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1. Introduction 

This Information Technology Infrastructure Library (ITIL) V3 Assessment will focus on the 

University Information Technology Services (UITS) Department at Southern Polytechnic 

State University (SPSU).  The purpose of the ITIL Assessment is to scrutinize UITS at SPSU 

and determine whether or not processes and functions of ITIL have been implemented.  

Moreover, recommendations will be provided for the continual improvement of Service 

Operation processes and functions. 

 

2.  Background 

a. SPSU History 

Southern Polytechnic State University was founded in 1948 as a two-year division of 

Georgia Institute of Technology (Georgia Tech).  SPSU began as the Technical Institute 

in Chamblee, Georgia with only 116 students (106 of which were WWII veterans) and 12 

staff members.  One year later, in 1949, the institution’s name was changed to the 

Southern Technical Institute and was recognized as a college-level school by the U.S. 

Department of Education.  It was twelve years later (1961) that the location of the 

campus was moved to the current location in Marietta, Georgia.  SPSU became 

accredited as a four-year college in 1970.  The institution earned independence in the 

University System during the academic year 1979-1980, severing ties with Georgia Tech. 

In the summer of 1980, SPSU officially became the 14th senior college and the 33rd 

independent unit of the University System.  Before becoming Southern Polytechnic State 

University, the institution was named Southern College of Technology in 1987. SPSU 

finally became a university in the summer of 1996 with its current name. (SPSU History) 

b. About UITS 

Formerly known as the Division of Information Technology (DoIT), the UITS changed 

its name as a part of its restructuring. The name change occurred for a variety of reasons, 

including: to enhance re-branding efforts on campus, to better define stakeholders, to 

convey the charter of the division to provider technological services, and to clearly 

separate from, and lessen confusion with the Department of Information Technology 

(which is an academic department). 
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According to Dr. Conn (2012), UITS will function in a 21
st
 century service model to 

support: (i) information technology services and service management; (ii) leveraged 

cloud computing infrastructures; (iii) mobile learning and computing models; (iv) 

academic research and participation in global technology consortia; (v) robust business 

intelligence; and (vi) innovative delivery modes of instruction. The renamed and 

restructured organization, along with intelligent spending to improve information 

technology enterprise resources and infrastructure, meets these requirements through 

functional realignment of duties and responsibilities, restructuring of certain support 

functions to improve levels of customer service, and a strategy to optimize the talent and 

capabilities of each division employee. Moreover, UITS is now positioned to provide   

healthy career growth and advancement for all division employees through multiple 

pathways for upward mobility.  As part of improving service levels, the UITS Help Desk 

will be relocated to the lower east entrance of Building H. A staffed service counter will 

be available for in-person, phone, and live-chat technical support with extended business 

hours. 

 

The UITS organization affirms the following core values: 

• A shared vision; 

• An environment of integrity, trust, and open communication; 

• An ideal of excellence, fostered by a belief in quality, teamwork, and service; 

• An esprit de corps personified by a positive attitude toward our work; 

• A spirit of courage and risk-taking that nurtures technological creativity and innovation; 

and, 

• An appreciation and respect of diverse backgrounds and opinions. (About UITS) 
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3. Services 

a. Service Catalog 

UITS provides a variety of services to support SPSU’s 

faculty, staff, students, and guests.   

 

More detailed information on each service can be found in the Service Catalog on the UITS 

webpage at: http://www.spsu.edu/uits/servicecatalog.htm.  (UITS Service Catalog) 

 

b. Virtual Home 

The Virtual Home of UITS can be accessed at http://spsu.edu/uits.  Here, users can 

check the status of commonly used systems such as email, wireless service, banner, 

phone, and network.  The status of each system is noted by a colored dot allowing users 
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to see if the systems are operational, undergoing maintenance, or experiencing a problem 

or an outage. 

  

UITS also features an easy to use “Get Help” system for users. The “Help” Button is on 

the right side of each UITS page.  Clicking the help button takes users to a page where 

they can choose a help option to best suit them and their technical problems.  The 

interactive live chat is a newly implemented feature that enables users to chat with a help 

desk operator Monday-Friday, 8:00am-10:00pm. 

 

4. Operating Groups 

As a part of the department’s restructuring, UITS is actively pursuing three goals for its 

development strategy:  

I. Adopt an organizational structure that optimizes the highest and best use of 

current personnel, and creates new opportunities for personal and professional 

growth; 

II. Create a better organized division and coordination of labor to meet current and 

future academic and administrative technology demands; and 

III. Provide a basis for implementation of a formal information technology service 

management framework (i.e., the Information Technology Infrastructure Library 

[ITIL]). 

In order to meet their goals, UITS is divided into four operating groups which each have 

specific group functions, all of which encompass the University’s technologies and supports 
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the expanding and robust service catalog. Additionally, this structure creates a basis for 

formation of cross-functional teams and best practices. The logical composition of 

responsibilities in each vertical group reduces overlap of skill sets, interoperates well with a 

tiered support model, and optimizes productivity through clear delineation of supportive 

activities and tasks. 

a. Office of Chief Information Officer (CIO) - leadership, coordination, management, and 

support for the strategic technology vision of SPSU. 

b. Information Systems Group- supports and maintains enterprise and departmental level 

software applications through all phases of the system development life-cycle process. 

Other responsibilities include: 

 Hardware and software project management 

 Database system engineering and administration 

 Technology purchasing and logistics 

c. Information Technology Group- designs, constructs, and maintains the physical 

components of SPSU’s wire line and wireless networks, data center operations, and 

cloud computing infrastructure.  

Other responsibilities include: 

 Achieve reliable, available, scalable, and secure network infrastructure and 

hosting environments 

 Operational support for networked systems administration. 

d. Technical Support Group- builds and maintains physical and virtual learning spaces on 

campus and provides desktop support for all administrative computing. 

Other responsibilities include: 

 Single point of contact for technology support needs 

 Works with all SPSU stakeholders to achieve project goals 

 Resolve technical issues 

 Enhance computing experiences 

The following figure from Conn (2012) more vividly illustrates the areas of responsibility of 

each of the operating groups within UITS.  
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5. ITIL V3 Service Operation Assessment 

 

The assessment of SPSU UITS relative to ITIL V3 was conducted through the SPSU website, 

experiences as customers, and interviews with UITS staff.  The objective of the assessment was 

to determine the implementation status of SPSU UITS relative to ITIL V3 - Service Operation.  

For each of the processes and functions of Service Operations, the following table summarizes 

the objective, provides sample metrics from vanBon, et al. (2007) and summarizes the current 

status of SPSU UITS. 

Process or 

Function 

Objective Metrics SPSU Status 

Event 

Management 

Monitor 

status and 

track 

deviations. 

Number of 

events per 

category. 

Number and 

percentage of 

events 

requiring 

human 

intervention. 

(p.274) 

The status of the primary SPSU website is 

monitored and reported 

(http://stats.pingdom.com/dzhiogd8u3or/441172) 
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Incident  

Management 

 

Resume 

regular 

affairs and 

minimize 

impact 

Total number 

of incidents. 

Average cost 

per incident. 

Percentage of 

incidents 

resolved with 

time agreed. 

(p.280) 

The Help Desk logs incidents and tracks tickets 

by type until resolved. 

 

Documentation is available on-line for basic 

problems (wireless access…) 

 

Collaborate on the SPSU website is set-up to 

share documentation but is not used to a 

significant degree.  

https://collaborate.spsu.edu/login.jspa 

Problem 

Management 

  

Prevent 

problems 

and 

incidents 

Number of 

problems 

registered in 

period. 

% of 

problems 

resolved 

within SLA 

targets. 

 (p.291) 

Plan is in place to implement ITIL over next 3 

years. 

Request 

Fulfillment 

Handle 

routine 

service 

requests 

Total number 

of service 

requests. 

Current 

backlog of 

service 

requests. 

(p.283) 

Help desk via walk-up, email, phone.  Requests 

that can be resolved during initial contact are not 

logged. 

Access 

Management 

  

Allow 

authorized 

users access 

to service 

Number of 

access 

requests. 

Number of 

incidents 

required to 

reset access 

rights.(p.294) 

SPSU UITS maintains access control systems. 

Monitoring 

and Control 

 (p.299) http://stats.pingdom.com/dzhiogd8u3or/441172 

http://www.spsu.edu/uits/ 

IT Operations On-going 

operations 

including 

job 

scheduling, 

backup, 

restore, 

print and 

(p.300) Back-up for Zimbra, Titan, lo.  No back-up for 

desktops or laptops.  

http://www.spsu.edu/uits/servicecatalog.htm 
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output. 

Help Desk 

 

Resume 

normal 

service 

First line 

handling time 

Average time 

to resolve call 

Average 

handling cost 

Client 

satisfaction 

(survey) 

Has help desk with on site, on-line, e-mail 

service. 

 

Staff scheduling depends on usage.  Busier in 

mornings and beginning of semester. 

 

Staff orientation includes procedures for making 

tickets. 

 

Training – mostly on-the-job (for walk-in student 

desk)  

 

Mr. Steven Wyatt, Help Desk Tech II was interviewed to complete the ITIL Service Support Self 

Assessment: Service Desk spreadsheet.  The results are summarized in the following chart and 

the detailed responses are included in APPENDIX 1.      
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Based on Mr. Wyatt's responses, the assessment indicates that the SPSU Help Desk has met the 

pre-requisites, management intent, and management information criteria relative to the ITIL 

Service Desk framework.  Further work is needed in process capability, internal integration, 

products, quality control, external integration, and customer interface.  (personal communication, 

November 29, 2012) 

 

To gain a better understanding of the current status of ITIL at SPSU from a management 

perspective, Dr. Sam Conn, the Chief Information Officer for SPSU, was interviewed.  Dr. Conn 

views ITIL V3 as a framework to improve IT services at SPSU and to reach Level 3 on the 

Capability Maturity Model (CMM) within 5 years.  According to Dr. Conn, SPSU is six months 

into a three year plan to implement ITIL.  As a prerequisite step to implementing ITIL, the IT 

department was realigned to correspond to the delineation of service areas of Information 

Technology (IT), Information Systems (IS) and Technical Support (TS).  A matrix structure was 

created with vertical tiers (1-3) for the escalation of issues and horizontal layers for processes 

and practices.  SPSU is currently at the first implementation step of identifying ITIL teams.  The 

first year teams include Security (based on precluding risk), Change Management (based on 

providing relief for the Help Desk), and Release Management (based on need to support 

implementation of new initiatives such as the transition from On-line Transaction Processing 

(OLTP) to On-line Analytical Processing (OLAP)).  Incident Management was not chosen since 

the Help Desk currently functions well.  At this point, metrics have not been set.  Status reports 

will be written every six months. (personal communication, November 29, 2012) 

 

 

6. Challenges 

 

The SPSU UITS faces many challenges in supporting "(i) information technology services and 

service management; (ii) leveraged cloud computing infrastructures; (iii) mobile learning and 

computing models; (iv) academic research and participation in global technology consortia; (v) 

robust business intelligence; and (vi) innovative delivery modes of instruction." (Conn, 2012)  
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Relative to Service Operation and the Help Desk in particular, the primary challenges include 

increasing enrollment, support for a large variety of hardware and software, and resolving the 

issues from the increasing use and complexity of IT at SPSU. 

 

The first challenge that the UITS team has faced has intensified in the past 5 years.  The number 

of new freshmen enrolling at SPSU has increased by roughly 27 percent, female enrollment by 9 

percent, Hispanic enrollment by 27 percent and graduate enrollment by 5 percent.  

(www.spsu.edu)  The amount of full-time staff has stayed constant, or reduced, but the number of 

users that they must service has increased. According to the SPSU website, the school’s 

enrollment has grown 17.1 percent since 2005.  As SPSU has grown, the UITS staff has had the 

challenge of meeting the increasing need for IT support.  (Enrollment Fall 2012) 

 

The second challenge that the UITS team has faced is providing support for the variety of 

hardware, applications, and software used at SPSU by students, faculty and staff.  The University 

systems must be able to interface with many different systems that the end-user might be using. 

This could be different hardware, locations, software, and internet service providers. This creates 

a large challenge to the UITS team, and is consistently a struggle when trying to service the user. 

 

A major challenge for UITS is first level resolution. It is important that the Help Desk is properly 

trained to support the users and to reduce unnecessary escalations to the more advanced tiers. To 

help with this challenge UITS has created four different levels (Level 0-3) for issue resolution. 

 

a. Level 0 

 

The Walk-in Help Desk Student Assistants handle student issues as the first line of response. 

This team handles the frequent, broad, easy issues that UITS resolves. If the Walk-in Help Desk 

team cannot resolve the issue, the case is escalated to Level 1 support. 
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b. Level 1 

 

The Technical Support Techs are full-time employees that are responsible for building and 

maintaining the physical and virtual learning spaces on campus as well as online. This group 

serves as a single contact for IT Service at the University to give the end-user one point of 

contact. If an issue cannot be resolved by the Technical Support Group, then it is their 

responsibility to escalate the issue. 

 

c. Level 2 

 

The Level 2 group is responsible for all escalations from the Technical Support team. The Level 

2 group is made up of the Desktop Support Administrator, Assistant Director of Client Services, 

Assistant Director of Classroom Technologies, and Solutions/Applications Support Specialist of 

the UITS team. This group is the third line of defense for difficult cases. If any issues cannot be 

resolved by the Level 2 team, then the issue is escalated to Level 3.  

 

d. Level 3 

 

The Technical Support Director is the final level of escalation in the UITS team. Only the most 

difficult are escalated to the Technical Support Director. The Director decides at this level if 

these issues deserve a special project team to resolve the issue. 
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7. Key Performance Indicators 

 

a. Average Response Time 

 

The Average Response Time (ART) is the time it takes for the initial response of the call, email, 

or case submission. This is an important metric as the shorter the average time the higher the 

customer satisfaction. 

 

b. Average Resolution Time 

 

The Average Resolution Time is the amount of time it takes for a case resolution. This is a key 

metric to ensure that the teams are properly staffed and trained. 

 

c. Cost per Incident 

 

The Cost per Incident (CPI) is a metric that the CIO would watch carefully. This is the amount of 

money spent, on time and materials, for each case resolved. If this number is high, it means that 

there is much inefficiency in the system. 

 

d. First Call Resolution Percentage 

The goal of every technical support desk should be first call resolution. The large majority of 

cases should be able to resolve at the first level, or call. This metric shows the amount of cases 

that are resolved on first try. If this number is low, it means that the Level 0 team needs better 

training or resources. 

 

The key performance indicators should be used to monitor the effectiveness of UITS with the 

objective of continually improving the Service Operation processes.  Control charts of the KPIs 

should be shared and discussed by all UITS staff members with a focus identifying and resolving 

problems to increase customer satisfaction. 
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8. Recommendations 

 

Based on this review of the SPSU UITS Service Operations and ITIL best practices, the 

following recommendations should be implemented to improve the ITIL assessment results: 

 For each incident, document the steps (with appropriate screen shots) required to resolve 

the incident and then upload detailed instructions to Collaborate to aid first level support 

and possibly users in incident diagnosis and resolution. 

 Hire additional UITS staff members to fill the vacant positions in order to accommodate 

the increasing student enrollment and to provide staff to implement and continuously 

improve ITIL processes. 

 Document "Walk-in Help Desk" requests and incidents to determine trends and 

performance.  The student requesting services could document the request to reduce the 

time the Student Assistant spent on documentation. 

 UITS should create an initial survey to log information about a user’s hardware and 

software.  This can be done when the user initially logs on to the network from a non-

SPSU device.  The network should be configured to recognize devices that have been 

previously connected, to avoid redundancy of information. From this information, a 

library of all user hardware and software should be created for the Service Desk to 

access. 

 Evaluate the use of the "SPSU Usability Lab" to analyze and improve the SPSU UITS 

on-line user support and education.  Evaluate if more user education information needs to 

be available without logging-in to reduce time required to access information. 

 Develop KPI baselines and track KPIs to monitor the performance of the UITS team. If 

KPIs are falling short of baselines, address the issue to improve KPIs. 

 Set IT staff to student ratio baseline and maintain the baseline of the ratio to keep up with 

the growth of the University to ensure that ITIL best practices are maintained.  

 UITS should hold weekly management reviews with staff to highlight service 

availability, customer satisfaction, and major incident areas. During this meeting, 

management should also review any recommendations from the service desk for service 

improvement. 
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 For each user’s technical issue, send a customer satisfaction survey to the user that allows 

them to rate their satisfaction on a scale of 1-10 in areas such as: initial time to resolve 

issue, courtesy of IT staff handling the issue, satisfactory of the issue’s resolution, etc. 

Also include within the survey a section for the user to give their recommendation on 

how similar issues could be more effectively handled. 

 User education should be improved to reduce user dependency on the Help Desk and to 

support increased user technical literacy by 1) improving user education and trouble-

shooting information available through the "Virtual Help Desk FAQs" 2) renaming the 

"Service Catalog" web page to a more user friendly title to emphasize the useful 

information contained on the site and 3) developing tools within "Collaborate" to engage 

users in the improvement of SPSU IT services. 

 Increase marketing efforts to encourage customers to utilize on-line resources before 

contacting UITS.  Directing customers to on-line resources to resolve issues will support 

24/7 access to the Help Desk and allow the Help Desk staff the capacity to concentrate its 

efforts on more complex incidents. 

 Develop student advisory board to guide the UITS on common issues that the system’s 

largest user base is encountering. Improved support for students should include the 

development of an SLA between UITS and the student advisory board representing the 

student body.  A sample SLA is attached as APPENDIX 2. 

 Extend live chat help desk operator availability from Monday-Friday, 8:00am-10:00pm 

to include weekend hours. 

 

9. Conclusion 

 

SPSU UITS provides IT services in a rapidly changing, diverse environment with a growing 

student population, varied IT needs, and the objective to continually improve IT services.  The 

ITIL Assessment of the SPSU UITS Help Desk indicates the need to focus Help Desk 

improvements on process capability, internal integration, products, quality control, external 

integration, and customer interface.  Our recommendations will allow UITS to better define and 

provide needed services, integrate internal activities, develop and use KPIs for continual 

improvement, and develop closer relationships with customers.   
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10. Introduction 

This Service Level Agreement (SLA) represents an agreement for the technology support 

services by the Provider, Student Technology Services (STS), to the Customer, Southern 

Polytechnic State University students.  This SLA was developed by the provider after 

scrutiny of the customers’ technological service needs. 

 

a. Purpose 

The purpose of this SLA is to expound upon the provisions of the technology support 

services that are offered to the customer by the provider.  Moreover, this agreement is 

intended to communicate and create an understanding of agreed Service Levels, and how 

they will be monitored, assessed, measured, and managed. 

 

This agreement will function as a mutual benefit between both parties by providing a 

lucid understanding of agreed service and support arrangements.  

 

b. Description of Services 

The STS is responsible for providing the appropriate resources and solutions to manage, 

maintain, and protect student information, systems, and applications. All students of 

Southern Polytechnic State University, who are registered and enrolled in classes, have 

equal access to the services and support provided by STS. 

 

10.b.1. Specified Services 

The STS provides support services for the following: 

 Banner Web 

 Degree Works 

 Student Financial Aid Web Services 

 Wireless Network for students 

 Student Accounts and Passwords 

 Online Registration 

 Zimbra Email 

 Student Software Installations and Updates 
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 GeorgiaVIEW 

 Hobsons Online Admission Application System 

 My HorNET student wireless network  

 

c. Duration 

This agreement will be effective on a rolling 12-month period.  Reviews and updates (if 

required) will take place annually, at the beginning of the fiscal year, July 1
st
. Revisions 

may be made before the annual review period, only under extraordinary circumstances. 

 

d.  Signatories to the Agreement 

 

Provider: STS [Student Technology Services] Unit of Southern Polytechnic State 

University 

Customer: Southern Polytechnic State University Students 

 

Signed______________________________________________________ 

(Provider- Garfield Campbell, Director- STS) 

 

Signed______________________________________________________ 

(Customer- on Behalf of Southern Polytechnic State University Students) 

 

11. Scope of the Agreement 

The STS unit provides support to currently enrolled Undergraduate, Graduate, and Non-

Degree seeking Post-Baccalaureate and Post-Masters Students. Refer to section 1.2.1 of this 

agreement for a list of provided student services.  

 

This agreement does not cover support to faculty, staff, guest, inactive students, nor retired 

faculty and staff of the university.  Faculty, staff, guest, and retirees in need of IT support 

should contact University Information Technology Services (UITS). In addition, STS does 

not support personal networks, even if the hardware is property of Southern Polytechnic State 

University. 
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12. Service Hours 

STS support is available during the following times: 

Standard Hours Monday-Friday (excluding university holidays)  

8:00am-5:30pm 

After Hours/ Emergency Assistance In extreme circumstances, only, should the After 

Hours support be contacted: 678-915-1234 

 

13. Availability 

STS plans to provide 24/7 availability (99% uptime) with no outages planned during regular 

university hours (M-F 8:00AM-10:00PM) for each of the services listed in Section 1.2.1. 

 

5. Reliability 

The Mean Time Between Failures (MTBF) will be more than100 days and the Mean Time To 

Resolve (MTTR) will be less than 24 hours for each of the services listed in Section 1.2.1.   

 

6.  Customer Support/Escalations 

Level 1st Contact Service Ticket Escalated Incidents 

Support 1st contact with 

technical support 

Issued if incident 

cannot be resolved 

during initial contact 

with support 

Referral to senior staff 

member 

Success rate 50% incident success 

rate 

85% incident success 

rate 

99% incident success 

rate 

Time to Resolve 1 hour 24 hours 72 hours 

 

The STS staff can be reached by phone during normal business hours to offer technical support.  

Requests are categorized by severity with the most critical incidents being handled first.  The 

table above shows how requests will be addressed.  We expect that at least 50% of all 

incidents will be resolved during the first contact with technical support.   
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If the technical issue cannot be resolved by phone, a service ticket will be issued, and our staff 

will work to find a resolution within 24 hours of ticket issuance.  It is expected that 85% of all 

incidents requiring a service ticket will be resolved within 24 hours. 

 

Issues requiring escalation to a senior STS staff member will have a 72 hour estimated time of 

resolution (ETR).  In the event an escalated issue cannot be resolved within a 72 hour period, a 

STS senior staff member will notify the customer of the ETR, and offer a work around if 

applicable.  It is expected that 99% of all incidents referred to a senior staff member will be 

resolved.   

 

The point of contact for escalated issues, during standard hours, is Peter O'Rourke, 678-915-

1235, porourke@sts.spsu.edu.   

 

7.  Quality Assurance/Complaints 

STS strives for 100% customer satisfaction.  Once service has been rendered, an automated 

survey, based on the type of service received, will be emailed to each customer.  Customers will 

have an opportunity to rate their service experience, as well as type in additional thoughts, 

suggestions, complaints, or comments.  All surveys will be analyzed for quality assurance.  A 

senior STS staff member will respond to all surveys requiring follow up.  Official complaints can 

be emailed to Garfield Campbell, Director-STS, at gcampbell@sts.spsu.edu.  A complaint is 

defined as any issue requiring follow-up.  

 

8.  Service Performance 

Applications are expected to honor user requests within 0.5 seconds.  At least 95% of the time, 

applications are expected to take no more than 0.5 seconds to change focus from one entry field 

to the next in the same input screen.   

 

9. Functionality 

Provider agrees that a week to resolution is the maximum time it will take to resolve a Customer 

issue. If this requirement is not met, the Provider agrees to re-evaluate their processes and re-

train staff.  
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10. Change Management 

If the Service Level Agreement is breached by the Provider, the Provider agrees to re-evaluate 

their internal processes, and re-design the processes to meet the Service Level Agreement. This 

can involve the addition of staff, resources, and coverage.  

 

11. Service Continuity 

In the event of a natural disaster, Provider agrees to provide support to the Customer once 

Southern Polytechnic State University re-opens the academic schedule. In the event that the 

Provider cannot meet this requirement due to extenuating circumstances, the Provider agrees to 

notify the Customer and provide an estimated time to resolution. 

 

12. Security 

Customer and Provider agree to abide by all federal, state, and local laws as well as abide by the 

Southern Polytechnic State University Acceptable Use Policy, which can be found at 

http://www.spsu.edu/itdivision/policies/acceptableusepolicy.htm  

 

13. Responsibilities 

The STS has the following general responsibilities under this agreement: 

 Provide installation, maintenance and support for services listed in section 1.2.1 

 Meet response times associated with the priority assigned to service requests 

 Make every effort to resolve issues at the time of the service call 

 Maintain a current technology inventory, including the software loaded, on all 

University-owned computers 

 Notify students of all scheduled maintenance via the STS website and student list 

serves 

 Provide student staffed help desk for students to seek assistance with their personal 

computers, virus removal, simple hardware diagnosis, network account issues, 

student Vista issues, password resets and wireless set-ups 

 Encourage/enforce Acceptable Use Policy http://www.spsu.edu/uits/policies.htm 

(example) 

The student has the following general responsibilities under this agreement:  

 Abide by the University Code of Conduct as described (for example) in 

http://www.spsu.edu/uits/policies/acceptableusepolicy.pdf 

 Back-up of personal data 
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 Use of strong passwords 

 Attempt to resolve problems prior to requesting assistance. 

 Provide needed information as requested by STS staff for resolving problems 

 Abide by licenses for any and all commercial software applications 

 

14. Charging 

  

There are no charges for student use of campus computer facilities and support. 

 

15. Service Reporting and Reviewing 

 

The status of services provided by STS will be reported to the University President and students 

each semester.  The report will published on the SPSU STS website and will include availability 

(% uptime), reliability (MTBF and MTTR), responsiveness (response time to submitted help 

requests), and customer satisfaction (based on a student survey designed to evaluate accessibility, 

courtesy, communications, etc.) 

 

This agreement will be reviewed annually or as required.  This document was created October 

29, 2012. 

 

16. Glossary 

 

BannerWeb – System for registration including viewing grades, printing unofficial transcripts, 

and reviewing personal information 

 

Degree Works – web based tool to assist students in monitoring progress toward their degree 

completion 

 

ETR – Estimated Time of Resolution 

 

GeorgiaVIEW Vista - Web based classroom 

Hornet Connect – Secure VPN with access to library resources, personal "Z:\ drive" file storage, 

Banner resources, IT Helpdesk , and other department specific resources  

IT – Information Technology 

MTBF – Mean Time Between Failures or the average time between system failures. 

MTTR – Mean Time To Resolve or the average amount of time between the reporting of the 

failure and the resolution of the failure. 

SLA – Service Level Agreement 
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SPSU – Southern Polytechnic State University 

 

Student – Currently enrolled student (undergraduate and graduate) 

 

Student Financial Aid Web Services – University web site organized for access to financial aid 

services 

 

STS – Student Technology Services 

 

UITS – University Information Technology Services 

 

Zimbra Email – messaging and collaboration software 

 

 

 

 

 




