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Introductions

» Sally Smathers
Manager, Contact Center
darvin@ohio.edu

» Jeffrey Wolfe

Director, End User Support
wolfejd@ohio.edu
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Agenda

»Engagement
» Framework
» Implementation

» Qutcomes

Questions welcome throughout the discussion!
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Engagement

“When people are financially invested, they want a return. When people are
emotionally invested, they want to contribute.”

- Simon Sinek
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Why?

» Presidential Priority #1: Continue Improvement of Student Experience and
Success

» OHIO IT Mission: To enhance student success and inclusion by infusing digital

capabilities and student-centric approaches into every aspect of teaching,
learning, and working at Ohio University.

ohio.edu/president
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Leuschel(interim)
Manager, Field

Field Support

Kevin Wilson Randy Nogrady
IT Support Sr IT Support Analyst
Specialist 1]

Jeff Sparks
IT Support
Specialist

Leo Chimo
IT Support
Associate

Parker Haggy
IT Support
Assistant

David Bennett
IT Support
Associate

Dan Post
IT Support
Associate

Jessica Barnes
IT Support
Assistant

Bill Butterworth
IT Support
Associate(AV Tech Il)

Brooks Graham
IT Support
Assistant(AV Tech I)
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Sally Smathers
Manager, Contact
Center

Contact Center

Carly Greiner
IT Support
Assistant

Tyler Baer
IT Support
Assistant

Josh Olmo
IT Support
Assistant

Colleen Phillips
Technology
Support
Coordinator

Provisioning & Requests

Landon Cale
Provisioning Agent
I

Whitney Cavalier
IT Support
Associate

Brian Mitchell
Provisioning Agent
|

Jeffrey Wolfe
Director, End User

Support

Dustin Leuschel
Manager, App
Support

Steve Romine
Manager, Desktop &
Device Engineering

Application Support

Megan
Gadbau-Myers
App Support
Analyst Il

Ryan Niemer
App Support
Analyst |

Lisa Rudy
App Support
Analyst Il

Cody Ross
App Support
Analyst |

Andre Bell
App Support
Analyst |

Tyler Hatfield
App Support
Analyst Il

Rebecca Vickers
App Support
Analyst |

Tiffany Beals
App Support
Analyst Il

Ross Shaffer
App Support
Analyst |

Proctoring Support

Dorinda Hoyd
Proctoring Analyst
Il

Jennifer Romero
Proctoring Analyst |

Roxie Gilbraith
Proctoring Analyst |

Desktop Engineering

Hugh Woods
Desktop Systems
Engineer llI

Ron Williams
Desktop Systems
Engineer Il

Jeff Finlay
Desktop Systems
Engineer Il

Chance Coey
Desktop Systems
Engineer Il

Device Support

Sarah Keenan
Mac Desktop
Support Analyst Il

Ryan Lutz
Desktop Security
Analyst I

Brandon Russell
Device Support
Analyst Il

Mike Croucher
Device Support
Analyst |
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Tier 2 Tier 3

Outside End
User Support

Field Support
Desktop &

Device
Contact Center Engineering

Application Outside End
Support User Support
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Interactions

» A student technology issue may reduce or impair the ability to complete
assignments.

» A faculty technology issue may reduce or impair the quality of the student
learning experience.

» A staff technology issue may reduce or impair the access to important student
resources or information.
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Framework

“A goal properly set is halfway reached.”
- Zig Ziglar
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Leadership Team Pilot

> Current framework — SMART Goals 01 NEW YORK TINES BESTSELLER

> Pilot framework — OKRs MC&SUI’G

o Objective

o Key Results I What

»Book reference
o Measure What Matters by John Doerr

Matters

How Google, Bono, and the Gates
Foundation Rock the World with OKRs

John Doerr
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What is an OKR?

» Objective
o WHAT is to be achieved
o Significant, concrete, action oriented, inspirational, and vague
o Example: Laugh at Jeffrey’s dad jokes during morning huddles

»Key Results
o Benchmark and monitor HOW you get to the objective
o Specific, time-bound, aggressive yet realistic, measurable, and verifiable
o Example:
= Reduce eye-rolls to 50% of total jokes by May 31, 2023
= Reduce audible disgust sounds to 75% of total jokes by June 15, 2023
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blog.alexanderfyoung.com
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OBJECTIVE
Win Super
Bowl

Offense

OBJECTIVE

200 yd/game
passing attack

KEY RESULTS

75% completion

Head Coach

KEY RESULTS

Defense

OBJECTIVE

3" ranked
defense in NFL
KEY RESULTS

Less than
100 yd passing
per game

OBJECTIVE

Make $ for
owners

Special
Teams

OBJECTIVE

25 yd punt
return average

3 blocked punts

General Manager

KEY RESULTS

Head of PR

OBJECTIVE KEY RESULTS

Fill stands
to 88%

News

Scouts Staff

OBJECTIVE OBJECTIVE

Hire 3 colorful Get 2 Monday
players night games

KEY RESULTS KEY RESULTS

Visit top 25 5 ESPN special
colleges features

Publicity
Agent

OBJECTIVE

Highlight key
players

KEY RESULTS

Hire 10 new
cheerieaders
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Application

» Pilot OKRs with my managers
o Visual representation
o Single location
o Quarterly with performance review cycle

»Manager buy-in to OKRs
o Crash course in framework
o Outline of use
o Revisit after one year
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Date Ran,
10/1/2022 - 12/31/2022

We delivered.

We made progress, but fell short of
completion.

We failed to make real progress.

Implement RegisterBlast at all
Campus testing sites to enhance the
student experience by January 15,
2023.

anager, Ap
Progress

on Support

[score __[self-Assessment

Objective

Organize training for new hire,
student and FTE, incorporate IT
Servics OneNote and live trainings
by January 15, 2023.

Director, End User Support

Continue improvement of student
experience and risk mitigation

Implement RegisterBlast at all Campus
testing sites to enhance the student
experience by January 15, 2023.

Organize training for new hire, student
and FTE, incorporate IT Servics OneNote
and live trainings by January 15, 2023.

Re-Organize Team Member effort and
focus to increase depth in support of
Core Technologies such as SCCM,
Intune, Horizon and MacOS

Establish process and support for the
desktop security initiative by January
15th, 2023

Manager, Contact Center

Self-Assessment

Key Results

Modify Athens Campus RegisterBlast
in preparation for cloning Athens
site to setup 5 Regional testing
locations. To be completed by 14
Dec 2022.

Athens site was setup and the 2 new
sites (Zanesville and Eastem) were cloned
from Athens. New Exam Groups were
created on each site in preparation for
Spring semester Launch.

Key Results

Develop and implanment a
dashboard to incorporate mis-
routed tickets via TDX, oportunity
tickets from other OIT managers, to
help track progress to the IT Service
Desk OneNote. By Decl

I have created the dashboard and is
incorporated in to the OneNote, Helps
keep the team accountable. Also on the
dashboard, are tickets that | get contacted
with, to help open conversation and
training.

Modify Athens Testing Center
Accommodation workflows to
implement at the 5 Regional testing
sites. To be completed by 30 Nov
2020.

Completed, pushed to middle of
December to prevent any negative
impacts on the regional campuses
currently using RegisterBlast for student
scheduling (Lancaster, Chillicothe and
Southem).

Create Training guidelines based on
new hires for future trainings,
incorporate OneNote. By Jan 15

This assessment is on 1/9/23. It will be
completed by 1/15/2023. With the
current new hires, this will be revamped
through next fall '23 to encorporate a
full year of training.

Develop Local Admin Guide to assist
5 Regional test sites with
administering Registerblast Professor
and Accommodated Testing tools.
To be completed by 15 Jan 2023.

This was changed to create a local admin
guide for Application Support Analyst to
accomplish Professor imports,
Accommodated Student imports, future
semester exam groups and archiving
previous exam groups. Will be
completed by 15 Jan.
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Mai
Objective
Re-Organize Team Member effort
and focus to increase depth in
support of Core Technologies such
as SCCM, Intune, Horizon and
MacOS Management.

r, Desktop and Device Engineering

Progress

Self-Assessment

Objective

the desktop security initiative by
January 15th, 2023

Establish process and support for

Manager, Field Support

Progress [Score [Self-Assessment

Key Results

Faciliate team colaboration accross
Desktop Engineers and Analysts by
Winter Break Closure.

The anaylsts and engineers are
collaborating daily on most aspects of
the teams daily operations work as well
as routinely sharing knowledge and
facilitating mentorhsip between
engineers and analysts.

Key Results

Develop and implement a test
environment using field support

This has been establish and is working as
machines to determine weather or expected.
not to release updates and upgrades.

Associate Engineering and Analyst
workloads with appropriate team
members by Winter Break Closure.

Engineer and Analyst responsabilitites

a reporting structure

have been identified and
to the team. This information is readily
available on the teams sharepoint site.

compliance of 90% or greater.

using SCCM and JAMF to measure

This is being used and is completed.

Re-Organize Documentation and
Team Communication into a
unified Teams team and Sharepoint]
environment by Winter Break
Closure.

Most documentation has been re-
organized with some remaining code
needing to be placed

into GitHub as part of a project for the

new year. The team has not used GIT to

maintain and develop its code base in

the past and this is needed to properly
i code and code i
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Implementation

“You've /?ot_to think about b/'/%; things while you're doing small things, so that all
the small things go in the rignt direction.”

- Alvin Toffler
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Creating a plan of action

» The framework allowed us to focus on one objective a quarter.
» This is crucial as the day-to-day doesn't stop.

» Key results break down the objective.
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Contact Center — Objective

» Organize training for new hire, student and FTE, incorporate IT
Services OneNote and live trainings.

» Previous State

» Current State
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Ccontact Center OKR’s

»How the OKR is set up in practical use

Organize training for new hire, student
and FTE, incorporate IT Servics
OneNote and live trainings by January

»Key Results help determine if it is feasible to
accomplish.

» Do not pick objectives you will score a 100%

FOREVER
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Application Support — Objective

» Implement RegisterBlast at all Campus testing sites to enhance the student
experience

» Previous State

» Current State
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Application Support OKR's

»How the OKR is set up in practical use

» Steppingstones to complete the
objective.

»Holds the objective accountable
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Implemeant Registerglast at 2/l Campus
testng sites to enhance the student
experience by January 15, 2023.

Modify athens Campus RegisterBlast in
for cloning Athens site to
g locations. To

Accommodation t
implement at the 5 Regional testing

s. To be completed by 30 No

ional 1est site
isterblast Pro
Accommodated Testing tools. To be

compieted 15 Jan 2023.

Laurnk

Completed, pushed to middle

to prevent any n m

nt s uling
the and Southemn).

d to create 2 loczl admin
3ton S
ofessori
Student imports, future
exam groups and archiving
previous exam groups. Will be completsd by
iS5 1an.
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Outcomes

“We are what we repeatedly do. Excellence, then, is not an act, but a habit.”

- Aristotle
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Manager's Perspective

> Overview

»Was this successful?
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Questions?
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Thank you!
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