
Information Technology (08/18/14) 

 

Goal 3: Expand Instructional Information Technology to Accommodate Growth 

 

 

Prior to moving to the new facilities at Kapolei, UHWO IT had been challenged with 

addressing the increasing demand for IT support and services from the campus 

community with current resources, equipment and infrastructure.  

 

The move to a more technologically advanced campus in Fall 2012 played a huge role in 

alleviating some of those demands.  The new campus at Kapolei provided built-in 

technology in all classrooms and conference rooms, and faculty and staff continue to look 

to new and innovative ways to use technology to support teaching, learning, and 

administration. 

 

We continue to plan for:  

 Continued Campus development and expansion through the year 2018 

 Projected enrollment increases of approximately 12% year over year which 

translates to more students using on-campus resources such as computer 

workstations, wireless network access, and technical support. 

 Corresponding increase in number of instructors, online classes, and use of online 

technologies resulting in increased need for faculty technology support and 

training with specialized AV and subject matter expertise with the HITS 

equipment. 

 

Instructional IT Services as of summer 2014: 

 

IT Service Center, Online IT Help Desk System, and Online Knowledgebase 

The IT Service Center, currently located in the Library, provides call-in and walk-up 

technical support to faculty, staff, and students.  The IT Service Center also serves as a 

location where equipment can be borrowed and feedback/suggestions from faculty, staff 

and students are received.   

 

Faculty and staff submit requests for IT assistance directly into the Online IT Help Desk 

System.  End users are contacted with information on problem resolution and, if not 

immediately resolved, an estimated timeframe for completion is provided. Trouble-
shooting can also be facilitated remotely for faculty and staff to efficiently solve 
certain workstation issues without an office visit if they are on the campus network.   
The Online Help Desk System is used to organize and track all incoming requests; data 

and statistical trending can also be derived from this system.   

 
The Online Knowledgebase provides access to a searchable repository of answers to 
frequently asked IT questions for faculty and staff.  This Knowledgebase is actively 
maintained by the UHWO IT team. 
 

  



IT Equipment for Faculty, Staff and Lecturers 

 

All UHWO faculty and staff are provided with a computer (PC or Macintosh computer; 

desktop or laptop) and software necessary to perform their professional duties.  Most 

faculty members have a printer in their office for low volume printing.  Centralized 

black-and-white and color Xerox high-speed printers are also available.  Computing or 

electronic equipment (such as laptops, electronic writing tablets, external computer 

microphones, document cameras, VCRs, etc.) are available for loan upon request.  

 

A shared lecturer’s office and workrooms have been set up to provide lecturers a place to 

work and meet with students.  The lecturer’s office and workrooms have computers, 

printers, and phones for shared use.   

 

IT Resources for Students 

The Information Commons on the first and second floors of the Library is the 
primary facility for students to access workstations, pay-per-print laser printers, 
and a scanner. The Library Info Commons Computer Laboratory holds 48 computer 

workstations and is open during normal Library hours.  Within the Library Information 

Commons two computer workstations have ADA accommodations with specialized 

accessibility software (CFR 2.13). Visually and/or hearing impaired patrons have priority 

access to these workstations. 
 

Classroom Technology 

Each of the 23 UHWO classrooms is equipped with a dual-boot (Windows/Mac) 

computer with Internet access, an overhead projector, and screen.  Instructors select 

classroom equipment such as the computer, annotator, Blu-ray player, document camera, 

external laptop, etc., using a wall-mounted touch panel. 

 

Computer Labs 

The IT-managed E139 Lab is used as a classroom for academic courses that require 
computer workstations. When courses are not held in the lab, faculty and staff may 
reserve the lab for activities such as hands-on training workshops, library 
instruction, placement tests/proctored exams, and student orientations. The lab is 
equipped with projector, screen, and 40 PC workstations with standard word 
processing, spreadsheet, presentation and database software. 
 
Renovations are being made to the Library Quiet Study room on the second floor of 

the Library.  This Library-managed lab will be equipped with two 84” displays and 24 PC 

workstations with standard word processing, spreadsheet, presentation and database 

software.  IT will manage the workstations in this lab.  The lab is tentatively scheduled to 

be ready by Fall 2014. 

 

A combined classroom/lab for the Academy for Creative Media (ACM) is being set up in 

E140.  ACM classes are scheduled to be held in E140 in fall 2014.  When classes are not 

in session, the room will be used as an open lab for ACM students.  The lab is equipped 

with projector, screen, 21 Macintosh workstations, laptops, a printer, and scanners.  In 



addition to standard word processing, spreadsheet, presentation and database software, 

the workstations will run specialized software for the ACM program.  IT will manage the 

workstations in this lab.   

 

Online Technology Support 

Technical support is provided for Laulima, the course management and collaboration 

system used at UH for teaching and projects.  Laulima training guides are available 

online in addition to one-on-one consultations by request.  Online student tutorials are 

available on common Laulima tools.  ITS also provides a Laulima orientation, tutorials, 

and FAQs on their Laulima support pages for faculty and students. Lecturer and students 

may also request Laulima assistance via the IT Service Center.   

 

HITS (Hawaii Interactive Video Service) 

HITS is a broadcast system used to send or receive classes, training workshops, 
presentations, etc. with participants at HITS sites across the UH system.  UHWO has 
a HITS studio where instructors teach classes or students meet to participate in 
classes originating from other HITS sites. 
 

Instructional Recording Services 

One-day classes, homework review, or other instructional meetings can be recorded 
and streamed on demand over the web. 
 

Wireless Internet Access 

Wireless access is available in all indoor areas on the UHWO campus with coverage 
extending out to open areas near the buildings.  Wireless access is available to all UH 
faculty, staff, and students via secured virtual LAN segments.  
 

Access to UH Enterprise Applications 

UH Enterprise-wide applications, which includes student and financial systems, email, 

and identity management, are supported by the Information Technology Services (ITS) at 

the University of Hawaii at Manoa.  Technical support is available through the UHWO 

IT Service Center, UHWO IT Help Desk System, or the ITS Help Desk at UH Manoa. 

 

UHWO IT Staffing: 

 

At UHWO, the IT Director oversees the Institutional Support and Academic/User 

Support Groups.   The IT director position has been vacant from April – July of 2014 and 

has since been filled on August 4, 2014. 

 

Institutional Support:  

 

As of July 2014, this area is supported by a Manager and an IT specialist along with an 

Application consultant who focused on a Document Management implementation and 

database support.  The funding for the Application consultant ends on September 30, 

2014.  We will not be renewing as we have received approval for a permanent FTE which 

will provide UHWO with continuity in support. 



 

This area supports: 

1. The network and infrastructure design and build out required for wired and 

wireless network providing staff and students with Internet connectivity and 

access to their network file repositories 

2. Servers on campus housing various network management tools, applications, etc. 

3. VOIP phone system 

4. Infrastructure security 

5. Cabling requirements 

6. Backup/failover capabilities on campus 

7. Application, database and reporting support.  

8. They liaison with ITS at UH Manoa to ensure alignment with the overall network 

design across campuses. 

 

Academic/User Support:  

As of July 2014, this area is supported by a Manager, two temp IT specialists and a temp 

media specialist.  Five student assistants monitor the IT Service Center and assist with 

classroom technology and end-user support. 

 

This area supports: 

1. The handling of all IT requests via the UHWO IT Help Desk,   

2. Maintaining campus hardware and software (including faculty, staff offices, 

lecturers’ office,  work rooms, Library Info Commons, ACM and Library labs), 

3. Assistance with technology in teaching, including Laulima (the online course 

management and collaboration system adopted by the UH System),  

4. Operation of the ITV studio, videoconferences, and classroom 

recording/streaming of lectures or presentations, 

5. Maintenance of all electronic classroom and conference room equipment, and  

6. Operation and maintenance of the UHWO Computer Lab.  In addition, 

instructional IT specialists provide campus audiovisual services for academic 

meetings and events (CFR 3.7). 

7. This team also liaisons with UH ITS to provide system level services to the 

UHWO campus. 

 

Other areas of support on campus: 

In addition to the technical support that the IT department provides, two campus offices 

outside of IT have additional technical support staff responsible for:   

 

 Communications: one web developer to maintain and update the UHWO web 

page and to support faculty and staff with web pages and web-based projects. 

 Academic Affairs:  one faculty member who provides instructional design support 

for online programs. 

 

A revised IT Organization Chart was proposed and approved in August, 2014 to include 

focus on these “other areas of support” as well as support for other campus applications, 



databases, reporting and liaison with ITS’ application team in anticipation of growth in 

this area. This area will be the Applications and Database Support group.  Currently, this 

area is supported by the Institutional Support group, however, this model is not 

sustainable as the campus expands. 

 

Support Model Assessment and Projections: 

UHWO IT has looked at leveraging UH-Hilo campus as a model to assess staffing levels.  

UH-Hilo currently has approximately 4000 students and 200 faculty members.  If UHWO 

student enrollment grows at the current rate of 12% per year, UHWO anticipates an 

enrollment of 5300 students by the year 2020 (data derived from the draft of the Strategic 

Plan document).  Staffing considerations also needs to be in alignment with UHWO’s 

business and curriculum objectives. 

 

The organizational structure for IT at UHWO is similar to UH-Hilo.  At UH-Hilo, the 

Chief Technology Officer oversees the Technical Services and Support and Instructional 

Technology/User Services Groups. 

 

Following UH-Hilo as a model for IT support, UHWO would need the following 

allocation of staff to maintain the systems necessary to provide ongoing support for 

faculty, staff, and students: 

 

Technical Services and Support 

 

Staff count: 6 IT Specialists 

 

Areas of support: 

 Network infrastructure 

 Wireless Internet Access 

 VOIP Phones 

 Servers 

 Banner reports 

 

UHWO Institutional Support group handles all these areas, but currently only has two IT 

staff members and a consultant who’s funding ends on September 30, 2014. An 

additional headcount was approved in August, 2014 to replace the consultant. 

 

Instructional Technology/User Services 

 

Staff Count: 5 IT Specialists, 1 Faculty member, 1 Clerical support, 7 Student assistants 

 

Areas of support: 

 

 Faculty training (offered monthly) 



o Workshops cover classroom equipment, Laulima, other support technologies, 

lecture capture, screen recorders, how to help students successfully use 

UH/ITS applications, etc.  Faculty members also guest teach special topics, 

and provide support to and teach other faculty.   

o One-on-one consultations as needed 

o Turnkey services  

 Faculty help themselves 

 Provide assistance and “hold the instructor’s hand” 

 Help convert material for online content 

 HITS 

 Campus-wide faculty/staff Help Desk  (walk-in, phone, email) 

o Troubleshooting and technical support 

o Relies heavily on Laulima support through ITS 

o Student assistants help students or students are directed to their equipment’s 

vendor for support.  For online classes, faculty members help students or 

direct them to ITS Laulima support. 

o Gathers faculty feedback via assistance request tickets  

 Maintenance of classroom technology (26 SMART classrooms, 30 with just 

projection) 

 PC Labs (5 with 30 workstations each, Library lab with 130 workstations) 

 Campus computers (classrooms, offices, etc.) 

 Studio broadcasting 

 Class/lecture recordings 

 A/V services for events 

 

In addition to the technical support UH-Hilo’s IT department provides, several campus 

offices have dedicated technical support staff.  This provides approximately 11 additional 

technical staff (from list below) and several student assistants to assist with IT support. 
 

 Continuing Education: An instructional technologist helps online teachers with 

pedagogy and effective use of Laulima following guidelines for online courses. 

 Library:  three IT staff. 

 Publishing and Web Services:  Web master and graphics staff. 

 
 

Equipment and Resources: 

 

Due to budget constraints, the 3-year replacement plan for faculty and staff computers 

had been on hold since 2011.  Existing equipment was transferred to Kapolei, leaving 

most with computers close to being obsolete.  In addition, operating systems that would 

soon be unsupported (Windows XP, Mac OS 10.4 and 10.5) were still in use.  New and 

replacement computers were purchased only on a mission critical basis. 



In the first quarter of 2014, approval was received to re-start the replacement plan and to 

purchase new computers for incoming new hires.  Replacement computers have since 

been delivered in Summer 2014.  This is a welcome change as faculty and staff rely 

heavily on computers and access to technology to accomplish their work. 

 

Grant funding has also allowed for new technologies on campus allowing UHWO to 

provide expanded services to faculty and students.  The Title III grant has expanded 

coverage of the outdoor wireless network system so that students can work and meet in 

the courtyard and great lawn areas.  It has also provided iPads and iPad applications for 

instructional and student activities use.  BTOP (Broadband Technology Opportunities 

Program) funds has provided additional workstations for the Information Commons and 

Noeau Center.  While leveraging this source of funding is great, we need to remain 

vigilant on ensuring that we can continue to sustain this funding through its useful life. 

 

Space: 

 

Although appropriate space was initially designated for IT at the new campus, funding 

and other priorities resulted in the space being reallocated.  IT staff are currently housed 

in a shared space in the Library. While this relocation is manageable, it may not be 

sustainable as we grow.  Because our equipment is stored in this space, we are not able to 

secure it after hours.  Further, IT staff routinely work with confidential/sensitive tools to 

conduct configurations, backup and general maintenance of our equipment at our 

workstations which also warrants a more secure area.    

 

The area designated as a second HITS studio is used as an IT workroom for storage and 

staging equipment.   

 

The planned server room was downsized and built in an area on campus that is not 

optimal.  The server room is nearing capacity for physical server and storage space and 

portable fans serve as the backup for the CRAC (Computer Room Air Conditioner) unit.  

As we plan for the rest of the buildings on campus, we may need to focus on relocating 

the server room that more closely meets the environmental specifications for support of 

this equipment along with the capacity for expansion. 
 

As funding is secured, more suitable locations for IT staff and the server room will be 

pursued, as well as appropriate work space for setting up equipment. 

  



Data from Fall 2013 and Spring 2014: 

UHWO IT Help Desk System 

Faculty and staff submit IT requests via the UHWO IT Help Desk System.  Lecturers and 

students contact the IT Service Center for technology assistance.  Requests that are not 

answered immediately are submitted into the UHWO IT Help Desk System for follow up 

by staff. 

 

Month/Year 

Fall 2013: 
 Number of IT 

requests  

Aug-13 311 

Sep-13 259 

Oct-13 293 

Nov-13 180 

Dec-13 108 

TOTALS 1151 

 

Month/Year 

Spring 2014: 
Number of IT 

requests  

14-Jan 363 

14-Feb 217 

14-Mar 200 

14-Apr 185 

14-May 194 

TOTALS 1159 

 

IT Service Center 

Established in the first semester at the Kapolei campus, this is the primary location for 

students and lecturers to ask technology-related questions.  Faculty and staff use the 

location as a pick up and drop off point.  Suggestions concerning technology are accepted 

at this location.  Student assistants worked in shifts at the IT Service Center, covering 

most open hours of the Library.  

A log records the number of requests handled at the IT Service Center.  These requests 

include in-person, phone, or email requests that are quickly answered or handled thus 

were not entered into the UHWO IT Help Desk system, so are not included in the data in 

the IT Help Desk section above. 
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Data is provided from Fall 2013 and Spring 2014 semesters: 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
Data from IT Service Center Service Log 

    Semester Type Quantity Category 

Fall 13 Networking 26 Phone, WiFi, etc. 

 
Gmail 9 Mail, calendars 

 
Software/OS 52 Office, RealPlayer, SPSS, MyITLab 

 
PW Reset 12 Student, employee 

 
Laulima 30 Laulima 

 
Printing 63 Print, scan 

 
AV 38 Push-button, etc. 

 
Hardware 15 Computer, monitor,  asset 

 
Misc 31 Reservations, procedures, MyUH 

 
Total 276 

 

    Spring 14 Networking 24 Phone, WiFi, etc. 

 
Gmail 3 Mail, calendars 

 
Software/OS 67 Office, RealPlayer, SPSS, MyITLab 

 
PW Reset 9 Student, employee 

 
Laulima 30 Laulima 

 
Printing 30 Print, scan 

 
AV 9 Push-button, etc. 

 
Hardware 11 Computer, monitor,  asset 

 
Misc 9 Reservations, procedures, MyUH 

 
Total 192 

 



Online Technology Support 

 

A key component of instructional support is for Laulima, the primary online instructional 

platform used at UHWO. Faculty use Laulima for teaching online, hybrid courses, and in-

person or HITS (Hawaii Interactive Video System) courses with online components.  

 

Demand for online support services has grown exponentially since FY 2003 – 2004 when 

22 faculty delivered 49 courses with online components to FY 2013 - 2014 when 160 

faculty delivered 625 such courses (CFR 2.13, 3.7, 4.6). 

 

The following graphs show the rapid increase of online courses as well as use of Laulima 

in general for online, hybrid, and in-person courses. 

 

 

 

 

 

 

 

 



 

 

  



Student Survey 

 

A student survey was conducted in fall 2012.  Results for questions related to IT Services 

are listed below.  

 

 

Q 21. Have you utilized the IT Service Center at the Library counter, 

uhwohelp@hawaii.edu email, or by phone? 

 

Yes    18.87%    57 

No    81.13%    245 

         N=302 

 

Q 22. If you answered "Yes" to Question 21, please rate your experience. 

 

Poor    0%     0 

Below Average  5.26%    3 

Average   24.56%    14 

Good    33.33%    19 

Excellent   36.84%    21 

         N=57 

 

Q 23. Do you utilize the computers in the library for class assignments or research? 

 

Yes    50.33%    152 

No    49.67%    150 

         N=302 

 

Q 24. Do you utilize your personal computer or tablet for class assignments or research in 

the library? 

 

Yes    68.54%    207 

No    31.46%    95 

         N=302 

  



Findings, Status, and Analysis: 

 
UHWO’s IT organization had struggled in recent years to secure adequate staffing, equipment, 

and space. Since the initial assessment, IT has been able to increase the level of 

network/infrastructure/desktop/AV support at the new Kapolei campus.  While the level of IT 

support for instructional services has remained static, we continue to partner with various areas of 

the organization to ensure our level of support continues to meet the growth and expansion in 

curriculum.  It was recognized that the growing enrollment along with additional faculty and staff 

resulted in increased operational and instructional requirements for technology.  Funding for new 

and replacement computers, conversion of temporary staff to full time employees, and space 

allocated to house IT resources and equipment has been addressed in June, 2014.  IT is now much 

better positioned and equipped to meet the demand for increased services and support and we will 

continue to assess resources and equipment needs as the campus continues to expand.    

Recommendations and Plan of Action 
 
We will continue to plan for the future expansion, enhanced curriculum and programs in support 

of the projected growth of the campus.  UHWO IT plans to continue to prioritize future resources 

and levels of support that is in alignment with the campus’ objectives and vision while optimizing 

the investment in IT. 

Based on what we know to date, the following need to be considered and prioritized: 
 
1. A number of positions were identified as essential to support instructional IT needs at 

the Kapolei campus and a staffing plan has been developed.  Additional IT staff in the 
areas of user support, distance learning, and network administration will allow for: 

a. Increased support to assist faculty, lecturers and students. 
b. Expanded training opportunities for faculty to include standard supported 

software (Adobe, Office, etc.), Laulima, and use of new equipment and 
technologies for teaching. 

c. Expertise to ensure the network is properly maintained to optimize and support 
online technologies and operational services. 

d. Expertise to ensure support for applications (web, curriculum and office), 
databases and reporting. 

e. IT staff redundancy. 
 

2. Continue with an established computer refresh program to provide faculty and staff 
with the equipment required to effectively deliver their curriculum and perform their 
work leveraging supported technology. 
 

3. Consider new technologies and other IT services to provide new/expanded services or 
to increase efficiency of existing processes. Leverage the benefits against maintaining 
existing equipment with associated necessary upgrades. 
 

4. Plan for appropriate staff, work, and server space that adheres to environmental specs.  
 

 


