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Higher Education Is (Now)
an Online Service Industry

Kenneth C. Green, Founder and Director                December 4, 2008
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An opening query

How did you begin your day?

Check your accounts (bank or credit card) ?

Monitor campus data/reports?

Check your online calendar 
(Your schedule? Campus events?)

Respond to an email from your president or 

provost?

Book travel arrangements online?
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An opening query

How did you begin your day?

Check your accounts (bank or credit card) ?

Monitor campus data/reports?

Check your online calendar? 
(Your schedule? Campus events?)

Respond to an email from your president or 

provost?

Book travel arrangements online?

These are all (IT -based) services ï
services that you use or provide to others
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Higher education is a service industry

Key roles: instruction, research and community 
service

Faculty/instructional personnel are one -half the 

total headcount (1.6M of 3.4M total)

Critical role of the ñback enterpriseò

Service priorities now include

More and better services for students

More and better services, data, information and insight for 
campus faculty and administrators

Online services increasingly important ï
and expected!

http://subversion.tigris.org/


TimeTrade Systems, Inc.  | Confidential | 100 Crosby Drive  Bedford, Massachusetts  01730   |   www.timetrade.com

Third decade of the 

ñIT Revolutionò in Higher Education

Source: Kenneth C. Green, Campus Computing The Campus Computing Project
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Two key questions

Why donôt faculty make better use of IT in 

instruction?
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Two key questions

Why donôt faculty make better use of IT in 

instruction?

Why donôt institutions make more effective 

use of IT for services and in campus 
operations and management?
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Consumer experience defines 
campus expectations

What happens off - campus defines 

expectations for on -campus resources 

and services

Campuses playing ñcatch-upò with the 

consumer market
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Icons of the new Internet economy
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Icons of the new Internet economy
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Icons of the new Internet economy
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Credit card capacity on campus 

web sites
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Online degree audit
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The ERP / enterprise problem

© Cartoonbank.com  2008
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The ERP / enterprise problem

Lots of (static) transactional 
data = fallow resource

Challenge: transform data 
into information and insight

Goal: continuous quality 
improvement of resources 
and services

Issue: use data as a 
resource, not a weapon

Rephrase the question: 
What can (must!) we do 
better?

© Cartoonbank.com  2008
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Technology is disruptive

Issues & Impacts

Organizational 
practice & process

Individual
behaviors and
preferences
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Technology is disruptive

Issues & Impacts

Organizational 
practice & process

Individual
behaviors and
preferences

Response

Denial

Anger
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Technology is disruptive

Issues & Impacts

Organizational 
practice & process

Individual
behaviors and
preferences

Response

Denial

Anger

Bargaining
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Technology is disruptive

Issues & Impacts

Organizational 
practice & process

Individual
behaviors and
preferences

Response

Denial

Anger

Bargaining

Depression
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Technology is disruptive

Issues & Impacts

Organizational 
practice & process

Individual
behaviors and
preferences
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Technology is disruptive

Issues & Impacts

Organizational 
practice & process

Individual
behaviors and
preferences

Response

Denial

Anger

Bargaining

Depression

Acceptance

On Death and Dying

Elizabeth Kübler -Ross
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Migrate to SaaS ERP by 2013?
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So now what do we do?

The Gretsky Rule:

Skate to where the 

(digital) puck is going

Client expectations

Enabling technologies

Effective technologies
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Trust, but verify!

Trust : the one key factor rarely discussed 

when deploying new systems/technologies

Can we trust the campus personnel who selected 
the new system? Campus personnel who 

manage the new system?

Can we trust the technology providers?

Will the new system/technology perform as 
promised?
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So now what do we do?

Focus on clients, expectations and services

Attend to technology trends

Invest in infrastructure

Articulate impacts and document outcomes

IT triage

Reminder : we are here to serveéand to 

improve services
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Providing Campus -Wide 

Convenience with 
Student Appointment Scheduling 

Bernadette McMahon, Assoc. VP Information Technology/CIO           December 4, 2008
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Columbia College Chicago

Largest and most diverse private media arts

and communications college in the U.S.

Enrollment over 12,000 full - time/part - time

Most of 1,250 faculty members work in the 

professions they teach
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Columbia College Chicago

Class sizes are small and instruction is 

hands -on; students can often begin classes 
in their major immediately

Faculty and Staff want to give personal 

attention to their students
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Why appointment scheduling?  

12,000 students; 50 offices that need to 

schedule appointment for support or advising

Staff and faculty

Were becoming overbooked

Scheduling frustration became a large issue

Students

Unaware of when staff/faculty were available

Easy access, 24/7 
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What are the goals?

Centralized scheduling with single sign on

Decentralized use of the product for the 

departments

Ability for re -occurring appointments

Departments can view their own 

appointments and notes

Ability for students to 

add/move/change/cancel appointments
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Our unique needs 

Assigning appointments to specific advisors 

by major

Guest feature for Admissions and Student 
Financial Services

Ability for students to enter specific needs

Reminder emails
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Special needs can be addressed
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