time for the new academic year. It is interesting to note that the use of the internet extended the working day for the implementors by allowing work to start in Europe and to continue in Canada until their day ended. This extended working by the supplier resulted in the project going live on time.

The big effort for the new Finance Office system was in the design and implementation of a new coding structure, which affected all areas in College. The new system was the first major implementation of the client-server model within College. The experience gained in this model will be applied to many other systems in future. The new ledger system went live at the start of the year, but will not be considered finalised, until at least one full year of operation has been completed.

The ISPDG report proposed a reorganisation of the structures within IS Services to reflect an emphasis on customer based service delivery. Several steps were taken in the move to the new structure and staff were moved between the internal groups. The main result was the formation of a “Support Centre” where all customer issues were to be handled in the first case. Details of the new structure are presented on the attached chart.

The internal reorganisation and relocation of the staff proved to be successful and brought the staff relatively close together in Pearse Street. The accommodation in both Aras an Phiarsaigh and 200/201 Pearse Street is sub optimal for free communications amongst the staff. Whilst there are increasing demands for services from the staff, there is little scope to increase the amount of office or consultation space in the existing buildings.

The change in emphasis to a customer oriented service organisation was one of the main aspects of the year. A centralised help desk was set up, with all queries and problems being directed to this one point of contact. This allowed some degree of quantification of the problems of service delivery and indicated severe shortcomings in the service. Some of these can be overcome by a training programme amongst the staff, but many of the long delays in providing installation support and help for users in College can only be solved by increasing the number of staff. It is estimated that between 500 and 1,000 extra computers were installed during the year with no extra increase in support staff. It is estimated that there were 2,500 computers in College at the end of the year and this is likely to increase at between 10% and 15% in the coming year.

In summary, the year represented quite a transformation, in terms of the changes that involved the movement of most of the staff to new offices and the reorganisation of functions. During the year, most of the objectives that were set for the various groups were achieved, and the level of service provided to all users showed a marked improvement, commensurate with the investment in resources from College (accounts for the 1995/96 year attached) and the dedication of the staff in IS Services.

The principal objectives of the year were to initiate the recommendations of the ISPDG study. These covered a range of internal topics such as the restructuring of the IS Services Department and a wide range of external topics such as the improvement of computer services to students in the College. 

	IS Services Organisation Structure 30th September 1996
Includes three contract staff funded from external resources
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