
ANnual 
technology 
survey 
Faculty, Staff, & Students 
AY23-24 



Primary Role at the University 



CUSTOMER SERVICE 



overview - CUstomer service 
Note: 

Mean Values 
are out of a 
maxiumum 
score of 10 



94% of Faculty, Staff, & 
STudents know how to 
request IT services 



technology self-service is important to faculty, Staff, & STUDENTS 

What's Coming in 2024-2025 

 TECHNOLOGY 
KNOWLEDGE BASE 
INCLUDING A FULLY POWERED 
TECHNOLOGY LLM FOR 

MUIT SERVICE 
TEXT/WHAT'S APP 
INTEGRATION 
OPTION FOR IT ASSISTANCE 



Timeliness of IT RESPONSE is a top priority for AY24-25 

What's Coming in 2024-2025 

NEW IT SERVICE 
MANAGEMENT SYSTEM 
INTEGRATED WITH MYMU 

REDEFINED SERVICE 
PROCEDURES & EXPECTATIONS 

FOR MUIT TEAM 

IT SERVICE & 
EXPERIENCE MANAGER 
ROLE ON THE MUIT TEAM 



IT COMMUNICATIONS & CHANGE MANAGEMENT Procedures ARE IMPROVING 

What's Coming in 2024-2025 

SHARED GOVERNANCE 
UPDATES FOR TECHNOLOGY 

DECISION MAKING 
TECHNOLOGY OUTAGES & 
STATUS UPDATE PAGE 
ON THE NEW MYMU 

NEW & IMPROVED 
IT COMMUNICATIONS PLAN 



MANDATORY 
CUSTOMER SERVICE & 
DESIGN FOR DELIGHT TRAINING 

FOR MUIT STAFF 

Greater focus on deep 
customer empatHy for a 
delightful experience 



Service support modalities expanding to support chat and ai 

What's Coming in 2024-2025 

DEDICATED PHONE 
SUPPORT STAFF 
& CALL BACK PROCEDURES 

AI-POWERED CHAT 

SUPPORT 
TEXT & WHAT'S APP 

MYMU INTEGRATION 



building a robust IT training & education program 

What's Coming in 2024-2025 

IT TRAINING & 
EDUCATION MANAGER 
RESOURCED ON THE MUIT TEAM 



MUIT's 
Recommitment to 

service excellence 
MUIT recommits itself to delightful 
experiences for Marshall University's faculty, 
staff, & students. 

We aim to receive at least an "8" or above on 
all survey questions moving forward. 

Preferred modalities for it support 



NEtwork services 



overview - Network services 

Note: Mean 
Values are 

out of a 
maxiumum 
score of 10 



Critical network infrastructure upgrades & Residence Hall WIFI 
improvements are needed 

What's Coming in 2024-2025 

UPGRADE OF ALL 

NETWORK 
SWITCH 
EQUIPMENT 

SPLASH ACCESS 
HOME NETWORK 
PORTAL FOR SELF-SERVICE 
SUPPORT OF INTERNET OF THINGS  IN 

RESIDENCE HALLS 



Academic Technologies 



overview - Academic Technologies 
Note: Mean 
Values are 

out of a 
maxiumum 
score of 10 



encourage academic adoption of 
blackboard ultra 

SIMPLIFY COURSE CREATION USING THE 

AI DESIGN ASSISTANT 
CONTENT BASED 
ASSESSMENT GENERATION 



Assess current academic 
technologies for effectiveness 

& support innovation in teaching 
and learning 

What's Coming in 2024-2025 

PILOT OF 
KHAN ACADEMY & 
KHANMIGO AI 
FOR TUTORING 

ADOBE CREATIVE CAMPUS IMPLEMENTATION 

INCLUDING ACCESS TO ALL 
FACULTY, STAFF, & STUDENTS 



modernizing MU's classroom technology infrastructure 
What's Coming in 2024-2025 

ACTIVE LEARNING 
CLASSROOM UPGRADE 
SMITH HALL 263 & HARRIS HALL 130 

DEVELOPMENT OF A 
CLASSROOM TECHNOLOGY STANDARD 
SUPPORTING MULTIPLE MODALITIES 



Enterprise Technologies 



overview - Enterprise Technologies 

Note: 
Mean Values 
are out of a 
maxiumum 
score of 10 



ensure banner upgrades and integrations support operational 
efficiency & improvement 

What's Coming in 2024-2025 

 UPDATE ALL 
INTEGRATIONS 
USING ETHOS & 
MULESOFT FOR 
ANCILLARY SYSTEMS 

COMMIT TO SEMI-ANNUAL 
UPGRADES TO BANNER 

FOR ENHANCED 
FUNCTIONALITY 



Enable full utilization of banner self-service & INtegration 
capabilities 

What's Coming in 2024-2025 

 STUDENT 360 PROJECT 

TO PROVIDE 
A UNIFIED VIEW OF 
STUDENT DATA 
IMPLEMENT SELECT BANNER 
ASSESSMENT FINDINGS 

FOR FINANCE, 
AR, & STUDENT MODULES 



ancillary systems 



overview - Ancillary systems 
Note: Mean 
Values are 

out of a 
maxiumum 
score of 10 



collaborate with MU facilities to ensure all space scheduling occurs 
in ad astra 



Continue MU's paperless U journey with dynamic forms 



Collaborate with advising to further enhance student success with 
eab navigate 



Provide a robust survey tool and training program using qualtrics 



continued integration of MU technologies into the marshall U mobile 
application 



build a robust CRM with a "One Marshall" Mindset with salesforce 



provide a dependable solution for student reporting 



Continued support of critical productivity tools using microsoft 

Top 5 microsoft apps 
Rated by faculty, staff, & Students 



Device management 



overview - Device Management 
Note: 

Mean Values 
are out of a 
maxiumum 
score of 10 



Adhere to a computer lifecycle replacement procedure for employee 
devices 

What's Coming in 2024-2025 

EVALUTION OF 
ALTERNATE FUNDING STRATEGIES 

FOR EMPLOYEE 
DEVICE LIFECYCLE REPLACEMENT 

CONTINUED 
IMPLEMENTATION OF 
INTUNE DEVICE MANAGEMENT 



Continue to Support students with access to software systems in 
labs & remote access 



Implement printing operational efficiencies & a standardized 
purchasing program 



Information security 



overview - Information SEcurity 
Note: Mean 
Values are 

out of a 
maxiumum 
score of 10 



be a gold standard for 
information security in 
higher ed 

What's Coming in 2024-2025 

INFORMATION SECURITY 

EMPLOYEE 
TRAINING PROGRAM 

PROCESS & PROCEDURAL 

ENHANCEMENTS 
FOR INFORMATION SECURITY 



FOR MORE INFORMATION: 
DR. JODIE PENROD, CHIEF INFORMATION OFFICER 

PENRODJ@MARSHALL.EDU 
WWW.MARSHALL.EDU/IT 


