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	Eligible IU Services List 2011-12   

This is a list of ITS provided services that meet criteria for IU funding. This is not a list of what IU funds.

	Proposed Includes
	Proposed Outs

	Service
	Description
	Service
	Description

	Email & Calendar, & Collaboration (Newsgroups)
	

	UCSC Google Email 

	Campus e-mail is now serviced by Google. This is applicable to all faculty, staff and students. 
Legacy email functionality continues to exist on the legacy email infrastructure. This includes the routing of mailing lists, email only accounts and mass mail.
Criteria: Population of users is broad and campus wide. Enhances productivity campus wide.

Notes:  IU base budget for mail is still needed until the old CruzMail infrastructure is replaced. This includes functionality such as mailing lists. 
Note: All students were moved to Google Mail (SlugMail) in the summer of 2010 and all faculty and staff were moved to Google Mail in the Fall of 2011.

	ADM Mail and other mail systems
	Other e-mail systems and server/hosts not affiliated with the CruzMail system including server hosts that are forwarded mail from the Campus email system. 
Note: In most cases e-mail is routed through CruzMail servers - this routing of e-mail through CruzMail is included in IU.

Criteria: Population of users is not broad and campus wide. 

	CruzTime

	Campus Calendaring System

Criteria: Population of users is not broad and campus wide. Enhances productivity campus wide

Population: CruzTime service not available to students unless sponsored by a faculty or staff member.

Note 1: Technical support moved to UC Berkeley in 2010
Note 2: Plans to move the Campus Calendaring system to Google Calendar to provide integration with Google mail. Tentative plan is to move off of CruzTime in Spring 2012

	Non-CruzTime calendaring systems
	e.g. Divisional/Department Microsoft Exchange servers

Criteria: Population of users is not broad and campus wide.


	Google Apps

	Core apps such as Doc’s and Talk are available and are self-supported. Google groups will be available by end of year. 

	Newsgroups

	Local UCSC-related newsgroups may be used for classes at the request of the instructor, for administrative projects, and for registered UCSC organizations.

Criteria: While this service is available to all divisions at no cost, it is in support of divisional (not campus wide) services implementation; and as such, the populations utilizing this service is not broad and campus wide.


	Accounts 
	

	Cruz ID
	Management and maintenance of the systems and services associated with CruzIDs. Includes identity management and authentication mechanisms (including self-service password resets) which control access to UCSC Google Mail, wireless, and campus computing and networking resources. 

http://its.ucsc.edu/service_catalog/account_management/
Criteria: Population of users is broad and campus wide. Enhances productivity campus wide.


	
	

	
	
	Departmental E-mail Accounts
	Accounts required for departmental email systems (non-CruzMail)

	Campus Business System Accounts
	Management and maintenance of systems and services associated with user accounts for campus business systems (e.g. FIS, AIS, PPS)  

Criteria: Population of users of Account Management is broad and campus wide. Enhances productivity campus wide.


	Departmental/Local Business System Accounts
	Accounts required for departmental or local systems. Example: c-file


	Telephone 
	

	Telephone Jack
	Telephone jack on the UCSC campus telephone network. Required for a landline. Telephones can be either analog or digital.

Cable maintenance of this wired service is included for existing telephone jacks on the UCSC campus telephone network.

Criteria: Population of users is broad and campus wide. Provides a basic level of network/telecom connectivity services.


	Telephone/equipment




	Telephones vary in features and sizes. Digital vs Analog, single line vs multiple lines are just two examples
Criteria: Certain phones and features are not available or used campus wide. Population of users is not broad and campus wide

	Voicemail (basic)

	Basic Voicemail service on the UCSC campus telephone network. This includes a voicemail box with unlimited internal voicemail messages and 20 external voicemail messages for faculty/staff/student residence phone. Voicemails will be deleted after 99 days.

Criteria: Population of users is broad and campus wide. Provides a basic service to the majority of telephone customers.

Note 2: The voicemail system was replaced in Feb 2011. Additional capacity for voicemail messages and new features are available


	Premium voicemail

	Provides larger voicemail boxes. Premium has a 70-message external message voicemail box. Both services provide unlimited internal voicemail messages and messages will be deleted after 99 days.
Criteria: Not available or used campus wide. Population of users is not broad and campus wide.



	Local and Local Toll Phone Calls 


	Unlimited local (on & off campus) and local toll phone calls from the UCSC campus telephone network. This includes metro Santa Cruz and portions of Santa Cruz and Santa Clara Counties.
Criteria: Population of users is broad and campus wide. This service is bundled with the Telephone Jack since telephone service is required to make local phone calls
	
	

	Long Distance 
	Long distance, international or domestic phone calls that are placed via the UCSC campus telephone network (Aastra PBX)
Criteria: Faculty and staff users on the UCSC campus telephone network are  broad and campus wide

	Long Distance 
	Long distance phone calls that are NOT placed via the UCSC campus telephone network but placed via a telephone network outside of the campus.
Criteria: Population of users is not broad and campus wide.

Population: Faculty and staff off the campus and not using the campus phone network.  Students in the campus residences.


	Toll Free (800)
	Access to toll free phone numbers Toll-free area codes include 800, 877 and 888
Criteria: Population of users is broad and campus wide. This service is bundled with the Telephone Jack since telephone service is required to make local phone calls.


	
	

	 Basic Teleconferencing
	Teleconference up to 8 phones using the campus phone service.  Teleconference up to 3 non campus phones (AT&T phone service )

Criteria: Basic service that is available to the campus.


	 Premium

Teleconferencing

	 Via AT&T or ReadyTalk (web conferencing) is a service with various costs based on the number of teleconference participants and conference duration. 

Criteria: On customer request. Not used campus wide or by a broad population of users

	Directory Services  

 - Voice Activated  

 - Telephone Operator

 - On-Line Web 

	Voice activated Campus Directory (dial 411 from campus phone or 831-459-0111 from off campus). Provides a non-operator (person) automated assistance in locating campus phone numbers of faculty and staff.

Telephone Operator (dial 0) is available Mon-Fri 8-5 excluding holidays and campus closure. 

Criteria: Basic service that is available to the campus and public.


	Outside (non UCSC) Directory Assistance
	Directory assistance from outside of UCSC (dial 6-411) 

Criteria:  Population of users is not broad and campus wide

	Emergency Blue light and Elevator phones
	 Public Safety Telephones around the campus (not including installation)  

Criteria: Basic service that is available to all faculty, students, staff and guests. 
	
	

	Enhanced 911 (E-911)
	Emergency number – dial 911 from any campus telephone. Supports E911 requirements.

Criteria: Population of users is broad and campus wide. It is a basic service that minimizes campus risk
	
	

	Cell Phone Infrastructure
	Cell phone coverage. ITS Telecommunication Services work with a variety of wireless telephone providers to bring the campus wireless technology. Micro cellular antennas are installed at 13 locations on campus, providing campus coverage for MetroPCS, T Mobile, AT&T Wireless, Sprint/Nextel  and Verizon. Cell phones are not provided.

Criteria: Population of users is broad and campus wide. It is a basic service that minimizes campus risk
	
	

	Repair Service
	A telephone number (9-3111) and process is available to respond to telephone outages. Monday – Friday, a 24-hour response will occur to a single phone outage (excluding holidays).   For major outages, other notification mechanisms are in place for immediate attention from Telecom Technicians.

Criteria: Basic service support that is available to the campus.


	
	

	Billing Services
	Provide monthly billing for Telephone services via the Pinnacle billing system. Reports are available and used by the admin offices of various divisions.

Criteria: Basic service available to all divisions with telephone and network services.
	
	

	
	
	Auto Attendant services
· Bulletin board

· Announcement


	Automated announcements or bulletin board features. 

Automated Attendant - A voicemail system that allows callers to hear selected information or be connected to different staff by pressing keys on their telephones. 

Automated Call Distribution (ACD) - Calls coming in to a central telephone number are distributed among a designated pool of telephones, allowing multiple staff to handle the incoming call volume.

Criteria: On customer request. Not used campus wide or by a broad population of users.


	Project consulting – Scope & Costs Only
	Telecom consulting services to define project scope sufficient to identify the effort required to develop a preliminary planning estimate.  Not to exceed one hour of time. Up to one hour is not billable.
Various resources are available. Administrative, Engineering and Project Managers.

Criteria: Basic service available to all divisions. 
	Project consulting, project coordination/contractor (Small /Large Projects)
	Telecom consulting services for small to large projects. 

Various resources are available. Administrative, Engineering and Project Managers.

Criteria: On customer request. Not used campus wide or by a broad population of users.

NOTES:  Projected volumes and revenues may be impacted by budgetary climate.  What provisions or adjustments will be implemented to mitigate against deficits in these activities?



	
	
	Campus Pay Phones
	Support billing and trouble reporting for the few pay phones that remain

Criteria: Basic service that is has limited availability to the campus. There are 10 pay phones across campus. 


	
	
	Moves, Adds, Changes
	All telephone and feature arrangement services. Examples:

· Change telephone number

· Move telephone number to another location

· Add feature group call pickup

· Change telephone equipment

· Temporary telephone(s) for conference

Criteria: On customer request. Not used campus wide or by a broad population of users.


	
	
	800 megahertz Radio
	Two way radio service over the campus 800MHz radio system. Requires the purchase and maintenance of base stations, mobile and portable radios. A small number of radios are available for rental for special events on campus.

Criteria: On customer request. Not used campus wide or by a broad population of users. Limited usage. ( e.g. Police, Student Affairs)



	Network (Wired & Wireless) 
	

	Network Jack (10/100/1000)
	Maintenance of 10/100/1000 Mbit/sec network connections. Gigabit (1000 Mbit/sec) Ethernet is only available in some campus locations due to old switch infrastructure and lack of appropriate wiring.

Network connections provide unrestricted access to campus network resources, general Internet connectivity, Internet2 and NLR
 access. Multicast connectivity is included.  

Cable modems for FSH – Family Student Housing (repair, maintain and upgrade). Provides Family Student Housing with network connectivity.  Similar to the network jack for resnet. Resnet is limited to 6Mbit/sec per user.
Criteria:  Basic service that is available to the campus. Provides a basic level of network connectivity services.


	Network Jack
Moves, Adds, Changes
	Network jacks that support other services such as vending machines, omnilocks, energy management systems, washers, dryers, etc. 
Note: This is currently being funded out of IU as it was not clear how to address these items and ITS did not want to hold up construction projects or departmental operations. These are growing in number and are not population related.

Network jack service request to add, move or change connectivity.

Examples include:

· Change location of network jack

· Temporary network jack(s) to support conferences or other group meetings
· Upgrade network speed such as conversion of jack speed from 100 Mb/s to 1000 Gb/s.
Criteria: On customer request. Not used campus wide or by a broad population of users. Available to everyone as a discretionary expense.



	Cable Infrastructure - Campus 
	Maintaining and repairing of existing cable (both copper and fiber) on the UCSC campus. This also may include some buildings off campus but within an acceptable distance. Example would include 2300 Delaware.

Criteria: Basic service that is available to the campus.


	Cable Infrastructure – Remote Sites

	Maintaining and repairing of existing cable (both copper and fiber) for remote or off campus locations Various arrangements and service levels exist for remote or off campus locations.
Includes extremely limited documentation; no services related to long term telecommunications master planning or cabling upgrades to meet BICSI standards.

Criteria: Limited to remote and off campus locations.

	Wireless Network 

	Wireless Access Points (WAPs) are located in select indoor common area locations on campus.  Approximately 30% of the campus (indoor only) is covered by over 465 WAPs.  Basic maintenance and repair of these existing WAPs is included. 
Replacement of waps will be 802.11n technology
Guest wireless (CruzNet) CruzNet is a unencrypted WiFi network access service. Port blocking is used to limit network services that might otherwise expose user privacy or be used for network abuse
 Secure wireless (CruzNet Secure) provides wireless protected access (WPA) and does provide privacy of data transmission through the air. The CruzNet Secure service will be replaced with eduroam (education roaming) in January 2012. eduroam is our WiFi network access service for University students, staff and faculty.  It provides radio encryption and auto connection without a login screen after the user access device is introduced to the network. Eduroam also offers services at other participating schools and provides reciprocal access to users from other schools.  
Monitoring of this service is included. 
Criteria:  Basic service that is available to the campus.  This service is available to faculty, staff, students, and guests.
Secure wireless is available to Faculty, Staff and Students.
NOTE 1:  IU base has no capacity to support wireless expansion or replacement of WAPs New construction includes the cost associated with new wireless hardware and equipment. Ongoing operational/maintenance for this additional equipment is not funded. 

	Install Wireless Access Point (WAP)
	Wireless access points can be requested if the customer agrees to pay for the hardware and installation. Installation charges will vary depending on wiring/cabling needs. Current Wireless management hardware limits the number of access points that can be installed. 
Criteria: On customer request. However can be used by a broad population of users. 

	Network Monitoring
	Network Operations provides up/down monitoring of the campus network infrastructure.  Network status (devices not responding) is publicly available via the web, as are network utilization and latency graphs. 
Criteria:  Basic service that is provided to the campus.

	
	

	DNS/DHCP
	 Domain Name Server DNS serves as the “phone book" for the Internet by translating, hostnames e.g. www.ucsc.edu, into addresses that networking equipment needs to deliver information.  Dynamic Host Configuration Protocol (DHCP) is a protocol used so devices can be added to the network. 

Criteria: Basic service that is available to the campus.

	
	

	Product Lifecycle Development
	Analyze future network developments and needs e.g. IPv6 or moving from wireless 802.11g to 802.11n 

This is limited proactive planning for necessary technology changes as a result of normal product lifecycles.
Criteria: Basic service that is available to the campus.

	
	

	Firewall

· Data Center
	Data Center firewall provides basic level of network security for the data center infrastructure.
Criteria:  Basic service that provides a basic level of network security for the data center infrastructure.

	Firewall

· Application

· Departmental
	Departmental and Application firewalls. Typically outside of the ITS Data Center. 

Criteria: On customer request. Not used campus wide or by a broad population of users.

	
	 
	Wiring Projects
	Wiring requirements to support additional or new network connectivity or services Where the building cable is not sufficient to support services. Projects include new data or telephone wiring and other unique/special network move, add, and change work. 

Criteria: On customer request. Will probably be used by the requestor/customer in a specific location. However can be used by a broad population of users.


	Project consulting – Scope & Costs Only 
	Network consulting services that define scope and provide a cost to provide an estimate for projects only. 
Not to exceed one hour of time. 1st hour is not charged. Various resources are available. Administrative, Engineering and Project Managers.
Criteria: Basic service available to all divisions. Consulting services for small to large projects. 


	Project consulting, project coordination/contractor 
	Network consulting services for small to large projects. 

Various expertises are available. Administrative, Engineering and Project Managers.

Criteria: On customer request. Not used campus wide or by a broad population of users.
NOTES:  Projected volumes and revenues may be impacted by budgetary climate.  



	
	
	Campus Special Projects (experimental networks or high-bandwidth needs)
	Increase network bandwidth/capacity and emerging technologies that will support the future growth and needs of the campus. Examples include video conferencing.

Criteria: Does not have a broad population of users. 


	Campus VPN
Data Center VPN


	Campus VPN service provides secure remote access to the campus network but not to the internet. This service does NOT provide access to Library subscription services.
Data Center VPN service provides secure remote access to systems and applications in the UCSC Data Center within the DMZ firewall. This is restricted access for Systems Admin’s, Application Admins and other specific role based users.

. Criteria: Service available to all faculty and staff


	
	


Top of Form

	Data Center & Servers (Server Hosting & Virtual Server Hosting) 
	

	Data Center and Servers
	That infrastructure and service which supports IU funded applications & services.
· Server Backup and Recovery

· Server Configuration Services

· Server Monitoring in Datacenter (standard & custom)

· Server Hosting

· Physical Security

· Conditioned Power

· Precision Environment (e.g. HVAC)
Criteria: Population of users is broad and campus wide. Enhances productivity campus wide.
	Data Center and Servers
	That infrastructure and service which supports Non-IU funded applications & service.  (Example: Infrastructure which supports the Ticket Office Ticketing System virtual server environment).

· Server Backup and Recovery

· Server Configuration Services

· Server Monitoring in Datacenter (standard & custom)

· Server Hosting

· Physical Security

· Conditioned Power
· Precision Environment (e.g. HVAC)

Criteria: Population of users is not broad and campus wide.

	Operations
	Data Center staff that is allocable to IU Services


	Operations
	Data Center staff not allocable to IU Services



	
	
	Data Center Printing
	Data Center Printing Services: secure printing environment for documents that need to be printed in high security

Criteria: Not available to all, does not enhance productivity campus wide




	Help Desk & Standard Desktop Support
	

	Help Desk
	 Provides single point of contact between campus technology users for ITS technicians to facilitate and track the provision of ITS services, answer questions, and resolve computing problems

Criteria: Population of users is broad and campus wide. Enhances productivity campus wide.
Note:  At this time, IU assessment covers only a small portion of this service.


	Divisional Support
	 IT support that is specific to a division or unit. Paid for by the division (e.g. LITs/DLs, ResNet)

Criteria: Population of users is not broad and campus wide.  Does not enhance productivity campus wide.



	Standard Desktop Support
	Support for computer desktops for ITS supported desktop hardware, operating systems, and  standard application software

Criteria: Population of users is broad and campus wide. Enhances productivity campus wide.
Note:  At this time, IU assessment covers only a small portion of this service.


	Desktop Software Purchase
	Divisions are responsible for purchase and licensing of desktop software.

Note: Divisions are responsible for tracking all licenses for software that they purchase

	Desktop Management 
Desktop Management (cont.)
	Systems and services used to manage computers supported through the Standard Desktop Support service. This is currently being deployed to 3,000 staff and faculty university-owned computers.  Desktop management service includes:

· Remote assistance

· Operating system and application patching

· Software installation

· Software license tracking

· Desktop Antivirus and security

· Power management

· Computer asset tracking and reporting

Criteria: Population of users is broad and campus wide. Enhances productivity campus wide.
Remote management tools include:

· Team Viewer

· Tivoli End Point Manager

· Sophos Endpoint Security & Control

	Desktop Management 
Desktop Hardware
	Population: Desktop Management service will not be available for students
Divisions are responsible for hardware purchase, replacement, and third party maintenance costs.

Note: Divisions are currently responsible for tracking these assets.  Asset Management service may be used in the future to aid the divisions in this function.

	
	
	Software Licensing

	This service makes select software available for purchase through educational or volume discounts by facilitating campus wide agreements with University software vendors who provide educational discounts for Apple, Microsoft, Filemaker, Adobe, and other products. Also coordinates site license and volume purchase agreements of software in association with the UC Office of the President. This service helps save money by pooling our resources.

Note: ITS is not providing software license tracking services.
Criteria: Population of users is broad and campus wide. Enhances productivity campus wide, but population is not a driver of cost.




	Business & Administrative Services 
	

	IU Admin Costs
	Administrative cost directly associated with IU Services/Activities.  

Note: Administrative costs are included in the Info User in a way that reflects their historic inclusion in network and telecommunications service budgets converted to the IU base. 


	Non IU Admin Costs
	Administrative costs not associated with IU Services and Activities




	
	
	
	

	PMG Project Management
	

	
	
	Project Management

	IT Project Advisory Services:  Available to divisions and departments at no cost. 

1.  Initiating project work - problem definition, background research, brainstorming ideas, project selection, and help in the development of a proposal. If needed for larger scale projects, ITS can provide project management as well (usually for a cost).

   2. Coaching through the project phases - assisting project leads in developing and managing steps in a project life cycle, as well as utilization of the template documents such as proposals, scorecards, charters, change requests, and closure statements.

   3. Planning assistance: ITS staff can help in identifying resources, breakdown work, building schedules, auditing phases, and reviewing progress.

   4. Training and consultation - ITS is available to lead seminars, discussion roundtables and courses in project management. As well, help by providing individual mentorship and focused consulting in areas such as project structure, sponsorship, governance, risk management and resource allocation.

Criteria: Population of users is not broad and campus wide.  



	Security, Policy & Guidelines
	

	IT Security Services
	ITS provides security services that help ensure business continuity and minimize business damage by preventing and controlling the impact of security incidents. Services include:
· Email abuse investigation & response

· System vulnerability assessments

· Data Center firewall architecture and management

· Distributed firewall architecture and management

· incident response

· User education/security awareness

Criteria: Population of users are campus wide

	Regulation and Policy Compliance
	This service facilitates the development and implementation of campus policies, procedures, and guidelines that address campus IT requirements.  This includes documentation in support of federal, California State, UC, and UCSC requirements, and facilitation and training with respect to campus IT security requirements. Areas of focus include compliance with:

Health Insurance Portability and Accountability Act (HIPAA)

Payment Card Industry (PCI) requirements

UC Electronic Communications Policy (ECP)

UC information security requirements (IS-3)

Criteria: Although this function minimizes IT risks campus wide and enhances productivity campus wide, the population of users is broad but is not a driver of costs.  (This service is part of the IT administrative architecture)
Note: Minimum Connectivity policy updated to apply to all devices connecting to the network.




	Business Systems, Application Development, & Advisory Services
	

	
	
	Advisory Services
	Advisory Services to help clients understand which of Business Systems services (Application Development, System Selection, and Application Portfolio Management and Support) are best tailored to their individual situations. 
This service is not reflected in the ITS Service Catalog

Criteria: While this service is available to all divisions at no cost, it is in support of divisional (not campus wide) services implementation; and as such, the populations utilizing this service is not broad and campus wide.



	
	
	Application Development and System Selection
	Functional requirements gathering and documentation from both management and operational perspectives.  Solutions research to provide the customer with a variety of options and provide a written analysis designed to facilitate selection of the best solution given the functional requirements.  Develop or facilitate the purchase and implementation of solutions to meet these division specific needs.

This service is not reflected in the ITS Service Catalog

Criteria: This service is in support of divisional (not campus wide) services implementation; and as such, the populations utilizing this service in not broad and campus wide.


	
	
	Application Portfolio Management and Support

	An application portfolio is a group of commercial, open-source or, custom developed software applications that promote a department or division's administrative functions. Application portfolio management includes a full array of support activities including application installation, maintenance and upgrades, as well as hosting, security, backup, recovery, and technical support. Application support services include consolidation of related applications to provide better overall functionality and offering user support and training in business systems function.
This service is not reflected in the ITS Service Catalog

Criteria: This service is in support of divisional (not campus wide) services implementation; and as such, the populations utilizing this service in not broad and campus wide.


	
	
	· Business System Support
· Business Systems Compatibility
· Business System Printing
· FileMaker Database Hosting
· Identity Management (IDM)
	Services have been added to reflect those services in the ITS Services Catalog. 

Criteria: Population of users is not broad and campus wide

	
	
	
	


	Web Services
	

	Web Hosting




	Website space (web page hosting) for any UC Santa Cruz division or department and

does not include access to content management systems.
Includes People Web Pages (www3 aka “people server”

Criteria: Service is available to a broad and campus wide population and is utilized by a broad population.


	
	

	Web Publishing
	Includes Campus WCMS, supporting applications, and is expected to grow and include additional services features. i.e. news or blogging capabilities 

Criteria: Service is available to a broad and campus wide population and is utilized by a broad population
	
	

	Web Training & DIY Resources


	Our training and resources help you develop and maintain your site. These resources are for users of the Campus WCMS, Web Hosting service, and anyone who builds and maintains a web site
Criteria: Service is available to a broad and campus wide population and is utilized by a broad population
	
	

	
	.
	Design & Templates
	This service provides the 2008 version campus templates, along with additional information about design services. The new campus templates (2010) are built into our Web Publishing services, and can be used by other sites with permission of the Web Steering Committee
Criteria: Population is not……

	
	
	Divisional Web Services
	Provided by local web service providers within the Divisions


	
	Instructional Technology

	
	 
	· Audio-Visual Equipment
· Classroom Support
· Computer Labs
· Distance Education
· eCommons
· Faculty Instructional Technology Center
· MyUCSC
· Scantron Scoring 

	Services have been revised to reflect those services in the ITS Services Catalog. 

Criteria: Population of users is not broad and campus wide.  


	
	Media and Event Support

	
	 
	· Media System Design & consultation
· Special Events Support
· Video Conferencing
· Video Production
	Services have been revised to reflect those services in the ITS Services Catalog. 

Criteria: Population of users is not broad and campus wide.  



� Internet2 and NLR (National LambdaRail) are both national R&E


networks. They interconnect universities and research institutions


via high-speed networks that provide advanced services





1  Red = Added this year,  Blue = Service Catalog link
Red = Added this year,  Blue = Service Catalog link
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