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ABSTRACT 

 

Information Technology (IT) service models used in Ontario’s Colleges of 

Applied Arts and Technology (CAATs) 

 

 
By 

 

Hassan Assiri, B.A., MBA 

 

The effectiveness of IT services is mission-critical to the Ontario Colleges of Applied 

Arts and Technology.  The purpose of this research study was to explore and describe the IT 

service models used across the participating 18 of 22 English language colleges, and to identify 

the characteristics of best practices and most effective leadership and service delivery model(s) 

for current and anticipated future needs. 

The survey data indicate that a lack of baseline information is hindering the participating 

colleges’ ability to reliably asses the efficacy and effectiveness of the IT services, and their 

alignment with the colleges’ missions and visions. The majority of the colleges have processes in 

place to review and prioritize IT projects. However, these are often bypassed by other 

influencing factors, making the processes less reliable and diminishing stakeholder trust in the 

process.  There is generally no broad engagement or participation across all levels of the college’ 

communities for determining IT priorities and decision-making. However, there is a genuine 

desire to provide the IT services that empower the stakeholders to achieve their goals and 

objectives.   This presents an opportunity for IT services leaders to demonstrate a Servant 

Leadership role by enabling all members of the college to achieve their highest performance 

potential. 
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Acronyms, Terms and Definitions 

 
BI (Business Intelligence)  

BI refers to methodology, applications and technologies used to gather, store, analyze and access 

data to assist organizations to make more informed decision 

CIO (Chief Information Officer)   

This is the highest executive position within an IT department responsible for the enterprise IT 

strategy and IT operation to meet the organization’s objectives and goals. CIO focuses on the 

strategic aspects of it, whereas a director/manager is much more focus on the tactical. 

CAAT (Colleges of Applied Arts and Technology) 

CAAT are the 24 publicly supported Ontario colleges that offer career oriented, post-secondary 

education and training as created by provincial legislation in 1965. These colleges are not 

officially called community colleges but may be seen as service their specific community. 

Cloud Computing 

Cloud computing is a model of computer use in which services stored on the internet are 

provided to users on a temporary basis (Collins English Dictionary, nd). In the simplest terms, 

cloud computing means storing and accessing data and programs over the Internet instead of 

your computer's hard drive or corporate servers (PC Magazine, nd). Cloud computing, also 

known as 'on-demand computing', is a kind of Internet-based computing, where shared resources, 

data and information are provided to computers and other devices on-demand can you find 

another reference since Wikipedia is not an accepted valid scholarly resource  
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Community College 

A post-secondary, undergraduate educational institution focusing on affordability, technical and 

vocational training, and to ensure students have a relevant and adequate preparation for jobs that 

require workforce training. Note – although the Ontario colleges are often referred to as 

Community Colleges their official name is Colleges of Applied Arts and Technology (CAATs) 

not to be confused with Community Colleges in the United States. 

CRM (Customer Relationship Management) 

 A system that can be used to manage the overall customer care and management. 

ES (Enterprise systems)  

“An enterprise system is a packaged application that supports and automates business processes 

and manages business data. They come with pre-implemented and customizable modules that 

reflect best practice for common business operations.” (Gulla, 2004) 

Information Governance 

Information governance deals with the implementation of policies, procedures and processes 

around safeguarding corporate information. 

IT (Information Technology) 

In broad terms, IT refers to the use of tools, computers, servers, storage, network and other 

equipment and infrastructure to collect, store and process data. 

IT Metrics 

IT metrics are quantifiable measurements to assist in determining gaps between current and 

desired service performance and operational alignment.  
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ITAL (Institutes of Technology and Advanced Learning)  

ITAL is the designation given by the Ministry of Advanced Education and Skills Development to 

differentiate Ontario colleges who have been given authority to grant up to 15% of their 

programming at the degree level. Conestoga, Humber and Sheridan use this designation in their 

title; George Brown and Seneca College are ITALS that have chosen not to use this designation 

and remain known as colleges. 

ITIL (Information Technology Infrastructure Library) 

ITIL is one of the frameworks used by industry to manage IT Services, operations and 

development. 

ITSM (Information Technology Service management) 

Information Technology Service Management is a set of specialized organizational capabilities 

for providing value to customers in the form of services.   

KPI (Key Performance Indicators) 

KPI are defined as “a set of quantifiable measures (metrics) that a company or industry uses to 

gauge or compare performance in terms of meeting their strategic and operational goals” 

(Investopedia). The Ontario colleges are directed to assess their KPI results annually as a 

quantifiable measure to gauge the institution’s performance in delivering post-secondary 

education. 

Leadership 

Leadership is the process of influencing people to direct their efforts toward the achievement of 

some particular goal or goals.   
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LMS (Learning Management System) 

“A learning management system is a software application or Web-based technology used to plan, 

implement, and assess a specific learning process. Typically, a learning management system 

provides an instructor with a way to create and deliver content, monitor student participation, and 

assess student performance. A learning management system may also provide students with the 

ability to use interactive features such as threaded discussions, video conferencing, and 

discussion forums.” (TechTarget) 

MDM (Mobile Device Management) 

Mobility Device Management is the practice of managing “end point” devices used by 

employees and students. End point devices are mobile devices like tablets and mobile phones.  

The benefits include: 

 Provisioning – easy provisioning to include apps/content based on user profile 

 Security – enhanced security when accessing materials and ensuring endpoints have the latest 

security updates 

 Management – keeping track of mobile devices for upgrade purposes and providing remote 

assistance including remote lock/wipe for lost phones.  

 Application management – distribute mobile apps and updates automatically. 

MOOCs (Massive Open Online Courses) 

Massive Open Online Courses are designed to be offered free of charge to anyone and a great 

number of participants independent of their geographical location.  
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MYAA (Multi-Year Accountability Agreement) 

The Multi-Year Accountability Agreement, mandated for all colleges and universities in Ontario, 

provides the government of Ontario with a way to capture progress in strategic system-wide 

performance indicators. All Ontario post-secondary institutions report on the principles of 

access, quality and accountability. 

OCCCIO (Ontario Colleges Council of Chief Information Officers) 

OCCCIO is a provincial group, established to further the strategic and operational goals and 

objectives of Chief Information Officers and other IT leaders of each member institution.   

OE (Operational effectiveness) 

Operational effectiveness refers to any number of practices that allow an organization to better 

utilize its inputs and perform similar activities better than others.  

OLA (Operating Level Agreement) 

The OLA identifies what the functional IT groups promise each other. The intent is that the 

promises made in the Service Level Agreement (SLA) must be measurable and completely 

supported by the OLA on which the SLA is reliant. The OLA needs to state everything that the 

functional IT groups will need to do, in relation to each other, to support the SLA. 

Outsourcing 

Outsourcing is the process of contracting an external vendor to manage the organization’s 

services. Organizations undertake outsourcing for a variety of reasons, such as to reduce 

operational and capital cost, for talent management, to focus on their core business, and for 

elasticity and flexibility to meet changing demands. 
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PMO (Project Management Office) 

The PMO provides the infrastructure and competence necessary to manage projects through 

project portfolio management, capacity planning, scope management, inter-project coordination, 

overall project oversight, cost estimation, contingency planning, quality assurance, project 

manager’s development, process management and tool support. The PMO advises senior 

management, providing strategic advice, coordination and oversight, while accountable for the 

execution of the project portfolio. 

RI (Research and Innovation)  

RI as used in this study refers to the office of Applied Research & Innovation, which supports 

the applied research, innovation and entrepreneurship activities at Seneca College.  

ROI (Return on Investment) 

ROI is used to determine the value of the investment, return, to the organization against the 

investment. 

Servant Leadership 

Servant-leadership is a Leadership Model first proposed by Robert K. Greenleaf in 1970. It 

provides a theoretical framework for leadership based on the tenet that a leader’s primary 

motivation and role within an organization or community is service to others. 

Service Catalogue 

An IT service catalogue is a list of available technology resources and offerings within an 

organization. The catalogue contains information about deliverables, prices, contact points and 

internal processes for requesting services. 



 

 

xiv 

 

Service Model 

“The definition of a service model is ‘a model that shows how service assets interact with 

customer assets to create value. Service models describe the structure of a service (how the 

configuration items fit together) and the dynamics of the service (activities, flow of resources 

and interactions). A service model can be used as a template or blueprint for multiple services.’” 

(EQ Systems)  
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Chapter One: Introduction 

The purpose of this research study was to explore and describe current Information 

Technology (IT) service models used in Ontario’s Colleges of Applied Arts and Technology 

(CAATs), as reported by participating IT Service Directors, and to identify best practices and the 

most effective leadership and service delivery model(s) for the colleges’ current and anticipated 

future needs. The study sought to identify the efficacy and effectiveness of these various service 

models throughout the service lifecycle, as perceived by the study participants. While efficiency 

is an important variable as well, exploration of that variable is beyond the scope of this study. 

This study gathers and examines the perceptions and experiences of Information Technology 

Service Directors, Managers and Chief Information Officers from 18 of 22 Community Colleges 

in Ontario regarding the nature, purpose and implications of IT Service Delivery models used at 

their institutions. 

In this chapter, I identify the background, purpose, research questions, it’s grounding in 

the Servant Leadership model (Greenleaf, 2002) and describe why this study was warranted. 

Chapter two presents a review of the relevant literature. The research design and methodology of 

this study are described in chapter three, and the findings and analysis are presented in chapter 

four.  Finally, in chapter five, I discuss the conclusions and implications of the findings for 

policy and practice and for further research. 

Background 

While the focus of this study is the use of technology in educational institutions, it is also 

informed by its use in the business world. Most companies in North America recognize the 
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potential of Information Technology to enhance their productivity and reduce cost, as pointed out 

by Brynjolfsson and Yang (1996).  It is generally believed that benefits could come from 

substituting technology for more labour-intensive tasks, sharing information and reducing 

turnaround time. IT offers great potential and benefit to companies. However, to actually benefit 

from the use of IT, companies must transform themselves in fundamental ways (educause.edu, 

2003). That is true for educational organizations as well. 

To survive in today’s rapidly changing and highly competitive economic landscape, 

organizations must be able to react to changes in the market demands and evaluate their standing 

among their competitors. To meet these ever-changing and increasing demands, organizations 

have embraced technology to help them gather and analyze relevant information to guide 

important decision-making. La Grouw (2011) states Business Intelligence (BI) applications and 

technologies are used to gather, store, analyze and access data to assist organizations to make 

informed decisions. To fully quantify the return on investment (ROI), one must first identify and 

calculate the savings and benefits of acquiring a technology or deploying a related service. These 

systems are in place to help management get a clear understanding of the organization’s overall 

performance and get an accurate understanding of their competitors, to help them in planning 

and control functions. 

Organizations that do not incorporate new transformational infrastructure technologies 

simply go out of business - some sooner than others. The examples are many, but it is 

worthwhile highlighting a few drawn from Carr's discussion of classic infrastructure 

technologies. Recall how steamships displaced the great sailing ships, how railroads put 

the canal companies out of business, how electricity superseded waterpower, and how 
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telephones obviated the telegraph. More recently, we are witnessing the replacement of 

analog media, such as tape cassettes, with CDs and DVDs. Companies that are not 

making use of digital technologies in the entertainment field are being left in the dust. 

The impact of digital photography on traditional industry leaders such as Kodak is 

devastating. (educause.edu, 2003, para 9) 

 IT offers a great deal of customization and flexibility, enabling companies to 

accommodate individual product/service needs.  

Macehiter and Ward-Dutton (2005) point out: 

The process through which business people and IT delivery organizations collaborate to 

create an environment in which investment in IT and delivery of IT services reflect 

business priorities, whether IT services are sourced internally or externally; and in which 

business priorities, are influenced by understanding of IT capabilities and limitations. (p. 

2) 

Advances in technology, such as telecommunication and the internet, have allowed 

organizations to engage in changes that once seemed impossible.  Successful firms use 

technology to create a business advantage. Technology is used as a business strategy to make the 

firms more competitive and more profitable. Firms have an advantage if they use technology 

appropriately in different stages of their organization, their product life cycle and operation to 

streamline and simplify their operations, differentiate their products/business from competitors, 

and deliver products or services to customers different from their competitors. Educause, 

possibly North America’s most influential journal focused on technology issues impacting 

academics, emphasizes this point: 
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Well-managed and well-supported technology infrastructure has become a competitive 

necessity in the national economy, not as a competitive differentiator but as a tool to 

redesign service and production processes as the basis for competitive innovations that 

can improve quality, unit cost structures, market reach, and customer convenience and 

satisfaction. (educause.edu, 2005, para. 11) 

The advances in technology make it easier for businesses to implement a system that 

could be used to manage overall customer care and management. I would argue that, because of 

the unique supporting role of IT services in today’s academic contexts, the principles of Servant 

Leadership (Greenleaf, 2002) are particularly relevant to the essential role of IT Services 

Directors.  

Customer Relationship Management (CRM) is a term that is relevant to the focus of this 

thesis. Customer Relationship Management (CRM) is just one of the many "Three Letter 

Acronyms" that have been coined by the IT industry as a generic term for what is actually a 

diverse range of application software products and services. A simple description of CRM is the 

automation and integration of the business processes that enable an organization to find, win, 

keep and grow more customers (business-advantage.com, 2002, para. 6). 

Organizations are under tremendous pressure to do more with less. While organizations 

are looking for alternate ways of service delivery, such as outsourcing those services as cost-

cutting measures, they should be aware of challenges as well as benefits. Cloud computing has 

provided a unique alternative to software, platform and infrastructure as service.  

The first ‘Cloud Computing’ conversation we have with our clients often starts with the 

question ‘What exactly is the Cloud?’, but becomes much more interesting when we 
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move on to ‘What does (or should) the Cloud mean to my company?’ These questions 

lead to rich discussions about what cloud computing promises to become as a 

foundational element in global enterprise computing and the approach they should take 

within their own firms. Most of our clients are exploring and/or experimenting 

with some aspect of the cloud today. What they seek is a roadmap that allows them to 

capitalize on the operational benefits of current cloud offerings, while establishing a 

migration path towards a business and architectural vision for the role cloud computing 

will play in their future. (Deloitte, Winans, Brown, 2009, p. 4) 

Technology impacts every area and phase of organizational planning and activities. The 

introduction of technology into a business’ culture can promote or disable the organization’s 

ability to meet its goals. It is imperative that the path to technological advancement, from 

technological insufficiency, is planned and a culture of acceptance created around it (Chuttur, 

2009). A firm’s online presence influences all the other activities of the firm, such as marketing, 

promotion, sales, order entry and fulfillment, accounting, customer service. These will influence 

the price and overall profit of the firm. Businesses need to modify their ongoing operations to 

take advantage of online potential and avoid costly potential problems. Companies that want to 

have access to otherwise inaccessible markets and want to have a global presence are now able to 

bridge the gap using technology.  For example, the advances in technology have helped financial 

service providers to expand their presence to other parts of the world as well as within the 

domestic market. In proceeding through the approval process for the adaptation of technology as 

short-term or long-term strategies, it is imperative that a sound, well-developed business case be 

prepared. The business case enables management to fully understand the purpose and the 
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benefits of the technology to the organization’s vision and objectives for years to come. The 

capabilities of IT can be used effectively to help organizations with their strategic planning, and 

in determining the vision and direction for organizational services. On the other hand, the 

organizational plan, vision, and objectives serve as a framework for strategic technology 

planning. The findings of this research study will increase our understanding of the elements of 

an effective, IT based service delivery model that adds value to institutional goals within the 

academic context of the Ontario Colleges. 

In the 20 years that I have been engaged in leadership roles in IT services within the 

educational context, Information Technology has been used by Ontario CAATs for many years 

(ever since it became readily available and financially viable) to support both administrative and 

academic activities. The challenges faced by the Ontario CAATs as corporate entities are 

essentially no different from those supporting Information Technology and its alignment with 

business strategies and outcomes. Furthermore, because of their professional expertise that is 

very different from the expertise of academic leaders, IT Services Directors are in a unique 

position to provide strong leadership with respect to decisions related to the use of technology 

that will support the academic goals of the institution.  Educational organizations need strong 

leadership in both academic and supporting IT services to achieve their academic mission, which 

is ultimately to serve the learning needs of their students. Consistent with the principles of 

Servant Leadership, Laub (1999) states that effective leaders see it as their responsibility to help 

others in the organization grow towards their full potential by providing opportunities for new 

learning, not just for students, but for all stakeholders. Laub states further that effective leaders 

focus on the building community. The concepts of inclusivity, empathy, acceptance, and 
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foresight that Laub identifies are aligned with the Servant Leadership model (Laub, 1999), and 

provide a positive and proactive mindset in managing all aspects of the educational institution, 

including IT services.  The paradoxical term “Servant Leadership” is inclusive of personal 

service to one’s community and society, regardless of one’s position as Block (1996) points out.  

At the Canadian Colleges Council of Chief Information Officers (OCCCIO) meeting in 

November 2009, and their meeting with the college presidents, the IT directors and the Ontario 

colleges’ CIOs (as members of the executive team responsible for information technology 

strategic planning, policy, resources and contribution to the development of the institutional 

strategies and directions) expressed a desire that there be greater collaboration among the 24 

colleges in Information Technology service solutions and technologies.  There are many benefits 

in sharing services. It allows institutions to offer otherwise unsustainable services, securing cost 

savings, improving quality, addressing the growing demand for collaborative learning and 

teaching and improving the scalability of systems.  

Statement of the Problem Situation and Why this Study was Warranted 

To enable the Ontario colleges to achieve their academic goals, it is essential that It 

Services Directors reflect on their own practices in IT services, and understand and identify best 

practices and the most effective leadership and service delivery model(s). It is essential that they 

clearly identify the efficacy of IT strategies (that is the value that IT Services provide for the 

colleges), their effectiveness (how well these strategies achieve their intended goals), and their 

efficiency (in the most economical and sustainable way). This study sought to do just that. 

The difficulties and challenges that IT leaders face in forming, managing and analyzing 

strategic IT vision and thinking are well known. It is understood that there must be a formal 
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structure that values and enforces the idea at the core level. For example, Kaplan and Norton 

(2001, p. 1) state that, “… the ability to execute strategy can be more important than the strategy 

itself.”  In the academic context, this means that strategic leadership in the implementation of IT 

services is as important as academic leadership in enabling the institution to achieve most 

effectively its goals and mission. There are many aspects of the economy and operations - be it 

internal or external - that influence and impact the strategies that are employed to see that 

organizational goals are realized. Kaplan and Norton (2001, p. 1) state that, in their study, the 

“managers cited strategy implementation as the most important factor shaping management and 

corporate valuations.”   However, IT leaders often find themselves preoccupied with dealing 

with the current business at hand rather than strategizing and thinking through the process and 

analyzing all aspects of the operation.  I believe that the ability to focus on and execute a strategy 

is one of the major challenges that IT leaders face to provide the leadership for strategies that 

will meet current and future needs of the Ontario colleges.  

  IT Services Departments in Ontario’s Colleges of Applied Arts and Technology face the 

same difficulties and challenges that businesses do, and the colleges are undergoing 

transformational change to address these.  With ever-increasing pressure to drive operating 

efficiencies, reduce costs and fuel growth, in addition to meeting the demands of a technology 

savvy generation (i.e., the Millennials), colleges must facilitate future-oriented strategic 

innovation as part of their plans.  For IT Services Leaders, what is needed is insight into IT needs 

and what is possible, and the ability to identify effective leadership in IT services to facilitate the 

work of the entire college community.     
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 The use of information technology has become so important to Ontario colleges that IT 

support must be carried out effectively, with the highest efficiency, and be easily accessible to all 

stakeholders.  The way technology is defined and used varies considerably within individual 

colleges and across the 24 Ontario colleges, which makes the management of technology a very 

different challenge from what it was in the past. What is needed is effective collaboration in 

Information Technology service planning and in the discussion of service solutions and 

technologies. There is an ongoing concern among the CIOs of the Ontario colleges that there is a 

growing gap between service needs and service delivered, projects prioritization and the 

allocation of limited resources to the colleges’ many information technology projects and needs 

within the specific academic context of the colleges. A former Dean of Technology whom I 

interviewed put it this way: 

….IT has a huge role to play in finding cost savings, in finding better solutions, in 

making sure that the solutions all talk to each other and implementing some sort of 

comprehensive solution as opposed to a dog’s breakfast, which is everybody 

implementing their own and then not being able to pull data from anything or not having 

anything to talk to each other about. (DT) 

The Ontario colleges have been innovators in the use of technology in teaching and 

learning and in the provision of administrative services, and they desire to continue that 

leadership role.  The colleges are clear in their desire to use technology to better serve, teach and 

communicate with their learners and community (Personal discussions with Chief Information 

Officers (CIO) of Canadian Colleges Council of CIO, CCCCIO, at a meeting in Nov 2009). 
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Solnit (1998, p. 6) states: “The fifth characteristic of higher education in the 21st 

Century, the most obvious of all, is the extensive use of electronic, or information technology.” 

Both internal and external communities are challenging the Ontario colleges to improve 

outcomes, accountability, and access in addition to meeting ever-changing learner needs and 

expectations.  In meeting these challenges, no one group or person is able to understand or 

manage the complexity, set priorities, assess current needs, or prioritize the many possibilities. 

There is a need to collaboratively participate within and across 24 Ontario colleges to identify 

best practices and reduce unnecessary costs of trial and error approaches and to find the most 

effective technologies and solutions to address the gaps in effective service delivery that 

sometimes exist.  

How we understand both the general and specific needs of our various communities 

(academic, administrative and support) has resulted in different service delivery models across 

the Ontario colleges. From my experience of working in IT services within the Ontario colleges 

for more than 20 years as Director of Service Management, Service Delivery and Infrastructure 

Services in one of the largest CAAT in North America, it has become evident to me that each 

institution has a somewhat different model and approach to address these gaps and facilitate the 

alignment of planning, projects, services and communication processes to meet the needs of the 

institution. The findings of this study provide significant insights that address these gaps and will 

be of interest not only to the participating colleges, but also to many academic institutions, not 

only in Ontario, but across Canada and perhaps even internationally, as they are likely struggling 

with similar challenges.  
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Purpose of the Research 

The purpose of this research study was to explore and describe the variety of IT service 

models currently used across the Ontario colleges and to identify best practices and the most 

effective leadership and service delivery model(s) for current and anticipated future needs as 

identified by participating leaders of college IT services. The purpose was to identify the efficacy 

(value), effectiveness (achievement of intended purposes), and efficiency (cost-effectiveness) of 

services provided, as perceived by the IT Services Directors who participated in this study. 

Most often organizations find themselves preoccupied with addressing current challenges 

and business needs rather than strategizing and thinking through the process, and analyzing all 

aspects of the operation. In my considerable professional experience, operational improvement 

has not been the main focus of IT services until recently. In my view, not focusing on operational 

improvement is one of the major hurdles Ontario colleges must overcome to devise strategies 

that meet the current and future needs of the colleges.  

Information Technology Service Management (ITSM) is a set of specialized 

organizational capabilities for providing value to customers (in the colleges these are the 

students, faculty, service, support and administrative staff) in the form of services. In 

Information Technology Services, those capabilities are the people, process, and technology 

needed to deliver services to the College and its users. The value provided is in the delivery of 

services that do what users need them to do and work as promised. This is also known as 

“utility” and “warranty”, that is, Value = Utility + Warranty (IT Service Management). 

Service is a means of delivering value to customers by facilitating outcomes customers 

want to achieve without the ownership of specific costs and risks. For example, Information 
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Technology Services provides storage solutions for a college because it can do so at a reasonable 

cost with appropriate security and support. That way, departments can focus on their core 

competencies, such as education and research, while Information Technology Services focuses 

on delivering the technology they need to do that. 

ITIL®, or Information Technology Infrastructure Library, is a set of ITSM best practices 

(like PMP® is a set of best practices for project management). In fact, it is the most widely 

adopted set of best practices for ITSM. It is non-proprietary and is maintained by experts and 

incorporates the learning experiences and practices of leading organizations. Most major 

corporations have adopted ITIL®, and many universities have as well (What is ITIL® Best 

Practice? n.d.). 

The reason that ITIL® is so popular is that it provides many benefits. The ITIL 

framework helps the organization to better align the services with the corporate priorities and 

objective while ensuring the IT costs are known, tracked and managed. To meet these objectives, 

the organizations must manage the full life cycle of the services by constantly reviewing the 

effectiveness of the services through established metrics and Key Performance Indicators (KPI), 

and measuring the life cycle against the negotiated and agreed service levels. By examining and 

comparing the agreed services level versus actual, the services can be monitored over time 

against historical and baseline data to ensure service predictability and consistency.   

ITIL® was created in the 1980s by the Office of Government Commerce in the United 

Kingdom (https://www.gov.uk/government/publications/best-management-practice-

portfolio/about-the-office-of-government-commerce).  The current version is ITIL® v3 2011, 

and its basic concept is based on the lifecycle of a service.  In total the current set of best 
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practices is split into five Service Lifecycles that are made up of 24 processes and four functions 

as depicted in Figure 1. 

 

  

 

 

Figure 1: ITIL Service Lifecycle 

Source: Image: © Crown 2007 (Note: I made several attempts to connect with the copyright 

owner to request permission to copy the image but received no reply). 

 

Information Technology Infrastructure Library (ITIL) is one of the frameworks used by 

industry to manage IT Services, operations and development. As part of my study, I compared 
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and contrasted my findings of the Ontario colleges' IT service delivery models with ITIL. 

According to the official website of ITL: 

ITIL® is the only consistent and comprehensive documentation of best practice for IT 

Service Management. Used by thousands of organisations around the world, a whole 

ITIL philosophy has grown up around the guidance contained within the ITIL books and 

the supporting professional qualification scheme.  

ITIL consists of a series of books giving guidance on the provision of quality IT services, 

and on the accommodation and environmental facilities needed to support IT. ITIL has 

been developed in recognition of organisations' growing dependency on IT and embodies 

best practices for IT Service Management. 

The ethos behind the development of ITIL is the recognition that organisations are 

becoming increasingly dependent on IT to satisfy their corporate aims and meet their 

business needs. This leads to an increased requirement for high quality IT services. 

(ITIL-officialsite.com, 2010) 

 In this study, I reviewed the practices and services reported by participants, and identified 

issues and strategies for improving services to meet the requirements of the Business Plan, build 

collaborative relationships for effective services, establish a supportive culture and implement 

processes for consultation and decision-making. 

Rationale and Personal Significance 

 I was motivated to conduct this study because I want to contribute to the much-needed 

enhancement of IT services in the Ontario colleges. For the past 20 years, I have provided 

leadership for a myriad of Information Technology services and activities at Seneca College, one 
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of Ontario’s largest CAATs.  I have successfully provided leadership for an organization that is 

highly dependent on complex, multifaceted information technology environments. My 

responsibilities have included procurement, recommendation of technology solutions, academic 

IT planning, curriculum consultant, application development, security advice, High Performance 

Computing, and other related duties. I value and practice collaboration and respectfulness and 

understand the importance of structure and process as I work to lead in the service of strategies 

that transform, strengthen and improve services and business processes to support the College’s 

mission and vision. I work collaboratively with IT managers and the college community to 

establish policies, procedures and standards that effectively guide complex information 

technology operations. I appreciate the challenges and understand the needs; at the same time, I 

have a larger view afforded by my role and involvement in various activities such as feasibility 

studies, the Business Continuity development, government bodies, and committees. I believe in 

and practice constant, clear and engaging communication with all levels in the organization. I am 

active in regional, national and international efforts related to High Performance Computing, 

optical networking, information security, Open Source, and customer service through various 

organizations. 

In my current position, I am responsible for providing leadership, strategic direction, 

technical and administrative decision-making for information technologies impacting the entire 

College through the development, implementation, maintenance and support of the Project 

Management Office (PMO), Customer Relationship Management (CRM), Research and 

Innovation (RI), IT Security Office, Academic IT plan and Information Technology 

Infrastructure Library (ITIL) Service Management. I am responsible for directing the 
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development of a set of strategies, processes, and associated technology enablers designed to 

improve the interactions and engagement of the stakeholders we serve: faculty, students, staff, 

academic leaders, service areas, and senior executive. I am responsible for developing a roadmap 

to enable improvements in the quality and reliability of IT services and the service management 

capabilities they depend on. I am responsible for directing the development, design, 

implementation and management of an ITIL based Services Framework. I work closely with 

Ontario colleges’ Chief Information Officers (CIO) and IT directors in the development of 

partnerships to enrich college services and shared services and practices.  

Over the years, I have experienced tensions that exist from time to time between 

academic needs and IT services.  By exploring and identifying the elements of best practices in 

the delivery of IT services, some of these tensions may be diminished for the ultimate benefit of 

the students who are the “raison d’étre” of all of us who work in the Ontario colleges and similar 

institutions. The study findings and identification of best practices, around identifying 

organizational needs and translating them into technology solutions, are important to my College 

and my own role, and they may be informative for others who have similar responsibilities and 

goals for IT services in their academic institutions. The insights gained may improve the ability 

of IT leaders to see the big picture and take a longer range, broader business perspective, be a 

change catalyst and be a more effective partner, understand the institutions’ goals and needs, and 

work together to help achieve each other’s goals. Fullan (2003) reminds us: 

The environment cannot be improved only from the top. The top can provide a vision, 

policy incentives, mechanisms for interaction, coordination, and monitoring, but, to 

realize this vision, there must be lateral development- that is, people at one’s own level 
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giving and receiving help across schools. In this way, the moral imperative becomes a 

palpable, collective endeavor. (p. 47) 

Research Questions 

This study sought to answer the overall question of “What are the most effective IT 

leadership and service delivery model(s) for current and anticipated future needs of the Ontario 

colleges, as identified by participating leaders of college IT services?  The specific research 

questions that drove this study were: 

Research Question #1: What are the elements/characteristics of service delivery models 

employed in the participating Ontario colleges as reported by their IT Services Directors? 

Research Question #2: What are the strategies in service excellence, design, transition, 

operation, and the quality of service improvements in each of the colleges surveyed? 

Research Question #3: How are the strategies in service excellence, design, transition, 

operation, and the quality of service improvement assessed and benchmarked in the colleges 

surveyed? 

Research Questions #4: What are the future challenges that IT management should 

anticipate as perceived by the participating Chief Information Officers (CIO) and IT directors of 

the Ontario colleges included in this study?    

Theoretical Frameworks 

This study is grounded in two theoretical frameworks, Greenleaf’s Servant Leadership 

and Lewin’s Force-field analysis of change. I describe these models more fully in Chapter two. 
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Servant Leadership. The first theoretical framework addresses the Servant Leadership 

dimension as it applies to leaders of college IT services, as defined by Greenleaf (2002) in his 

book Servant leadership: A journey into the nature of legitimate power and greatness.  

In academic institutions, IT services are essential partners of the academic side of the 

house. Because of their unique expertise, leaders of IT Services departments are relied upon to 

provide leadership in the formulation and implementation of effective policies that have far-

reaching impact on the institution and protect the organization from legal consequences by 

ensuring compliance with relevant regulations, such as the protection of privacy legislation.  

While their academic impact is most important, effective IT Services also create a policy around 

ongoing management of the demand for scarce resources.    

The concepts and values of Servant Leadership provide an important framework for 

ensuring the long-term impact and related management and leadership approaches, such as 

continuous service quality improvement. Servant Leaders are motivated first to lead in service - 

not in a negative sub-servient way, but rather, clearly committed to investing their special 

knowledge, expertise and skills in enabling the organization and its stakeholders to succeed in 

the achievement of institutional goals. Servant Leadership begins with a genuine desire to 

provide leadership that is outwardly motivated rather than ego-centric. Servant Leaders make a 

conscious choice to make sure that other people’s highest priority needs are being served for the 

ultimate good of the institution and its community. Purkey and Siegel (2002) state “that 

leadership involves teaching and mentoring, as one of the major requirements of leaders is to 

invite others toward service” (p. 181).  Servant Leadership has the potential to be a positive force 

for desired change within complex educational organizations as they are faced with many 
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competing needs and interests and limited resources. As educational institutions embrace and 

recognize the benefits of online learning, it is necessary for them to also understand the support 

implication. Educational institutions need to invest as much in technology and technical support 

as they do in course development and faculty training. 

The CIOs and IT Services Directors have the expertise and responsibility for providing 

effective leadership in this endeavour.  Januszewski and Molenda (2010) state that  

…. the key role of technology is not so much to present information and provide drill and 

practice (to control learning) but to provide the problem space and the tools to explore it 

(to support learning). In such cases, the immersive environments and cognitive tools 

educational technologists help design and use are created to guide learners, to make 

learning opportunities available, and to assist learners in finding the answers to their 

questions. (p. 4)  

The Servant Leadership framework is appropriate for the analysis of my study findings 

since service to its constituents is in essence the mandate of all IT departments. IT has changed 

the global education ecosystem and has impacted the future workforce. As such, IT is not itself 

the goal, but rather IT services exist to support the main institutional missions of education and 

research.  Higher education institutions are dependent on IT to improve student success by 

enabling faculties to better deliver relevant course content and enhance administrative functions. 

IT Services Directors should stimulate innovation, through in-depth analysis and understanding 

of the academic needs, by enhancing service capability and by procuring new teaching and 

learning technology initiatives that will transform the student learning experience. As Januszeski 

and Molenda (2013) point out: “Educational technology is the study and ethical practice of 
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facilitating learning and improving performance by creating, using, and managing appropriate 

technological processes and resources”. (p. 1) IT services in any organization provide an 

essential supporting role to enable the organization to achieve its mission and mandate. 

Kurt Lewin’s Theory of Force-field Dynamics in change. The second theoretical 

framework that grounds this study is Kurt Lewin’s theory of Force-field Dynamics related to 

organizational change (Lewin, 1943). This framework is applicable to the purpose of this 

research as well, in that the findings identify forces that facilitate change in IT Services and 

others that make change difficult (i.e., forces against change). It is my hope that the 

recommendations that will flow from the findings will result in organizational change in the 

Ontario colleges which are the focus of this study. It is my hope that the data will encourage the 

colleges to move to more effective IT service practices and strategic leadership of IT Services 

Directors.   

Lewin views organizations as systems that are not static but where a dynamic balance 

(equilibrium) exists between forces for and against change.  For organizational change to occur, 

those forces that seek to promote change (which he calls “driving forces”) must be stronger than 

the “restraining forces” that seek to maintain the status quo (Lewin, 1943). This study explored 

both the restraining and driving forces that mitigate the change potential in participating 

organizations, and in their IT services, as IT leaders strive to introduce and implement identified 

best practices for current and future IT needs of clients in the academic communities they serve. 

Scope and Limitations  

This study included only the 22 English language colleges in Ontario; it did not include 

the two French language colleges because of the language challenges that this would have 
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presented for this research.  While the findings of this exploratory descriptive study will inform 

institutional policies and practices, the findings are specific to the colleges participating in this 

study; there is no intent to generalize the findings to other Canadian colleges, particularly since 

the Canadian Constitution (Canadian Constitution Act, 1867/1982) assigns jurisdiction over 

education to the provincial governments.  As a result, the context for IT services in educational 

institutions varies considerably across the provinces, despite some common and shared 

challenges. Given that 14 (64%) of the 22 Ontario colleges participated in this study, it is 

reasonable to assume that the findings are relevant to many of the Ontario colleges – at least in 

some aspects.  

It was my intention to review the current outsourcing policy and practices employed by 

the colleges to gain a better understanding of their long-term strategy for future outsourcing of 

various services. The questions I asked in the survey to be distributed to participants were 

intended to provide insights into the rationale behind the outsourcing decisions and their impact, 

focusing on the cost (efficiency) and effectiveness of outsourcing. The Office of Institutional 

Research distributed this study questionnaire survey on-line on my behalf and unfortunately, 

unbeknownst to me the section of questions related specifically to outsourcing were accidentally 

omitted from the questionnaire (Appendix C) which was distributed to the participants across the 

province.  This means that data related to outsourcing was not gathered as I intended.  Further 

research is needed to explore the specific links between the decision-making process for IT 

service outsourcing and the effectiveness and efficiency of those approaches,   

My own extensive professional experience in IT services in several leadership roles 

associated with the Ontario colleges is both a strength and a limitation. Over a period of more 
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than 20 years I have provided leadership for a myriad of Information Technology (IT) services 

and activities at my home college, which has provided me with an immense amount of 

appropriate experience in managing IT services, and identifying and aligning these IT services 

with institutional needs. This experience undoubtedly influenced my perception of the IT service 

delivery pertaining to this single educational institution. My collaboration with other Colleges of 

Applied Arts and Technology (CAAT) has provided me with an external spectator view of how 

IT services are delivered in other colleges.   

However, my considerable experience is also a potential limitation in that it coloured the 

lens through which I explored and analyzed the data. Creswell (2014, p.202) states the 

“interpretation of the findings is shaped by (the researcher’s) background, such as gender, 

culture, history and socioeconomic origin”. In my case, my perspectives were impacted by my 

gender, race and socioeconomic standing and years of experience in a range of leadership 

positions responsible for IT services critical to the success of the colleges. I made a conscious 

effort to mitigate this bias by reflecting on my potential biases and remaining as objective as 

possible, recognizing that this was not totally possible, 

Summary and Conclusion of Chapter One 

In this chapter, I have described the nature and background of the problem that is the 

focus of this study, my personal interest in the research, the research questions that drove this 

study and the philosophical frameworks that ground the research.  

This study gathers and examined the perceptions and experiences of Information 

Technology Service Directors, Managers and Chief Information Officers from 18 of 22 

Community Colleges in Ontario regarding the nature, purpose and implications of IT Service 
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Delivery models used at their institutions. This research study focused on the broad perspective 

of IT service delivery models and planning concepts, and on the exploration of models adopted 

by the participating Ontario colleges, which may lead to further study into specific aspects of 

service delivery. It also explored current trends and philosophies regarding the service delivery 

models used. This research gives insights into the main responsibilities and tasks of IT leadership 

and management in higher education institutions, specifically the Ontario colleges that 

participated in this study.   The goal of this dissertation was to gain a greater understanding of 

the process as a whole, rather than individual steps, and the implications for IT leaders. 

Literature relevant to the focus of my study is reviewed and analyzed in Chapter two, and 

Chapter three addresses the research design, methodology and procedures used in this research 

study. Chapter four reports the study findings as they relate to the research questions that drove 

this study, and their relevance to the theoretical frameworks and the literature reviewed. Chapter 

five presents the conclusions reached and implications for policy and practice, further research 

and theory discussion. 
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Chapter Two: Literature Review 

This research study examined the current practices employed by participants in Ontario’s 

colleges to address the gaps in IT services identified by the Colleges’ Chief Information Officers 

(CIOs) and explored how planning, projects, services and communication processes are aligned 

to meet needs of the institutions. This study gathers and examines the perceptions and 

experiences of Information Technology Service Directors, Managers and Chief Information 

Officers from 18 of 22 Community Colleges in Ontario regarding the nature, purpose and 

implications of IT Service Delivery models used at their institutions.   

 This study focused on the educational sector, and further narrowed the focus to Ontario 

colleges. I found a number of research papers related to my topic but they were predominantly 

focused on the private sector. Through my literature review I attempted to gain a clearer 

definition, differentiation, and discussion of the commonalities and differences in dealing with 

service delivery and service lifecycle, and the implications for IT Service Leaders in business 

and implications of those findings for academic settings. This chapter presents the analysis and 

critique of the following relevant themes that I identified in the literature: Information 

Technology (IT) and its impact, leadership in general, the Servant Leadership model, and 

Lewin’s Force-field Analysis model for change, IT strategy, and planned change. 

Information Technology and its impact 

 Today, educational institutions depend on technology to drive digital transformations. 

Yet becoming a digital business involves more than incrementally digitizing critical business 

functions to realize productivity and growth. Educational institutions need to harness technology 
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and talent to achieve the desired effect. They must adapt the culture of the IT organization to 

strategically attract and source the right people. IT must be a partner in driving business value.  

Gartner (2014) states: 

It is critical to CIOs, chief data officers (CDOs), senior business leaders and information 

leaders that the value created by enterprise information programs does not diminish after 

implementation. Competitive advantage in the digital age can only be gained by 

organizations that recognize true success is achieved through permanent changes in 

behaviour. Certainly, organizations invest heavily in information infrastructure and 

resources to support operational needs and create analytic ecosystems that visually and 

numerically advise on business performance. (p. 27) 

Gartner predict that “information governance and MDM will be foundational to improving 

digital culture” (2015, p. 2). Furthermore, Gartner contends that 

Education, globally, is historically a very traditional industry, and that tradition is still in 

the way for many institutions as they try to step up to the main challenge of modern 

society - how to get scalable and affordable quality education, so that all citizens of the 

world can reach their full potential. 

Digitalization of education has slowly risen as a key strategy to achieve this goal over the 

past two decades, since the inception of the Internet. Technology-aided, blended, 

adaptive and social learning, together with flipped classrooms, massive open online 

courses (MOOCs), cloud and mobile, are becoming more than buzzwords as the 

education community, for good and bad, learns how they apply to the goal. (p. 4) 
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At the end of the last century, Tapscott (1996, 1998) predicted the rapidly approaching 

pervasiveness of Information Technology in every area of our lives, and, in the current digital 

age, globally, all societies are dependent on Information Technology for all life activities, 

although to varying degrees of sophistication.  Canadian education leaders also realize that 

technology must be a part of their strategies, but there is no one-size-fits-all strategy. Effective 

education leaders understand the imperative and value of effective IT services and the 

relationship of IT in their efforts to guide the institution toward its goals and address a broad 

range of pressing needs.  Farrell (2015, p. 7) suggests that we: 

Make the customer experience an integral part of corporate culture. It's not enough to just 

pay lip service to customer care or make sure that the network is reliable, appointments 

are kept and service outages are at a minimum - people already expect you to do that. 

Customer care has to become part of overall decision-making, not just selling more 

products and acquiring new customers. 

  Most organizations are working to improve the customer experience. However, their 

main challenge is to identify and prioritize the various customer experience projects. One of the 

main challenges is that no one part of the organization solely owns the customer experience. IT 

plays an important role as an enabler but the projects across business units must be examined, 

supported and implemented. Kenninham, Aksoy and Lerzan (2015, p. 27) report that 

“Montgomery Ward (an American Entrepreneur) recognized that the only way for his business to 

survive and grow was to build a foundation of satisfied customers. It’s just good business. In 

fact, it is a core component of economic theory”. 
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Leadership 

What is leadership? Hughes, Ginnett and Curphy (2002, p. 6) state that “people who do 

research on leadership actually disagree more than you might think about what leadership really 

is.” Does this mean that there is no clear and concise definition of a leader and tasks that are 

associated with leadership? The task of defining leadership is very difficult because of the nature 

of leadership and its complexity. “Most of this disagreement stems from the fact that leadership 

is a complex phenomenon involving the leader, the followers, and the situation.” (Hughes, 

Ginnett & Curphy, 2002, p. 6) 

 Although there are common elements of effective leadership, the nature of leadership 

that is most effective in any given organization or specific situation may vary considerably. As 

Hughes, Ginnett and Curphy (2002, p. 7) stated, “The various definitions can help us appreciate 

the multitude of factors that affect leadership, as well as different perspectives from which to 

view it.” Furthermore, the effectiveness of a leader and one’s style is very much bound not only 

to internal but also to external factors and variables. 

For long-term goals, leaders should make sure that there is a balance between 

assertiveness and establishing a sense of empowerment within employees. Hughes, Ginnett and 

Curphy (2002, p. 20) stated, “The nature of followers’ motivation to do their work is also 

important. Workers who share a leader’s goals and values, and who feel intrinsically rewarded 

for performing a job well” will usually perform well.  Achieving such a balance results in earned 

respect for both leaders and followers. In an environment where creativity, innovation, and 

forward-thinking are advocated at all levels of the organization, an effective leader can act as a 

glue to bond everyone together and act as catalyst to further explore new ideas and opportunities. 
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Furthermore, consistent with the principles of Servant Leadership, the potential of all 

stakeholders will be enhanced in that process. 

In a synopsis on leadership, Mullins (2010) suggests there are many ways of defining 

leadership, but essentially, it is a relationship through which one person influences the behaviour 

of other people.  Mullins goes on to argue that “The leader-follower relationship is reciprocal, 

and effective leadership is a two-way process related to motivation, communication, the 

activities of groups and the process of delegation.” (p. 373) 

It is imperative for leaders to ensure that their group members believe in them and work 

hard to gain their respect and confidence. Sifonis and Goldberg (1996, p. 59) state, “In other 

words, trust is the prerequisite for developing the new organization: it is the critical quality that 

enables the easy and rapid shape shifting necessary to remain competitive in the age of change.” 

Leaders should try to understand problems and provide alternatives and solutions. Leaders 

should provide adequate feedback; communicate the goals, tasks and vision, provide accurate 

information, have regular meetings and keep everyone engaged. 

A successful leader must have a vision for the long-term goals of the team.  These visions 

are nothing, though, without a plan of action and the passion to communicate them for 

achievement of the goals.  Therefore, a leader must be able to transform thinking, plan the route 

to achieve that objective and passionately inspire the followers to reach those goals. 

Leaders must ensure that goals and vision are explained and clearly understood by all 

followers. Sifonis and Goldberg (1996, p. 220) point out, “As leaders, we have a responsibility to 

set the tone, to communicate the goals and to let employees know how things are going.” 

Leaders should encourage, expect and facilitate transparent communication at all levels. Team 
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members should also view transparent communication as integral to their roles. Sifonis and 

Goldberg (1996, p. 211) state:  

Not every leader is the same. Leaders react to the problems facing their businesses in 

different ways depending on the industry sector they are in, the kinds of businesses they 

lead, their own past experiences, and the picture they have of the future – their own as 

well as that of their organizations. 

  The effectiveness of a leader and one’s style are very much bound not only to internal but 

also external factors and variables, including the restraining and facilitating forces referred to in 

Lewin’s force-field analysis. I believe an effective leader will do a good job of setting long-term 

goals and a corporate vision. However, exceptional leaders are those who can adapt, understand 

the uniqueness of each organization, and treat the organization as a living organism with 

different needs and requirements.  Sathye (2004) suggests that:  

Academic leadership poses problems that are distinctly different from leadership in 

business or government agencies ... Private organizations are guided solely by 

considerations of maximizing shareholder value ...  Academic leaders need to stay close 

to teaching, learning, research and scholarship to bring out the best among academics.  

Issues of academic freedom are of great importance and relevance in this context. (p. 5) 

Leaders should take a high level of responsibility for the motivation, coaching and 

growth of employees. According to Bass (1997),  

….leadership has been conceived of as the focus of group processes, as a matter of 

personality, as a matter of inducing compliance, as the exercise of influence, as particular 

behaviours, as a form of persuasion, as a power relation, as an instrument to achieve 
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goals, as an effect of interaction, as a differentiated role, as an initiation of structure, and 

as many combinations of these definitions. 

Leaders are seen as guides for many employees, and as guides, leaders should learn to 

assist employees in forging a path that will be mutually beneficial to the employee as well as the 

organization itself. Information technology strategy provides direction, helps focus efforts and 

builds user confidence through embedded customer service to establish IT as a trusted partner. 

Effective leaders mobilize people behind a shared vision. However, leaders should 

understand that a new vision requires change and individuals react to change in different ways as 

they go through stages in dealing with changes. Heifetz (1994, p. 15) argues, “An alternative 

image of leadership, is one of ‘mobilizing people to tackle tough problems’. Leadership, then, is 

not mobilizing others to solve problems we already know how to solve, but to help them 

confront problems that have never yet been successfully addressed.” (cited in Fullan (2007, p. 3) 

Figure 2 depicts the relationship between IT leaders and the skills and competencies they 

need to possess to be effective and successful in leading, strategizing, transforming IT services 

and aligning them with business objectives. These competencies relate to the roles of the IT 

leader as an IT Strategist foremost, then visionary, trusted advisor and relationship builder. Next 

in importance is the leader’s role as master communicator, promoter and persuader, change 

driver (both as executor and navigator), coach, ambassador and team builder.   
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Figure 2: A model for IT leadership 

Source: Modeling the IT Strategist: A Guide for Existing and Aspiring Leaders 

http://er.educause.edu/blogs/2016/4/modeling-the-it-strategist-a-guide-for-existing-and-aspiring-

leaders   permission to use given by John Suess on Feb 22, 2017. 

 

  In educational institutions, IT leaders must deal with very complex and rapidly evolving 

IT environments and their decisions have a significant impact on all aspects of the institution. IT 

leaders must integrate the diverse needs of many different end-users and the institution. 

Academic leaders must support the interests of faculty, staff and administrations that ultimately 

affect the success of students and the ability of the institution to achieve its mandate. Academic 

leaders focus on the needs of the students and faculties and translate that into a vision that can be 

communicated internally within the organization and across institutions. This vision forms the 

framework for various teaching and services departments to work toward a common goal and to 

ensure the institution’s vision is realized. IT plays an important role in building the foundations 

that enable that realization.   

http://er.educause.edu/blogs/2016/4/modeling-the-it-strategist-a-guide-for-existing-and-aspiring-leaders
http://er.educause.edu/blogs/2016/4/modeling-the-it-strategist-a-guide-for-existing-and-aspiring-leaders
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Because of its relevance to IT leaders, I will now describe in more detail the nature of the 

Servant - Leadership philosophy and framework.  

Servant Leadership 

Because of the “service mandate” of all IT services departments in the Ontario colleges, 

the leadership model that is particularly relevant to the focus of this study is the Servant 

Leadership model.  IT Services Departments exist for the sole purpose of providing support 

services for the core mandate of the Ontario colleges, which is ultimately the academic success 

of students. Greenleaf’s (1977; 2002) conceptual framework of Servant Leadership provides a 

powerful, though somewhat idealistic, framework for the focus of this study, that seeks to 

explore and describe best “service” leadership that provides the services needed by its “clients”. 

Tensions that traditionally exist between academic needs and IT services must be resolved for 

the good of all stakeholders in the institution. “This service by leaders to followers is not an 

obsequious, self-deprecation. Servant leadership theory does not sanction a leader fawning over 

their followers, but rather, simply serving their follower’s legitimate needs in a professional 

manner.” (Hayden, 2011) In demonstrating the principles of Servant Leadership in action, 

Directors of IT Services will provide the leadership required to resolve those tensions and 

facilitate the achievement of the common goals of the institution.   

It is time for servant leadership to make a difference in university governance and 

administration. We badly need leaders on our campuses who are committed to 

fundamental values, demonstrate the importance of high ethical standards, and have the 

courage to raise questions about purpose, direction, and the means to each end. We need 

servant leaders whose decisions are grounded in the highest-priority needs of those 
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served…We need servant leaders who know that it is not about them, but rather it is 

about the future of the entire campus community. (Wheeler & Keith, 2012) 

Spears (1998) distills Greenleaf’s notion of Servant Leadership into ten observed 

characteristics of leader behaviour:  listening, empathy, healing, awareness, persuasion, 

conceptualization, foresight, stewardship, commitment to the growth of people and building 

community (pp. 3-6).  Spears explains why these ten observed behaviours are critical to Servant 

Leadership as quoted here: 

Listening. Leaders have traditionally been valued for their communication and decision- 

making skills. While these are also important skills for the servant leader, they need to be 

reinforced by a deep commitment to listening intently to others. Listening is the forgotten 

skill in communication and leading, and is a critical skill for servant leaders (DeGraff, 

Tilley, & Neal., 2001). 

Empathy. The Servant Leader strives to understand and empathize with others. People 

need to be accepted and recognized for their special and unique spirits. Empathy is 

defined as an emotional response to the perceived plight of another person (Snyder & 

Lopez, 2007). 

Healing. One of the great strengths of Servant Leadership is the potential for healing one 

self and others. Emotional healing describes a leader’s commitment to and skill in 

fostering spiritual recovery from hardship or trauma (Barbuto & Wheeler, 2006). Many 

people have broken spirits and have suffered from a variety of emotional hurts. The 

servant leaders seek to encourage others to achieve their full potential in the interest of 

the whole. 



34 

 

 

 

Awareness. General awareness, and especially self-awareness, strengthens the servant 

leader. Awareness also aids one in understanding issues involving ethics and values. It 

lends itself to being able to view most situations from a more integrated, holistic position. 

Persuasion. Another characteristic of Servant Leaders is a primary reliance on 

persuasion rather than positional authority in making decisions within an organization. 

The Servant Leaders seek to invite others, or convince with sound rationales rather than 

coerce compliance. Researchers have reported persuasiveness-based models to be more 

productive than authority-based models on positive outcomes (Druskat & Pescosolido, 

2002). 

Conceptualization. Servant Leaders seek to nurture their abilities to ‘dream great 

dreams.’ The ability to look at a problem (or an organization) from a conceptualizing 

perspective means that one must think beyond day-to-day realities. 

Foresight. Foresight is a characteristic that enables the Servant Leader to understand the 

lessons from the past, the realities of the present, and the likely consequence of a decision 

for the future. 

Stewardship. Peter Block (Stewardship, choosing Service Over Self-Interest) has 

defined stewardship as “holding something in trust for another” (1993, p. xxiv). Robert 

Greenleaf 's view of all institutions was one in which CEOs, staff, and trustees all played 

significant roles in holding their institutions in trust for the greater good of society. 

Servant Leadership, like stewardship, assumes first and foremost a commitment to 

serving the needs of others. Organizational stewardship describes the extent to which 
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leaders prepare their organization to make a positive contribution to the community and 

society (Barbuto & Wheeler, 2006). 

Commitment to the growth of people. Servant Leaders believe that people have an 

intrinsic value beyond their tangible contributions as workers. As a result, the Servant 

Leader is deeply committed to the growth of each and every individual within the 

institution. “Servant leadership emphasizes follower development and positive job 

behavior, which relate to performance impact, which infers that the positive behaviors of 

followers will mediate the relationship between servant leadership and performance 

impact.” (Searle & Barbuto, 2010) 

Building community. The Servant Leader senses that much has been lost in recent 

human history as a result of the shift from local communities to large institutions as the 

primary shaper of human lives. This awareness causes the Servant Leader to seek to 

identify some means for building community among those who work within a given 

institution. (Spears, 1998) 

This study sought to identify to what extent the Servant Leadership philosophy is (or 

should be?) directing the relationship between IT service leaders and the stakeholders in the 

colleges that they serve.   

A higher education calling suggests that educating students and generating knowledge are 

some of greatest joys one can have. In observing these servants, one quickly notices their passion 

for what they do and their commitment to work though whatever barriers or issues that arise to 

serve the needs of their clientele. Although others often complain about the problems and dwell 

on failures in the past, these servants just work their way forward. Servants know that getting 
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things accomplished is achieved through others so their task is to find ways to make it happen. 

(Wheeler & Keith, 2012) 

Servant Leadership is relevant not only to the IT Services arm of the academy, but also to 

the academic side. They are parallel partners, each with their unique expertise, providing 

essential leadership for the achievement of the mission/mandate of the organization. They serve 

in interdependent and reciprocal roles of “the leader” and “the led” at different times, depending 

on the goal and task at hand. In the context of the pervasive role of technology in every aspect of 

the current academic context, which is only going to increase in the future, it is imperative that 

academic leaders also commit strongly to the principles of Servant Leadership, particularly as 

they relate to IT Services leaders. 

Servant leadership is viewed as a leadership style that is beneficial to organizations by 

awaking, engaging, and developing employees, as well as beneficial to followers or 

employees by engaging people as whole individuals with heart, mind and spirit. (Van 

Dierendonck & Patterson, 2010) 

Greenleaf believed that institutions and departments within institutions exit to serve people, and 

not the other way around.  He stated, 

A fresh critical look is being taken at the issues of power and authority (within academic 

organizations), and people are beginning to learn, however haltingly, to relate to one 

another in less coercive and more creatively supporting ways.  A new moral principle is 

emerging, which holds that the only authority deserving of one’s allegiance is that which 

is freely and knowingly granted by the led to the leader in response to, and in proportion 

to, the clearly evident servant stature of the leader.  Those who choose to follow this 
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principle will not casually accept the authority of existing institutions.  Rather, they will 

freely respond only to individuals who are chosen as leaders because they are proven and 

trusted as servants.  To the extent that this principle prevails in the future, the only truly 

viable institutions will be those that are predominantly servant led. (Greenleaf, 2002, p. 

24) 

Strategy 

Strategy is important in developing a vision, direction and what is needed to meet the 

organization’s needs to succeed. Because of their unique expertise, IT leaders in educational 

institutions are in a strong position to play an active role in shaping the institutions’ strategic 

agenda. The IT Services’ effectiveness and confidence to support the institutional goals and 

develop new technology-supported business capabilities greatly improve as IT leaders are seen 

as strategic partners and enablers. Placet and Branch (cited in Inkpen & Choudhury, 1995. p. 1) 

state:  

In essence, strategy has to do with understanding where an organization will go in the 

future and how it will get there. Most academicians and corporate managers believe 

strategy affects the overall welfare of the corporation, and strategy making is an 

important activity, though a few believe firms are better off without a strategy. Many who 

believe strategy is important, however, find fault with the ability of formalized strategic 

planning processes to deal adequately with the pace of change facing organizations in 

today’s environment. 

What then, is strategy? Is it a plan? Does it refer to how we will obtain the ends we seek? Is it a 

position taken? Just as military forces might take the high ground prior to engaging the enemy, 



38 

 

 

 

might a business take the position of low-cost provider? Or does strategy refer to perspective, to 

the view one takes of matters, and to the purposes, directions, decisions and actions stemming 

from this view? Lastly, does strategy refer to a pattern in our decisions and actions? For example, 

does repeatedly copying a competitor’s new product offerings signal a "me too" strategy? 

Nichols (2010) states 

Strategy is all these - it is perspective, position, plan, and pattern. Strategy is the bridge 

between policy or high-order goals on the one hand and tactics or concrete actions on the 

other. Strategy and tactics together straddle the gap between ends and means. In short, 

strategy is a term that refers to a complex web of thoughts, ideas, insights, experiences, 

goals, expertise, memories, perceptions, and expectations that provides general guidance 

for specific actions in pursuit of particular ends. Strategy is at once the course we chart, 

the journey we imagine and, at the same time, it is the course we steer, the trip we 

actually make. Even when we are embarking on a voyage of discovery, with no particular 

destination in mind, the voyage has a purpose, an outcome, an end to be kept in view.   

(p. 6) 

In my review of the literature I found that strategy is most often defined as the means to 

devise a well thought-out and detailed plan of actions to achieve set objectives through the 

identification of short and long-term goals. 

Strategic Alliances 

Strategic alliances have become an essential operating aspect of most organizations. 

When colleges analyze their next steps, exploring present and future alliances may result in 

strategic alliances that are better suited to the colleges’ goals and objectives. This is particularly 
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evident in the trend for outsourcing services that may previously have been provided in house. 

McDougall (2004, p. 53) quotes Ascenzo, “Outsourcing relationships are becoming more about 

strategic partnering, and as we go forward, we need to align with someone who brings not just 

computing scale but who understands our business”. This reality has the potential to create 

another source of tension within organizational leadership. McDougall suggests the partners 

should have a good understanding of each other's needs and visions, and share important values. 

The partnership should be based on building a high level of trust and concern for mutual well-

being. The partners must develop measures to evaluate and justify the partnership, such as 

business process efficiency and life cycle costs of products. The partners should have a clear 

understanding of the importance of buying into a common vision. The partners should be clear 

about their different agendas. These agendas will form and shape the vision. 

Multi-Year Accountability Agreements in Strategic Planning  

The government of Ontario has established a mandate to improve the access, quality and 

accountability of the post-secondary education system. To achieve these goals, the government 

has mandated colleges and universities to develop Multi-Year Accountability Agreements 

(MYAA) outlining the role of the individual institution, how it is differentiated within the 

province’s post-secondary education system and how each institution intends to contribute to the 

achievement of system objectives.  

The colleges and universities are required to establish strategic initiatives they will 

undertake to maintain and improve their services. These services include many aspects of 

students’ ability to participate and be successful in the pursuit of their educational objectives. 

Subsequently, IT Services planning and strategy have had to be modified significantly to align 
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with the new objectives mandated by the government.  To meet the government mandate to 

broaden the access to post-secondary education, colleges and universities have expanded their 

online course offerings, and institutions have made significant investments in IT infrastructure to 

facilitate course delivery.  Consistent with these requirements, my home institution, “Seneca 

(College) is in the first phase of implementing a web-based software program that enables 

students to request and access academic accommodations at a place, time and means that respond 

to their needs” (Seneca College, 2013-2014 Report Back, p. 6).    

When organizations face increased pressures such as the government requirement 

described above, organizational change is inevitable. I will now explore Lewin’s force-field 

Analysis model as it addresses some of the challenges faced by academic and IT leaders because 

of pressures for change as discussed.  

Lewin’s Theory of Planned Change and Force-field Analysis Model 

Organizational change management is the process of transitioning a person, group or an 

institution from their current state to a desired future state.  In my literature review, I identified 

two main approaches to organizational change: emergent and planned. Emergent change 

“consists of ongoing accommodations, adaptations, and alterations that produce fundamental 

change without a priori intentions to do so” (Weick, 2000, p. 237). The emergent approach 

challenges the notion of developing timetables, objectives and methods to prescribe the change 

in advance. Organizational changes are seen as less dependent on the detailed plan, and instead 

they are linked to internal and external factors such as developments in markets, changes in 

organizational management structure, organizational boundaries and relationships. Emergent 

change is not seen as rational and linear and there is no clear relationship between change and 
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desired performance. Weick emphasises that, in today’s business environment, one-dimensional 

change interventions are likely to generate only short-term results and heighten instability rather 

than reduce it. This point is emphasised by many other writers as well (Genus, 1998; Hartley et 

al., 1997; Senior, 1997).  

Planned change, on the other hand, views organizational change as a process that moves 

from one fixed state to another through a series of pre-planned steps. (Bargal, Gold, & Lewin, 

1992; Burnes, 2004a; Dickens & Watkins, 1999; Hendry, 1996; Lewin, 1947a; Medley & Akan, 

2008). The planned change management process envisions unchallenged transition from the 

current state to the desired state not impacted by the internal and external factors. As depicted in 

Figure 3, Lewin’s (1958) “three-step model” describes the three learning stages of unfreezing, 

changing and refreezing. This approach recognises that for any new behaviour adopted 

successfully, the old one must be discarded. Only then can the new behaviour be fully accepted.  
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Figure 3: Lewin's Three phases of planned change 

Source: Medley and Akan (2008) as cited in Holmes (2016, p. 64). 

 Kurt Lewin’s Theory of Planned Change (1947a) will contribute significantly to the 

conclusions and recommendations resulting from this study. It is important to identify forces that 

facilitate change and those that make change difficult with respect to best practices in IT services 

in the colleges. 

Holmes (2016) states “Most contemporary accounts of organizational change implicitly 

follow Lewin’s Theory of Planned Change (p. 58). In Lewin’s theory of planned change, force-

field analysis seeks to identify driving forces, stakeholders, and group(s) that are against and 

UNFREEZING

• Creates a felt need for change

• Increases motivation to change

• Encourages members to abandon old behaviours and attitudes 
and open up to accepting new ones

MOVING/ 
CHANGING

• Guides members through an interactive process where they 
identify a desired new end state

• Includes determining values, attitudes, and behaviours required 
to support the new organizational vision

REFREEZING

• Focuses on reinforcing and institutionalizing new values, 
behaviours and attitudes required for long-term operational 
success
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those that are for change, to devise strategy to influence each of the identified groups to achieve 

support and gain consensus for the proposed strategy for change. This study sought to do that. 

The organizational structure often, directly or indirectly, has a profound impact on the 

competitiveness of an organization. As we have seen in the recent past, most of the 

organizational changes are in response to changes in economic reality, level of competition, 

consumer buying power, etc. However, each organization must look at its place in the market 

and its future visions before making any drastic changes. 

For this reason, it is useful to explore the essence of Lewin’s concept of Force-field 

analysis.  The concept of force-field analysis was developed by Kurt Lewin (1975) and built on 

his recognition of the interdependence of social units within a larger whole (system). In relation 

to this study, the IT service departments and IT services teams in each of the Ontario colleges 

form “social units” within the larger social system of their respective college and the colleges 

collectively.  In her analysis of Lewin’s model, Janzen (1990) states that Lewin “considers the 

‘life-space’ or psychological field of an individual or a social group to be the environment in 

which individuals or groups operate” (p. 41). Within the boundaries of their unique 

environments, forces both for change (i.e., driving forces) and against any planned change (i.e., 

restraining forces) influence the group’s behaviour. 

Doing it the old way just isn't working. We should learn from and adopt others’ best 

practices. Businesses have traditionally adopted good habits from others. Organizations have 

gained significant through cross-fertilization of ideas shifted from one industry to another, or 

from one country to another. Adapting a model, a framework or an idea to suit one’s requirement 

from similar scenario practices by others has gained momentum in recent years.  
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However, many institutions do not have a good understanding of their own internal 

culture and the impact of the adopted model. Institutions must spend a considerable amount of 

time to study the pro and cons of the prospective business and service delivery model, and its 

relevance to their context.  They may fail to identify the long-term effect on their business 

productivity, communications, creativity, competitiveness, viability, and growth. 

Companies with competitive advantages can hold off the competitors for only so long 

and cannot be complacent. Kodak is a very good example of the companies that enjoyed 

significant market share with products that were superior to others. Changes in technology and 

consumer demands reshaped the film industry toward digital media and means of acquiring, 

storing and distributing photos. Failing to embrace the new technology and acknowledge a shift 

in consumer demands resulted in Kodak losing its competitive edge and market share. Similarly, 

educational institutes are involved in a competitive race to increase their enrolments and funding 

from both public and private sources.  

Force-field analysis was useful for the identification of the challenges IT management at 

Ontario colleges face in managing IT services and resources, and in devising strategies to strike a 

balance between delivering the services needed at the present and changes that need to be 

instituted to improve services and to position the organization to address future needs.  

 Figure 3 depicts the three phases identified by Lewin as envisioned by Medley and Akan (2008) 

as cited in Holmes (2016, p. 64). 

The goal of my research was to explore and describe current practices in IT services in 

the participating colleges with a view to identifying the forces for and against change and the 

implications for Servant Leadership to encourage planned change based on best practices 
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identified. To implement these changes successfully, the leaders in IT services, that is the CIOs 

and IT Directors, will must be very cognizant of those forces to maximize the potential for any 

real change.  

Lewin defines “forces for change” (or driving forces) as those which are favourable to the 

acceptance of proposed change, and support planned change initiatives. “Forces against change” 

(or restraining forces), on the other hand, are those which resist or undermine the desired change. 

The central theme of Lewin’s theory is the concept that “social units” (in the case of my study, 

these are IT Services within the larger college organization) seek to maintain equilibrium within 

their particular environments (fields) at all times.  As long as this equilibrium exists no change 

occurs.  It is only a state of “disequilibrium” that generates change. Change can occur only when 

there is an “unfreezing” of the original state, followed by a movement to a new state of 

equilibrium and “re-freezing” at that level.  In addition, Lewin states that there are “gatekeepers” 

within each field who have the power to support or block proposed change. These gatekeepers 

may be individuals, such as leaders with the IT services departments, or within the larger 

organizational structure where these departments are located (Lewin, 1975). Lewin stresses that 

the change process starts with a “characterization of the situation as a whole.” The change 

process consists of three stages, based on Lewin’s model, a stage of unfreezing, a stage of 

changing and a stage of freezing.  For a change to be realized, the system must be unfrozen. 

Equally, for the change to last, the system must be refrozen.  The unfreezing is a process of 

finding a way to understand the counterproductive patterns and make it possible to let go of 

them.  Schein clarifies that “The essence of an effective unfreezing process is a balancing of 
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enough disconfirmation to arouse an optimal level of anxiety or guilt, without arousing so much 

as to cause denial, repression, projection, or some other defense mechanism” (1988, p. 3). 

The colleges’ management staff are expected to be change agents by identifying the 

behaviours that need to be changed. It is their responsibility to clearly identify, document, 

communicate and create a non-threatening environment for the change to be realized. A new 

behaviour model, change in thoughts and feeling, based on the understood needs must be 

identified. This allows the organization or a group to liberate themselves of the old behaviour 

and shape a new behaviour to shape the culture - such as how IT services are delivered and the 

effectiveness and relevance with which the old services are gauged. Once the new behaviour is 

identified for it to be adopted it must be reinforced and integrated into the activities and 

supported by all - refreezing. Lawler and Worley (2006 and p. 183) put it this way: 

Organizations are encouraged to institutionalize best practices, freeze them into place, 

focus on execution, stick to their knitting, increase predictability, and get processes under 

control. These ideas establish stability as the key to performance. As a result, 

organizations are built to support enduring values, stable strategies, and bureaucratic 

structures, not to change. 

For a change of culture to be sustainable in the long-term, the entire organization must be 

engaged in responding to change. When provided with the right support, motivation and tools, 

the organization’s social networks can be used to explore and test changes and provide 

transparency of all organization-wide changes.  

For this reason, this study sought to explore and describe that situation from the 

perspectives of the study participants and the codified norms (e.g., policies and practices) within 
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the colleges in which they function. Lewin’s force-field conceptual approach is useful in 

analyzing the relationship between the “present state” and the “desired future state” which is 

maximum efficacy, effectiveness and efficiency of IT services to the people they service within 

their respective colleges (Gerbert, 1986, p. 590).    

Espoused Theories and Theories-in-Action 

In trying to identify best practices it is also important to identify what the participants 

think is happening and what is actually happening. Argyris and Schön (1974) proposed the 

theory of “espoused theories and theories-in-action”. Argyris and Schön suggest that there may 

be a discrepancy between the espoused actions (belief in what the behaviour should be like) and 

the theories in-action (actual behaviour). This concept had relevance to the exploration and 

interpretation of the findings in this study. For instance, an IT department may believe that it is 

providing an efficient and predictable service (espoused theory) but others may see the 

department’s services (in-action) inefficient and ineffective. 

Information Technology Service Management (ITSM) 

Information Technology Service Management or ITSM, is a set of specialized 

organizational capabilities for providing value to customers in the form of services.  ITSM is a 

subset of service management that adopts a process oriented approach to manage IT services 

(Galup et al, 2007). In Information Technology Services, those capabilities are the people, 

process, and technology needed to deliver services such as network connectivity and email to the 

College and its users. The value provided is in delivering services that do what users need them 

to do and work as promised.  This is also known as “utility” and “warranty”. Therefore, Value = 

Utility and Warranty (How to Measure ITIL Service Utility and Warranty).  
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A service is a means of delivering value to customers by facilitating outcomes customers 

want to achieve without the ownership of specific costs and risks.  For example, Information 

Technology Services provide storage solutions for the colleges because they can do so at a 

reasonable cost with appropriate security and support. That way, departments can focus on their 

core competencies, such as education and research, while Information Technology Services 

focuses on delivering the technology they need to be successful in their goals. 

Information Technology Infrastructure Library (ITIL®) 

ITIL®, or Information Technology Infrastructure Library, is a set of ITSM best practices 

(like PMP® it is a set of best practices for project management). ITSM concepts are often 

implemented through the ITIL framework; a sector specific quality and best practice guide on the 

management of information technologies (Iden, 2012). In fact, it is the most widely adopted set 

of best practices for ITSM. It is non-proprietary, maintained by experts, and incorporates the 

learning experiences and practices of leading organizations. Most major corporations have 

adopted ITIL®, and many universities and colleges have as well. Research indicates that 31% of 

colleges report adopting service portfolio or service catalogue management (Educause, 2013). 

The reason that ITIL® is so popular is that it provides many benefits such as the following: 

 Alignment with corporate priorities and objectives: The corporate priorities and 

objectives should be used to identify and onboard the IT services that will ensure those 

goals are met. The ITIL provides a framework and guidance to assess the viability of the 

IT services on an ongoing basis, to ensure its alignment and effectively and efficient use 

of IT as a tool for business transformation, to deliver appropriate services and deliver 

benefits. 
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 Known and manageable IT costs: Knowing the cost associated with internal and external 

IT services and resources and overall cost of delivering an IT service will assist in 

building budgets, monitoring the Return on Investment (ROI), cost-risk assessments. 

 Negotiated, achievable service levels: Working with the stakeholders to establish the 

service level strategy that effectively provides and meets expectations. 

 Predictable, consistent processes: to ensure that IT services are available and perform in a 

predictable manner. 

 Efficiency in service delivery: The success factors for service delivery efficiency, such as 

meeting the corporate objectives, cost control, client satisfaction, based on organizations 

objectives and service lifecycle. 

 Measurable, improvable services and processes: To establish the Key Performance 

Indicators (KPI) to measure and determine how well the IT services are performing and 

meeting the organizational objectives; to monitor and improve the performance of the IT 

process. The KPI result will affect the plan for service improvement and process update. 

 A common set of terminology: It brings clarity to communication among various 

business entities, the service provider and consumer of the services.  

ITIL® was created in the 1980s by the Office of Government Commerce in the United 

Kingdom.  The current version is ITIL® v3 2011, and its basic concept is based on the lifecycle 

of a service.  In total, the current set of best practices is split into five Service Lifecycles that are 

made up of 24 processes and four functions (depicted in Figure 1).  
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Summary 

This study gathers and examines the perceptions and experiences of Information 

Technology Service Directors, Managers and Chief Information Officers from 18 of 22 

Community Colleges in Ontario regarding the nature, purpose and implications of IT Service 

Delivery models used at their institutions. In this chapter, I have presented a review and critique 

of the literature related to the topic that is the focus of this study. The themes that I explored 

were: Information Technology and its impact, leadership, servant leadership, strategy, Lewin’s 

Force-field Analysis Model, ITSM and ITIL. 

In chapter three, I describe the research design and methodology used for this study. 

Chapter four presents the findings and chapter five identifies the implications for IT services 

based on the findings.  
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Chapter Three: Methodology and Procedures 

 The overall purpose of this study was to explore and describe current Information 

Technology (IT) service models in Ontario’s Colleges of Applied Arts and Technology, as 

reported by participating IT Service Directors, and to identify best practices, most effective 

leadership approaches, and service delivery models for the colleges’ current and anticipated 

future needs. In this chapter, I describe the study design, site and participant selection, data 

collection, instrumentation, establishing credibility/pilot testing, data analysis, methodological 

assumptions, limitations and ethical considerations. This study gathers and examines the 

perceptions and experiences of Information Technology Service Directors, Managers and Chief 

Information Officers from 18 of 22 Community Colleges in Ontario regarding the nature, 

purpose and implications of IT Service Delivery models used at their institutions. 

Study Design 

This was a mixed-methods, exploratory, descriptive study based on the perceptions of 

key informants who are leaders in Information Technology (IT) services in 18 participating 

colleges of the 22 English language Colleges of Applied Arts and Technology (CAAT) in 

Ontario. This was a mixed-methods, concurrent study (Creswell, 2009) in that I that collected 

both quantitative survey data, and qualitative, interview data, and neither was dependent on the 

other.  

Creswell describes the strengths and limitations of mixed methods research as follows. 

The mixed methods research design overcomes the weaknesses of a single design: it provides for 

a rich understanding of the issues in that the quantitative data identify relationships between the 
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variables that are the focus of the study, and the qualitative data provide a deeper understanding 

of these relationships.  With respect to the concurrent data collection process, Creswell (2009, p. 

20) states, “In this design the investigator collects both forms of data at the same time and then 

integrates the information in the interpretation of the overall results.” Furthermore, the collection 

of neither the quantitative nor the qualitative data is dependent on the other.  In this study, 

questions asked in the interviews were not derived from the responses received in the survey. 

The responses presented another and deeper perspective on the issues explored.  

 By using mixed-methods one set of findings complements the other; it facilitates the 

discovery of something that might have been missed in a single study based on either 

quantitative or qualitative data. Byrne and Humble (2007, n.p.) clarify that “Because all methods 

of data collection have limitations, the use of multiple methods can neutralize or cancel out some 

of the disadvantages of certain methods. As well, the strengths of each approach can complement 

the other.” However, a mixed methods strategy is time consuming, and it is more difficult to 

carry out precisely because it requires both quantitative and qualitative data collection. 

Creswell further describes the purpose and efficacy of a triangulated approach to data 

collection.  That is, data are collected from at least three sources of data; this means the findings 

include a broad range of perspectives on the topic studied. In this study, triangulation was 

achieved through the collection of data from the perspective of three different key information 

sources. These were 39 IT Directors who responded to the on-line questionnaire survey. I 

interviewed two Chief Information Officers (CIOs), and one academic leader. In addition, I 

analyzed relevant college documents.  Comparing the values and goals stated in formal 

documents to the perceptions reported by study participants was an important part of 
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understanding the difference between espoused theories and theories in action, as identified by 

Argyris and Schön (1974). 

Sites Selection 

My study focused on the 22 English language Ontario colleges and excluded the two 

Francophone colleges (Boréal and LaCite), since language translation would have involved 

considerable additional effort and costs without the likelihood of additional overall value for the 

study. Table 1 identifies the 24 Ontario colleges as listed on the Colleges Ontario website. 

Table 1. Colleges of Applied Arts & Technology in the Province of Ontario (CAATs) 

 

 Colleges City Populatio

n of City 

in 2011 

Census 

Total Number 

of Enrolments 

in 2011 

Regio

n 

websites 

       

1 Algonquin Nepean 883,391 16.000 full-time 

 

Eastern www.algonquincollege.com 

2 Cambrian Sudbury 160,274 4,500 Full-time 

 

Northern www.cambriancollege.ca 

3 Canadore North Bay 53,651 3,500 Full-time 

 

Northern www.canadorec.on.ca 

4 Centennial Toronto 2,615,060 12,000 Full-time 

 

Central www.centennialcollege.ca 

5 Collège Boréal 

(Francophone) 

Sudbury 160,274 1,450 Full-time 

 

Northern www.borealc.on.ca 

6 Conestoga Kitchener 219,153 9,300 full-time 

 

Western www.conestogac.on.ca 

7 Confederation Thunder Bay 108,359 4,500 Full-time 

 

Northern www.confederationc.on.ca 

8 Durham  Oshawa 149,607 7,500 Full-time 

 

Eastern www.durhamcollege.ca 

9 Fanshawe London 366,151 17,000 Full-time 

 

Western www.fanshawec.ca 

10 Fleming  Peterborough 78,698 5,000 Full-time 

 

Eastern www.flemingc.on.ca 

11 George Brown  Toronto 2,615,060 24,849 Full-time 

 

Central www.georgebrown.ca 

12 Georgian  Barrie 136,063 11,000 Full-time 

 

Central www.georgianc.on.ca 

13 Humber  Toronto 2,615,060 22,000 Full-time 

 

Central www.humber.ca 

14 La Cite 

(Francophone) 

Ottawa 883,391 5,000 Full-time 

 

Eastern www.lacitecollegiale.com 

15 Lambton Sarnia 72,366 2,500 Full-time Western www.lambton.on.ca 

http://www.algonquincollege.com/
http://www.cambriancollege.ca/
http://www.canadorec.on.ca/
http://www.centennialcollege.ca/
http://www.borealc.on.ca/
http://www.conestogac.on.ca/
http://www.confederationc.on.ca/
http://www.durhamcollege.ca/
http://www.fanshawec.ca/
http://www.flemingc.on.ca/
http://www.georgebrown.ca/
http://www.georgianc.on.ca/
http://www.humber.ca/
http://www.lacitec.on.ca/
http://www.lambton.on.ca/
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16 Loyalist  Belleville 49,454 2,624Full-time 

 

Eastern www.loyalistc.on.ca 

17 Mohawk  Hamilton 519,949 11,500 Full-time 

 

Western www.mohawkcollege.ca 

18 Niagara  Welland 50,631 9,000 Full-time 

 

Western www.niagaracollege.ca 

19 Northern  Timmins 43,165 1,500 Full-time 

 

Northern www.northernc.on.ca 

20 St. Clair  Windsor 210,891 8,100 Full-time 

 

Western www.stclaircollege.ca 

21 St. Lawrence  Kingston 123,363 6,000 Full-time 

 

Eastern www.stlawrencecollege.ca 

22 Sault Sault Ste. 

Marie 

75,141 2,487 Full-time 

 

Northern www.saultcollege.ca 

23 Seneca Toronto 2,615,060 24,000 Full-time 

 

Central www.senecac.on.ca 

24 Sheridan  Oakville 182,520 16,000 Full-time 

 

Central www.sheridanc.on.ca 

       

Source: Ontario colleges 

 

 I invited all 22 English language colleges to participate but only 18 (82% response rate) 

agreed to do so. The participating colleges were: Algonquin, Cambrian, Canadore, Centennial, 

Durham, Fanshawe, Fleming, George Brown, Georgian, Humber, Loyalist, Mohawk, Niagara, 

St. Clair, St. Lawrence, Sault, Seneca, and Sheridan. 

Table 2. Representativeness of participating Ontario Colleges 

 

Characteristics All 22 English 

Language 

CAATs 

CAAT’s, 

participating 

in this study 

Size 2011 

Enrolment 

  

       Small     5,000 or less 10 6 

      Medium >5,000 – 15,000 8 7 

      Large >15,000- 25,000  6 5 

Region    

      Northern 6 3 

      Eastern 6 5 

     Central 6 6 

     Western 6 4 

ITAL  5 5 

http://www.loyalistc.on.ca/
http://www.mohawkcollege.ca/
http://www.niagaracollege.ca/
http://www.northernc.on.ca/
http://www.stclaircollege.ca/
http://www.stlawrencecollege.ca/
http://www.saultcollege.ca/
http://www.senecac.on.ca/
http://www.sheridanc.on.ca/
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Legend: classifications of size of institution are based on STATS Canada classification 

As indicated in Table 2, these 18 colleges are representative of the total Ontario Colleges. 

Of the 18 colleges who participated in this study, based on student enrollment, six were small 

(compared with 10 of all CAATs); seven were medium sized (compared with eight of all 

CAATs) and five were large (compared with six overall). By region, three were in the northern 

region (compared with six of all CAATs) and five were in the Eastern region (compared with six 

overall); all six in Central region, and four were in the Western region (compared with six of all 

CAATs).  Institutes of Technology and Advanced Learning (ITAL) is a designation given by the 

Ministry of Advanced Education and Skills Development to differentiate Ontario colleges who 

have been given authority to grant up to 15% of their programming at the degree level. 

Conestoga, Humber and Sheridan use this designation in their title; George Brown and Seneca 

College have chosen not to use this designation and remain known as colleges. 

Participant Selection 

Given the focus of my study, I invited the Chief Information Officers (CIOs) and IT 

Directors of each of the 18 participating colleges to participate in this study since they were the 

key informants on the topic of interest in their institutions. I introduced my study to the Chief 

Information Officers (CIOs) and IT directors of the Ontario colleges at the Canadian College 

Council of Chief Information Officers (CCCCIO) 2010 conference in Barrie, Ontario. The 

Council was unanimous in supporting the overdue research and assessment of the IT service 

delivery models used system-wide; the Council agreed that the evaluation of the effectiveness 

and efficiency of IT service delivery will provide important information to the Ontario Colleges’ 

CIOs and directors on how best to meet the ever-changing business needs and the implications 
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for them as college leaders.  After receiving Research Ethics approval from 18 of the 22 invited 

colleges’ Research Ethics Boards, I sent written invitations (Appendix A) describing this study 

and inviting their participation, to the 15 CIOs and 85 IT directors whose names and contact 

information were listed on the publicly accessible CCCCIO website. 

There were two parts to the invitation: one was a request to participate in completing an 

on-line survey questionnaire (Appendix C), and secondly, an invitation to participate in an 

interview (Appendix B), if selected.  Thirty-nine key informants completed the survey.  Since the 

survey was anonymous and did not ask participants to indicate their institutional position, I am 

not able to determine the distribution of respondents who were CIOs and those who were IT 

Directors. In addition, two CIOs and one academic leader who had not completed the on-line 

survey agreed and were able to provide a broader institutional perspective by participating in 

audio-recorded interviews.  

Data Collection 

 Key informants who agreed to participate in the study were asked in the invitation 

(Appendix B) to go to the URL provided to access the anonymous on-line survey (Appendix C), 

where they were asked to confirm their agreement to participate in one or both of the data 

collection processes. The questionnaire did not ask for any personal identification of the 

respondents or of their colleges.  

 To gain a deeper understanding of the colleges’ environment and their IT needs and 

services provided, I interviewed the two consenting Chief Information Officers and one 

academic leader who had an in-depth understanding of the topic that is the focus of this study but 
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were themselves not responsible for IT services. A copy of the interview guide was provided to 

participants prior to and during the interview. 

Instrumentation 

a) Questionnaire Survey. The questions for the on-line questionnaire survey (Appendix 

C) of CIOs and IT Directors were developed by me based on the themes that I identified in the 

literature review, from my more than 20 years of personal experience in IT services and from 

input that I received from my discussions with CIOs and IT directors at three meetings of the 

OCCCIO and Educause (i.e., annual conference for It directors across CANADA). The survey 

questions were grouped under three headings: Governance, Service Delivery and Outsourcing.  

IT governance. The IT governance questions probed the structure around how IT 

departments aligned IT strategy with business strategy, measured IT performance and ensured all 

stakeholder needs were met.  

Service Delivery. The Service Delivery questions focused on three categories: problem 

resolution, service requests, and projects.  

Outsourcing. The outsourcing-related questions that were included in the survey 

examined the outsourcing practices of the participating colleges.  To elicit a clear response from 

the participants, I used a 4-point forced choice Likert-type response scale to statements made. 

Response options ranged from strongly disagree to strongly agree.  

b) Interviews. Only two of the CIOs agreed to be interviewed. One was the CIO of a 

small rural college, the other from large urban college. Interviews were conducted with the two 

(11%) of the CIOs in the 18 CAATs and one academic informant. With the consent of the 

participants, the interviews were audio-recorded and transcribed by an external transcription 
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agency, which signed a confidentiality agreement before accessing the data. The interview guide 

(Appendix E) consisted of semi-structured questions. 

c) Document analysis.  The documents that I analysed included the following publicly 

available documents: IT policies, strategic plans, service performance metrics, service design and 

support. I was able to obtain some of these documents from all 18 participating colleges, but not 

all of them from each one. I identified and analysed codified policies and practices related to IT 

services through content analysis and identification of themes.  

Table 3 identifies the specific sources that provided the data to answer each of the 

research questions that drove this study. 

Table 3. Data Sources That Answer the Research Questions 

 

RQ 

# 

Research Question Data Sources 

1 What are the elements/characteristics of service 

delivery models employed currently in the Ontario 

colleges surveyed, as reported by participating IT 

directors? 

Online survey question(s) 

Q4, 12, 13, 14, 15, 20, 21, 

and interview question(s) 8, 

9, 10 

2 What are the strategies in service excellence, 

design, transition, operation, and the quality of 

service improvements in each of the colleges 

surveyed? 

Online survey question(s) 

Q1 ,2, 4, 5, 6, 7, 8, 9, 10, 13, 

14, 16, 17, 19, 20, and 

interview question(s) 5, 7, 8, 

9, 10 

3 How are the strategies in service excellence, 

design, transition, operation, and the quality of 

service improvement assessed and benchmarked 

in the colleges surveyed? 

Online survey question(s) 

Q3, 4, 5, 6, 7, 9, 10, 14, 16, 

17, 18, 19, 22, 23, 24, 25, 

and interview question(s) 1, 

2, 3, 4 

4 What are the future challenges that IT 

management should anticipate as perceived by the 

Chief Information Officers (CIO) and IT directors 

in the Ontario colleges participating in this study? 

Online survey question(s) 

Q2, 3, 4, 7, 8, 9, 11, 17, 18, 

and interview question(s) 1, 

2, 3, 4, 5, 6, 7, 11 
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Establishing Credibility/Pilot Testing 

The questionnaire and the interview guide were pilot-tested for content/construct validity 

by one Ontario University CIO, and one CIO in an Alberta University, to ensure that the 

questions asked were relevant and important for the research outcome. These content experts 

were asked to identify the questions not relevant to the study. The responses from both content 

experts were pooled and there were no revisions required in that the knowledge gathered from 

the survey questions was considered “essential” by both experts. I had to make only minor 

changes on how some of the questions were phrased.  In describing the function of a panel of 

content experts engaged in content validity testing, Lawshe (1975, p. 567) states  

When all panellists say that the tested knowledge or skill is ‘essential’, or when none say 

that it is ‘essential’, we can have confidence that the knowledge or skill is or is not truly 

essential, as the case might be. It is when the strength of the consensus moves away from 

unity and approaches fifty-fifty that problems arise. Two assumptions are made, each of 

which is consistent with established psychophysical principles: 

o Any item, performance of which is perceived to be ‘essential’ by more than half 

of the panellists, has some degree of content validity. 

o The more panellists (beyond 50%) who perceive the item as ‘essential’, the 

greater the extent or degree of its content validity. 

Face validity was tested by two senior administrative staff in one Ontario College who 

were themselves not CIOs or IT Directors, but who are very experienced and knowledgeable 

with those roles and responsibilities.  They reviewed the questions asked in the two data 

collection tools for clarity and whether the wording or order could be perceived as leading in any 
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way. Their responses are not included in the findings but they recommended several changes to 

the questionnaire which were subsequently made before their use with study participants. The 

transcripts of the interviews were sent to each interviewee for review and validation before the 

data analysis. One interviewer provided further clarification; however, no one asked for changes 

in the transcripts. 

Data Analysis 

 The analysis of the data depended on the type of data. 

Quantitative data analysis. Quantitative data were generally based on responses to a 

four-point Likert type scale ranging from strongly disagree to strongly agree. The numbers and 

percentages of quantitative data reported were calculated, compared, highlights were discussed 

in text, and findings presented in tables as appropriate. 

Qualitative data analysis. I analysed the qualitative data provided by open-ended 

questions in the survey tool and the participant interviews, based on deep constant comparisons 

to identify themes that emerged from these data. Tesch (1990) describes the use of constant 

comparison for qualitative data analysis as follows:  

The main intellectual tool is comparison. The method of comparing and contrasting is 

used for practically all intellectual tasks during analysis: forming categories establishing 

the boundaries of the categories assigning the segments to categories, summarizing the 

content of each category, finding negative evidence, etc. The goal is to discern conceptual 

similarities, to refine the discriminative power of categories, and to discover patterns. (p. 

96) 
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Throughout the stages of the constant comparative method, I read and re-read the data I 

collected several times, sorted it, analysed it and coded the information based on themes that I 

identified in constant comparisons. I purposefully analysed the data from different perspectives 

to make sure that I identified not only findings, which supported my preconceptions, but also 

findings that might disprove them. This was particularly important since I had 24 years of 

experience in several administrative roles responsible for IT services in a large Ontario college.  

Methodological Assumptions   

 Because I was not in any line relationship with any of the participants, and they had 

nothing to lose or gain personally from their participation or non-participation in this study, and 

because they probably had a professional interest in the findings, it was reasonable to assume 

that their responses were an accurate reflection of their perceptions. Additionally, the surveys 

were anonymous and the interviewees were not identifiable (only non-identifiable pseudonyms 

were used) which further facilitated the participants’ honest responses.   

Limitations 

 Because this was not a random sample of colleges and only those Ontario colleges that 

volunteered to participate are included, the findings are not generalizable beyond the 

participating colleges.  However, given the strong 82% participation rate of 18 of the 22 English 

language colleges, and because they represented a stratified sample of large, medium sized, 

small, urban, rural colleges and ITALs it is reasonable to assume that, though not generalizable, 

the findings will be representative and of interest to most of the English language Ontario 

CAATs.  
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The Ontario colleges were created in 1965 to serve a unique function in this province 

(i.e., as vocationally relevant and an alternative to the universities). This means the findings of 

this study will not be generalizable to other postsecondary contexts either.  However, the 

findings will also be of interest to universities and other academic institutions that likely struggle 

with similar issues and challenges given the pervasiveness of the use of technology in education. 

Ethical Considerations 

Invitations to participate and data collection were begun only after written approvals were 

received from Griffiths University and the Research Ethics Board of each participating 

institution. I completed the Griffith University Research Ethics Scope Checker and after 

answering the questions I was issued a certificate and notified that I did not require ethics review 

by Griffith University Animal Ethics Committee/Griffith University Human Research Ethics 

Committee. Research Ethics Board approvals were requested of all 22 English Language 

colleges but only 18 granted their approvals. It was only after receiving those approvals that I 

began any data collection in the consenting colleges.  

Survey participants were given the option to consent to participate in this study, or not, at 

the start of the online survey (Appendix C). Only those who indicated their consent had access to 

the survey questions. Those who did not consent were thanked and exited from the survey site. 

Survey participants were informed that they were free to decline to answer any question(s) they 

did not wish to answer, and withdraw from the study by NOT submitting their responses and all 

information previously provided would be deleted and not included in the study findings. They 

were informed that should they wish to withdraw from the study after they submitted their 

responses it would not be possible to delete any previous responses as the survey was completely 
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anonymous. A few participants left some questions on the on-line survey blank. However, there 

was no way to know if anyone started the survey and then withdrew before submitting it. 

At the end of the survey questionnaire, participants were asked to indicate by sending me 

a separate email whether or not, if selected, they would agree to a follow up interview to explore 

more fully the themes that I would identify from the survey.  

At the beginning of the interviews, consenting participants were also informed that they 

were free to decline to answer any question(s) or leave the interview at any time without 

explanation or consequence, in which case the data collected to that point would be destroyed 

and deleted from the study. If they wished to withdraw from the study after the interview, they 

were asked to contact me by any means. If they did so before data aggregation began all 

previously collected data would be deleted; however, after that it would not be possible to do so. 

No participants who agreed to be interviewed withdrew from the study. 

The Invitation letter (Appendix A) and the Consent form (Appendix B) assured 

participants that any information or opinions provided would be treated in the strictest 

confidence. Survey participants were assured that there was a slight chance that the web master 

of the on-line site might be able to identify respondents’ IP addresses but this information would 

not be shared with me, the researcher. The on-line questionnaire was hosted on a secure 

Canadian server.   

 A hard copy of the interview questions was provided to the interviewees during the 

interview and the interview followed the presented interview questions and non-leading probes 

were used as needed. The interviews were audio-recorded after receiving verbal consent from 

each interviewee. The recording was sent to transcription HUB to be transcribed. The audio-
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recordings were deleted immediately after transcription of the interviews. The interview 

transcript was shared with the interviewees to review, revise or approve. All digital data were 

encrypted and secured by password access on my personal computer; all hard copies were kept 

locked and secure at all times. Only my external faculty Thesis Supervisor and I, the researcher, 

had access to the data at any time. All data will be fully deleted and destroyed five years after 

completion of this thesis. 

Statement of potential bias. Creswell (2014, p.202) points out the importance of 

acknowledging that the “interpretation of the findings is shaped by (the researcher’s 

background”. I recognized that my extensive experience in a range of leadership positions 

responsible for IT services mission-critical to the success of the colleges might well bias my 

perceptions and the lens through which I analyzed the findings. For this reason, I made a 

conscious effort to mitigate this bias by stopping frequently in my analysis to reflect on my 

potential biases and be as objective as possible, recognizing that this was not totally possible, 

Summary 

 This study gathers and examines the perceptions and experiences of Information 

Technology Service Directors, Managers and Chief Information Officers from 18 of 22 

Community Colleges in Ontario regarding the nature, purpose and implications of IT Service 

Delivery models used at their institutions. In this chapter, I described my research design, 

methodology and data collection procedures and analysis.  The methodological assumptions and 

limitations were recognized and ethical considerations identified.  Chapter four presents the 

findings, analyzed and interpreted based on the literature and conceptual frameworks, and 

Chapter five presents the conclusions, implications and recommendations. 
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Chapter Four: Findings 

 This study gathers and examines the perceptions and experiences of Information 

Technology Service Directors, Managers and Chief Information Officers from 18 of 22 

Community Colleges in Ontario regarding the nature, purpose and implications of IT Service 

Delivery models used at their institutions. This chapter presents the findings of this study which 

focused on the characteristics of Instructional Technology (IT) service models used in 

participating Ontario Colleges of Applied Arts and Technology to identify best practices, and the 

most effective leadership approaches and elements of service delivery model(s) for the colleges’ 

current and anticipated future needs. Furthermore, this study sought to identify the efficacy and 

effectiveness of these various service models throughout the service lifecycle, as perceived by 

the study participants. As well, in this chapter I discuss the analysis of the findings with respect 

to the Servant Leadership and Lewin’s force-field analysis theoretical frameworks as outlined in 

chapters one and two. The sources of the data reported are identified in Table 3, chapter three. 

First, I will describe my findings of espoused values related to IT services as depicted in relevant 

documents. Then I will report the findings and analysis of these findings in relation to the 

Research Questions that drove this study. 

Document Analysis  

 What is important to the colleges is reflected in the codified documents that the colleges 

commit to publicly.  I reviewed the Strategic Plans and Mission and Vision statement document 

that were publicly available on the colleges’ websites to identify each of the colleges’ 

commitment to IT services. Ideally, the commitment to supporting IT services should be 
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reflected in the colleges’ government-mandated Multi Year Accountability Agreements and 

Academic and Business Plans as well, but these are not posted on the public website and were 

therefore not accessible to me.  

Espoused Theories/Values related to IT Services 

The institution’s IT Strategic Plan must be aligned with the institution’s business and 

Strategic Plan. IT is perceived as a differentiator separating the colleges one from each other 

based on the technological advancement and the availability of the technology to enhance 

teaching and learning, in and outside of the classroom. As such, it is important that the 

institution’s IT leader and college’s senior administrators are aligned in identifying the priority, 

technology requirement and impact and mandate and support to realize the vision. 

 Every participating college had posted its Strategic Plan on the public website (Appendix 

F). Of the 18 Strategic Plans nine plans specifically referenced the importance of IT services. For 

example, Algonquin College stated,  

Looking forward, our capacity to manage data and rapid advances in technology will 

determine the success of our learners in the changing work-world. At the same time, new 

communication tools are changing the way people and organizations connect. For 

Algonquin, being “connected” means engaging in our community and using technology 

to harness community-building tools in Canada and abroad. 

And, Canadore College stated “Canadore College will continually look towards innovation and 

reinvention in programming, services and technology to be responsive to the community and 

help our students reach their full potential.” However, of the 18 colleges six (33%) of the 
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colleges’ Strategic Plans made no mention of IT services and three (17%) of the colleges 

included only a brief comment.  

The nine colleges that specifically referenced the importance of IT services in their 

Strategic Plans were Algonquin, Canadore, Fanshawe, Fleming, George Brown, Humber, 

Mohawk, Niagara and Sault.  And, somewhat surprisingly, the nine colleges that made no 

reference to the importance of IT services in their Strategic Plans were Cambrian, Centennial, 

Durham, Georgian, Loyalist, Seneca, St. Clair, St. Lawrence and Sheridan. 

I found Mission and Vision statements on 15(68%) of the college websites. However, of 

the 15 colleges none of the college Mission and Vision Statements mentioned IT services. 

Theories/Values in Action 

The survey questions sought to identify the alignment between the IT services provided 

and IT services expected as reflected in the official documents.  The perceptions as reported by 

study participants were an important for understanding the difference between espoused theories 

and theories in action, as identified by Argyris and Schön (1974). 

In response to the governance survey question #1, the 25 participants who responded to 

this question overwhelmingly believed their IT services were aligned with their College and 

academic goals.  Similarly, I noted that IT departments develop the IT policies that apply 

throughout the institutions. However, about 50% (n=12) of the respondents stated that their IT 

departments do not incorporate any metrics in the assessment of their IT services, nor do they 

report on their IT governance process. Additionally, 69% (n=20) of the respondents stated that IT 

services are not addressed in their College’s Mission Statement. The challenge is exacerbated by 

the lack of a formal IT Strategic Plan, as stated by 60.8% (n=17). The survey data also show a 
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disconnect between the effectiveness of the IT services provided and the needs of the 

institution’s core user group, academic, as academics are largely not involved in the IT 

governance process. Senior administrators (president, vice president, directors) were noted by 

84% (n=21) of the respondents as having the strongest influence on the IT priority; however, 

deans and faculty involvement were at 48% (n=12) and 20% (n=5) respectively. There is a 

discrepancy between the espoused actions (IT perception of the needs and services) and the 

theories in-action (actual institutions’ needs). 

I will now report the findings and analysis of these finding in relation to each of the 

research questions that drove this study. 

Research Question #1 asked, “What are the elements/characteristics of service delivery 

models employed currently in the Ontario colleges surveyed, as reported by participating IT 

directors?” 

To answer this question, participants were asked to describe their current service delivery 

models based on the following criteria: level of development of Service Catalogues; Service 

Level Agreements (SLA) and the closely related Operational Level Agreements (OLA); 

support/help desk services. The criteria were selected based on my own personal experience and 

those I identified in the literature review and research completed by Educause. 

Development of a Service Catalogue. An IT service catalogue is a list of available 

technology resources and offerings within an organization. The catalogue contains information 

about deliverables, prices, contact points and internal processes for requesting services. The IT 

service catalogue meets both tactical and strategic goals of the organizations. It demonstrates the 

IT operations’ alignment with end-users and organization goals.  
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In response to survey question #12, which asked respondents to describe the state of their 

Service Catalogue development in three categories - not developed, partially developed or 

comprehensive - none of the respondents indicated that they had a comprehensive Service 

Catalogue in place.  In fact, almost half (n=11; 44%) said their colleges did not have a Service 

Catalogue in place, and that they did not have any formal process or plan in place to develop one. 

Just over half (n=14; 56%) of the respondents stated their colleges were at different stages of 

either creating a Service Catalogue, reviewing the existing Service Catalogue, or they had a 

partial Service Catalogue available to the clients.  Figure 4 depicts these findings.  

 

Figure 4: Status of Service Catalogue reported by participants (n=25) 

Not developed Partial SC Comprehensive SC

Service Delivery (n = 25) 44.0% 56.0% 0.0%

n=11

n-14

n=0
0.0%

10.0%

20.0%

30.0%

40.0%

50.0%

60.0%

Q 12: How do you describe your Service Catalogue 
development? 
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The survey form invited participants to comment on their quantitative responses if they 

wished. One of the respondents (SR #2) clarified, “We have a reasonable Service Catalogue 

defined and available to our clients.  We have not developed a full-service level agreement with 

measurement of outcomes”. Institutions without or partial service catalogue are at a disadvantage 

and are not able to effectively communicate the IT service roster to their stakeholders.   

 With respect to the importance of having a functional Service Catalogue, the ECAR 

Working Group (April 8, 2015) stated in the report of their study that: 

 The implementation of a service catalogue is an important step in transforming from a 

technology-oriented organization into a service-oriented organization. The service 

catalogue is a vehicle used to communicate and provide clarity to constituents about the 

IT services available to them, to help improve customer relations by sharing information 

and setting expectations, and to improve service portfolio planning so IT investments and 

activities better align with university needs. (ECAR Working Group, April 8, 2015 p. 1) 

A study that focused on the US universities (4,500 colleges) reported by the Education 

Center for Analysis and Research (ECAR) found a correlation between the size of the university 

and the maturity of service catalogue development and best practice. The authors stated, “Based 

on our data, we conclude that there is a positive correlation between college enrollment size and 

maturity of its adoption of best practices of IT service catalogue at top ranked US colleges” 

(ECAR, April 8, 2015, p. 4).   

Because my questionnaire was anonymous and did not ask for any personal identification 

of respondents or of their colleges, I was not able to correlate the Ontario college enrollment size 

and maturity of their IT service catalogues.  
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Development of Service Level Agreements (SLA) and Operational Level 

Agreements (OLA). The difference between a Service Level Agreement (SLA) and an 

Operational Level Agreement (OLA) is that in the SLA states what the IT organization promises 

the customer, and the OLA identifies what the functional IT groups promise each other. The 

intent is that the promises made in the SLA must be measurable and completely supported by the 

OLA on which the SLA is reliant.  

The Service Level Agreement focuses on the service part of the agreement (i.e., uptime 

of services to customers and performance). Respondents were again asked to indicate whether 

their SLAs were not developed, partially developed or comprehensive. The responses to this 

question were identical to the responses concerning the development of a Service Catalogue; that 

is, as depicted in Figure 5, of the 25 responses to this question, just under half (n=11; 44%) 

stated their colleges had not developed SLAs; just over half (n=14, 56%) had partially developed 
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SLAs, and none had comprehensive SLAs

 

Figure 5: Status of Service Level Agreements (SLA) reported by participants (n=25) 

The response to the survey question closely aligns with responses I received in the 

interviews of the two CIO’s and a VPA. There is a greater demand for the improved level of 

service availability and reliance; however, there seems to be a disconnect between what is 

demanded and what is available. The responses demonstrate that colleges have realized the 

importance of SLA and some colleges have taken action to develop and publish their SLA’s as 

part of their ongoing service improvement and communication. A Servant Leader is aware of the 

role of the leader in the organization and their effect on the organization’s wellbeing.  

CIO #1 stated, 

I think the other trend is that - and we’ve seen it here - and again I’m sure others have - it 

used to be that, generally speaking, people where okay if every now and then services 
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Q 13: How do you describe your Service Level Agreement 
(SLA)? (n = 25)
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where interrupted for whatever reason, the five nines, 99999 up time was okay.  People or 

students especially are used to pretty much 100% up time in their minds.  And so, the 

expectation of the technology robustness challenge impacts and creates the IT service 

management problems; as effective management are to meet the expectation. The change 

in the technology, software and the end devices are expected and yet we expect 

seamlessness and 100% robustness.… 

On the other hand, an Operational Level Agreement (OLA) is an agreement with respect 

to maintenance and other services. The OLA needs to state everything that the functional IT 

groups will need to do, in relation to each other, to support the SLA. This means that promises 

made in the SLA must be measurable and completely supported by the OLAs on which the SLA 

is reliant.  It is concerning to note that 84% (n=21) of the survey respondents indicated that their 

colleges did not have a developed OLA, and the remaining four (16%) had only partially 

developed OLAs. Figure 6 depicts these findings.  

As described by ITIL, the consumers of the IT services do not perceive them as disjointed 

and operating in silos. OLA enables the stakeholders to work together to clearly define how the 

services are provided and with a predefined service level and outcome.  

 An effective service management is reliant on the monitoring of service performance to 

ensure services provided are aligned with and effectively meet the institutional needs. In the 

absence of OLA, the institution is not able to accurately measure the effectiveness of the services 

and whether the services meet the intended outcomes. In the absence of the service delivery 

commitment, clients and the institution are not able to request service/solution improvements to 
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ensure that their business needs are met efficiently and effectively. 

 

Figure 6: Status of Operational Level Agreements (OLA) Reported by Participants (n=25) 

The VPA stated, 

I expect technology to be there - to be part of my service provider as well, so you know, 

we talk about the academic side like the content you know - what I’m learning in the 

classroom but I also expect technology to be there too, I expect to be able to pay online, I 

expect to be able to organize my courses online, I expect because if I can plan an entire 

trip online why can’t I register and do everything else online, if I can do all my banking 

online, why can’t I - you know - do a lot of my other interactions with colleges. 

Support/Help Desk Services. Survey question #15 asked participants to state whether or 

not (Yes or No) their support/help desk services were available 24/7. Although all the 

respondents reported their colleges provided supporting help desk services, none of the 25 
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respondents to this question said that the IT services were available 24/7. The availability of 

support or Help Desk services is essential for all stakeholders in educational institutions, 

especially for students. Help Desks offer a broad range of IT expertise to clients with different 

needs. The Service Desk functions to help faculty, staff, students and IT staff. To my knowledge 

no college provides 24/7 support as that is very costly and unnecessary for most of the time. 

Based on my personal experience, some colleges provide 24/7 Help Desk support around exam 

time.  

The colleges’ IT help desk is the place to visit when one is facing a challenge with any 

aspect of IT or one requires assistance with an institution’s IT services/solutions. Help desk 

support is required to support an IT infrastructure, administrative, academic and personal 

productivity application. The ECAR study (2007, pp. 17-18) that focuses on IT Help Desks in 

Higher Education, concluded 

For our clients, the help desk is the face of central IT, its eyes, ears, and voice on campus, 

and when it is effective, it is where clients direct their attention when they need support. 

The help desk is on the front line of the struggle between support demands driven by 

rapidly evolving information technologies and the central IT organization’s efforts to 

mobilize the resources necessary to meet the demand. Often the help desk finds itself in a 

kind of crossfire, pinned down from the outside by seemingly insatiable client demand 

and threatened from the inside by changes to central IT systems and services in which the 

help desk may have had no voice and of which, in the worst case, it may not even have 

been informed. 

CIO #1 stated  
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….customer centric, the way we define it here is that the service desk represents 

IT.  So, in other words, the service desk is what their students interact with, who 

are the people and so forth in the process.  And so, what we try to do is being 

customer centric, is not solving every problem, I’m using the negative to start 

with here.  Not solving every problem, not being able to respond to every request, 

but making sure that when a request is made or a problem is raised that we 

communicate well with the individual and we hear them, that’s the first part. 

And the second part is, if possible, to offer a solution and a work-around or solve 

the problem. But doing that in such a way that again the person feels like they’ve 

been heard and that at least we’ve tried to offer a solution because, of course, we 

can’t solve every problem.  And the third part of the customer centric piece is 

being clear about our commitment to what we’re doing and delivering on that.  

Since the prominent availability of the use of technology, people expect to be able to 

work, learn, and study whenever and wherever they want. In this increasingly busy world where 

learners must balance demands from family/home, work and school, this creates a host of 

logistical challenges for IT Services. The colleges’ IT support and service levels need to respond 

to the needs of a broad range of academic programs, based on the complexity of those programs, 

and the diverse student demographics, differing levels of faculty expertise and their academic 

program affiliation.  

In my review of the literature I did not find any research or scholarly papers that 

discussed the need for or value of 24/7 help desk support. The ECAR study (2007, p. 12) that 

focused on the Bowdoin and Colgate colleges’ IT Help Desk, concluded: 
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With Advantage (College), Colgate has extended its helpline hours from 7:00 a.m. to 

10:00 p.m. Monday-Friday and 1:00 a.m. to 10:00 p.m. Saturday and Sunday. ITS had 

the option to extend the (Hellin College) hours to 24 x 7, but Colgate’s faculty and staff 

felt it was unnecessary. 

This seems to be a common theme in the literature. A research study completed in 2007 

suggested that:   

Large institutions have a look at the practice of providing help desk services 24 hours a 

day, seven days a week; just under 5 percent of respondents’ help desk are this available, 

and more than half of these are at institutions with more than 15,000 FTE. (ECAR 

Research Study 8, 2007, p. 12, para. 4)  

Information Technology Infrastructure Library (ITIL) Practices  

IT Service Management (ITSM) is a set of specialized organizational capabilities for 

providing value to customers in the form of services.  From the IT department perspective, those 

capabilities/ services consist of the people, processes, and technology needed to deliver services 

such as network connectivity and email to the College and its users.  The value provided is in the 

delivery of services that do what users need them to do and that work as promised.  This is also 

known as “utility” and “warranty” (Value = Utility and Warranty). ITIL service is a means of 

delivering value to customers by facilitating outcomes customers want to achieve without the 

responsibility of the ownership of specific costs and risks. That way, departments can focus on 

their core competencies, such as education, while IT departments focus on delivering the 

technology they need to accomplish their goals.  In this way, IT practice is aligned with the 

Servant Leadership role as defined by Greenleaf. There is a servanthood attitude that must be 
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instilled, demonstrated and focused on when developing and delivering the service with the clear 

goal of quality service. The biggest challenge for the colleges is how to measure the 

effectiveness of the adopted ITIL process and IT services. DeLone and McLean (1992) stated 

that six major dimensions provide insight into the “success” of Information Systems (IS). The six 

major dimensions are system quality, information quality, use, user satisfaction, individual 

impact, and organizational impact. The primary focus should be to align the services to customer 

needs, and put the customer needs and expectations first. A process must be in place to 

constantly measure the service efficacy and effectiveness by assessing customer satisfaction, 

service alignment and adjust the service as needed. 

Almost half (n=12; 48%) of the respondents indicated that their colleges have adopted 

and implemented ITIL practices to some degree; just over one quarter (n=7) of respondents 

stated that their colleges are at the planning stages, and another quarter (n=6) stated that ITIL 

practices have not yet been implemented at their colleges. Survey respondent (SR# 2) stated 

We have provided ITIL foundation training for all IT staff and have implemented ITIL 

tools to manage incidents, problems and changes.  Based on available resources and 

funding, we plan to continue to expand ITSM, but do not plan to ever achieve full 

compliance with the ISO ITIL/ITSM standards.  It is simply not reasonable for us to 

achieve this given our funding and resources.  

These findings are depicted in Figure 7. It is important to note that just over half (n=13; 

52%) of the participating colleges do not have their services well defined.  “Beginning to 

implement components of ITIL” survey respondent (SR#15) commented. These 13 colleges 

(52%) do not have a good understanding of the available services, resource and financial 
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requirements to provide services, nor health of the services, and whether they meet and are 

aligned with the stakeholders’ needs. Given the lack of a definition of ITIL practices, the 

effectiveness of their IT managers as servant leaders may suffer. 

 

Figure 7: Reported extent of Information Technology Infrastructure Library (ITIL) practices 

(n=25) 

 

Summary of Responses to Research Question #1 

 Based on the findings, the elements/characteristics of service delivery models employed 

in the participating colleges vary with respect to the quality of the three characteristics explored: 

Service Catalogue, Service Level Agreements (SLAs) and Operational Level Agreements 

(OLAs).  The Service Catalogue is more than a list of services; it also provides a link between 

college business and IT. It demonstrates the structure of the IT services and the value. This 

survey found that the majority of the participating colleges either do not have a service catalogue 

or their service catalogue is not very comprehensive.  
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The SLA is an agreement between the service provider and the consumer of the services. 

The development of SLA in the participating colleges is like that reported for service catalogues. 

Creating an SLA is the next step and evolution of a service catalogue. It is the commitment of 

the college IT to deliver the services as defined, and steps taken when the target is missed. In the 

absence of a Service Catalogue and SLA, colleges are not able to demonstrate they meet the 

service offering and value proposition. The colleges are not able to engage in and manage the 

lifecycle of the services, plan, define, deliver and retire, and demonstrate in measurable ways the 

quality (efficacy and effectiveness) of the services provided. 

Most organizations understand the importance of IT and benefits of integrating IT 

objectives in organizational objectives. ITIL service management provides a reliable 

infrastructure environment, accurate data for decisions about operations and management, and 

alignment of IT services with organizational requirements. The ITIL service management 

framework is not focused on technology, but rather on the organizational objectives. To meet this 

objective, IT service advisory committees are often formed by organizations and tasked to 

provide guidance on all IT services and recommendations on strategic directions with regard to 

IT services. 

Relevance of the Findings in Relation to the Literature 

Based on my many years of work in IT services and on what I found in the literature, the 

delivery of exemplary customer service is a vital competitive differentiator. As customers 

continue to expect and demand more, technology infrastructures continue to grow. Faculty, 

students, and staff expectations of the college’s IT environment, resources, and their support 

structures have risen, and will continue to do so.  Faculty increasingly rely on robust and 
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effective educational technology tools to enhance teaching and research (e.g., Lopes, 2008). 

Students expect mobility, flexibility, and customization in their use of IT for classes, and in their 

electronic administrative interactions with the colleges. Staff desire specific, timely, and accurate 

information to support their work.   

The responses to the survey questions show that there are gaps in the efficacy, 

effectiveness and efficiency of the IT service delivery approach. No participating college had a 

comprehensive SLA and OLA in place. In the absence of the IT department commitment to 

service quality there is no formal framework in place to examine the effectiveness of the IT 

services and ensuring that they meet institutions’ needs. It is not practical to engage in the 

assessment of the IT service delivery model cost effectiveness, as there is no baseline or reliable 

information to assist with the investigation. 

A Help desk is the front line of service. Traditionally, Help Desks were used to provide 

IT support. However, in many institutions the role of Help Desk services has evolved beyond IT 

support to business processes support.  As such, the role of the Help Desks has evolved into the 

Service Desk. The IT service desk is defined to have a broader organizational focus and mandate 

than the help desk.  The BMC Software company IT website (www.bmc.com) states: 

A typical Service Desk manages Incidents and Service Requests, and also handles 

communication with the Users.  The Service Desk typically has a help desk component 

and should have an overall goal of improving IT and business processes across the 

organization looking for opportunities for all IT processes (including the Help Desk) to 

run more efficiently. (n.p.) 

http://www.bmc.com/
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The communication strategy provides a means for information dissemination to the 

correct and intended audiences.    

Research Question #2  

Research Question #2 asked, “What are the strategies in service excellence, design, 

transition, operation, and the quality of service improvements in each of the colleges surveyed?”  

I identified the following themes in the findings that answer this question:  

Communication strategy. Survey question #16 asked the participants to describe their 

communication strategy on a continuum of: non-existing, poor, good or excellent. As depicted in 

Figure 8, none of the respondents selected non-existing or excellent; well over half (n=15) 

judged their communication strategy to be good, while almost half (n=11; 44%) felt their 

communication strategy was poor. A survey respondent (SR# 2) commented as follows:  

We do not have a communication strategy, but do have communication processes through 

our service desk (for incidents) and change management.  There is room for 

improvement, but we are doing our best to continually enhance our IT processes and this 

is an area of focus for the future,    

Effective communication is a vital tool in providing a well-managed environment. It will 

ensure that the institution’s strategic visions are explained and grounded in the goals identified 

within the IT department. Without having a communication strategy that effectively reaches the 

target audiences, the institution will not be able to inform others and ensure that all significant 

information is disseminated to the correct people. Effective communication is critical for IT 

resources to be broadly accessible, used appropriately and to the fullest, and supported 

effectively. A comprehensive communication plan ensures that faculty, staff, and students know 
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what IT resources, services, and support are available to them, and where and how they can 

access them. 

 

Figure 8: Status of the Colleges’ Communication strategy as reported by participants (n=25) 

The literature on communication generally acknowledges that the basic function of 

communication is to affect receiver knowledge or behavior by informing, directing, 

regulating, socializing, and persuading. Neher (1997) identifies the primary functions of 

organizational communication as: 

♦ Compliance-gaining 

♦ Leading, motivating, and influencing 

♦ Sense-making 

♦ Problem-solving and decision-making 

♦ Conflict management, negotiating, and bargaining. (p. 10) 
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 The communication strategy should account for informing the executives of short-term 

and long-term strategies while it accounts for a broad-based communication of the critical 

objectives with all stakeholders to ensure a successful implementation of an IT service delivery 

strategy. 

CIO #2 stated  

It’s communications, communications, communications and really, it’s not necessarily all 

business.  So the key thing is maintaining relationships and connecting the dots and so 

you know we all in our institutions have a formal President’s council meeting or 

executive meetings or core decision committees and all that sort of stuff, yes a lot of the 

business is taken care of in those formats, in those settings, but really you and you know 

part of the new normal that’s out there is just that you need to take this outside of those 

formal settings, take some time to understand their businesses, their challenges, that 

common language that makes their respective areas what they are to be, but you need to 

have that experience firsthand and/or be part of those things. 

Institutional stakeholders who influence IT priorities. Stakeholders play an important 

role in identifying priorities and objectives of IT initiatives to ensure relevance and 

appropriateness. For instance, IPSOS reports, “Stakeholder management has long been 

recognized as a central part of an organization’s effectiveness. Stakeholders play important roles 

as advocates, sponsors and agents of change” (IPSOS, November 2009, p.2). 

  Survey question #8 asked the participants to identify the stakeholders who were most 

influential in setting IT priorities. As depicted in Figure 9, senior administrators were reported 

(n=21; 84%) to have the most influence; Chief Information Officers were second in influence 
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(n=18; 72%). but none of the IT department heads (n=11, 44%) were identified as being 

influential in setting IT priorities. It is very interesting to note that faculty and staff were 

perceived to have the least influence on IT priorities and they are probably most in need of 

support to facilitate student access and success, which is the institutional mandate. 

 

Figure 9: Institutional stakeholders identified by respondents as having the most influence on IT 

priorities (n=25) 

Servant Leaders make a conscious choice to make sure that other people’s highest 

priority needs are being served for the ultimate good of the institution and its community. The 

concepts of inclusivity, empathy, acceptance, and foresight that Laub identifies provide a 

positive and proactive mindset in managing all aspects of the educational institution, including 

IT services. It is disheartening that the academics, colleges’ core business stakeholders, have 

little influence in determining the IT priorities. The silo decision-making process has a negative 

impact on IT service alignment, on meeting the college core business needs, and restricts clarity 
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of the IT strategy and vision. "Academic delivery" is used as a lever to push student and faculty 

initiatives up the priority list,” a survey respondent (SR# 11) stated.   

The role of IT services has historically been seen as an implementation tool/strategy  

rather than pivotal in shaping strategy. The responses to this survey question are consistent with 

this view and imply that it is the engrained culture. As the colleges move toward aligning IT 

function with business strategy it is important to better map out the key stakeholders and 

engagement model. “Strategic projects are approved by presidents’ councils but many medium-

small scale projects are prioritized via ownership (vice president, deans etc...)” a survey 

respondent (SR# 8) stated. 

Alignment of IT Priorities Relative to Institutional Priorities 

As depicted in Figure 10, most respondents agreed or strongly agreed with the three 

statements that asked for the perceived inclusiveness and alignment of IT priorities relative to 

institutional priorities. That is, a total of 17 (65%) of respondents agreed or strongly agreed that 

their college’s IT priority setting was “broadly inclusive”; 21 (80.7%) of the respondents felt that 

departmental IT priorities were aligned with institutional priorities, and 22 (84.6%) stated that 

central IT organizational priorities were derived from institutional priorities.  

CIO #1 said,  

Are we or aren’t we aligned and how are we aligned and what do we need to make sure?  

And to me, alignment is not just you set it and it just aligns itself.  It’s a constant as the 

target moves …. 

This finding is consistent with the responses to survey question #8 on stakeholder 

involvement in setting IT priorities.   
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Figure 10:  Degree to which IT priorities were perceived to be aligned with institutional 

priorities (n=26) 

The VPA that I interviewed stated, 

Well our customer, at the very core. is the student and the student population, so 

everybody from applicant right through to graduate and beyond because we may be able 

to reach back to life-long learners and your alumni and all those important people but it’s 

also anybody who needs the service in the institution so faculties, the registration office, 

you know, all those people that would rely on it every day to do the basic functioning in 

running of the organization. IT is not supposed to come and tell registration how to do its 

job per se, although that doesn’t necessarily stop registration from telling IT … how to do 
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their job. It’s more of the fact that IT should be there to make sure that they are providing 

optimal solutions. If IT is a part of the solution and in picture, that would be great and a 

great IT department. 

Five top reasons for IT to evaluate IT services. Hepworth, AXELOS CEO, said (05 

March 2015), “ITIL advocates that IT services are aligned to the needs of the business and 

support its core processes. It provides guidance to organizations and individuals on how to use IT 

as a tool to facilitate business change, transformation and growth.”   This is true for academic 

institutions as well. The IT department should continuously monitor and assess the IT services it 

provides to ensure that these services are meeting the stakeholders’ expectations and needs, and 

that they are relevant.   

Study participants were asked to identify the five most important reasons why IT 

Services are evaluated.  The VPA stated, “I’m not an IT person obviously, but I think aligning 

itself with the institutional mission and also trying to find a way to help set those priorities in a 

meaningful way is really important.” As depicted in Figure 11, the four most frequently 

identified reasons for evaluating IT services were: (1) to identify internal improvement 

opportunities (n=17; 58%), (2) to improve communication with users (n=15; 52%), (3) to 

establish the progress toward achieving our goals (n=12; 41%), and (4) to inform decisions about 

new services (n=10; 34%). The fifth ranking was tied between (a) to secure financial and other 

resources, and (b) to educate IT staff about service level responsibility, which were both selected 

nine times or by 31% or respondents. It is important to note that 58% of the respondents 

indicated identifying internal improvement opportunities as their top priority which is consistent 

with the ITIL IT service improvement framework.  
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A survey respondent (SR# 2) commented, that it was important to leverage current IT 

governance and strategic technology plan to ensure that IT services remain current and those 

under consideration are properly aligned with the institution's needs and plans.  We have an 

engaged group of middle-management in our IT Advisory Committee that is key in providing 

this insight 

 

Figure 11: Participants‘ top five reasons why IT evaluates IT Services (n=29) 

IT Services Performance Measurement. A Key Performance Indicator (KPI) is defined as  

“a set of quantifiable measures (metrics) that a company or industry uses to gauge or compare 

performance in terms of meeting their strategic and operational goals” 

(http://www.investopedia.com/terms/k/kpi.asp)   Similarly, the Ontario Ministry of Training, 
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Colleges and Universities (MTCU) states that a “Key Performance Indicator (‘KPI’) means a 

quantifiable measure used by the Ministry to gauge an Institution’s performance in delivering 

post-secondary education (Ontario MTCU, 2015, p.2).”  A KPI provides a measurement of how 

effective an organization is in achieving the established objectives. As such, IT departments must 

have a clear understanding of the organizational and operational objectives before developing 

KPIs. It is essential for the IT department to develop Key Performance Indicators (KPIs) and 

metrics that will provide the intelligence that will inform the service lifecycle management and 

IT service improvement.   

CIO #2 stated,  

…. So, execution is very important and – a lot of folks like doing surveys and you are 

looking at the current usage trends and that sort of stuff.  But that’s only a very small data 

point these days, that’s very much what I call the rear-view mirror type of data which 

tells you what? - how you’ve been doing in the past, but really it is important to 

understand what’s coming down the pipeline, what’s happening in the future, and looking 

at our future students. So, I try to understand what’s going on in the K-12 areas to 

understand what are the new students (going to expect) by the time I can implement 

changes? Will they be coming in with these smartphones; will they be used to using a 

new technology or comfortable with that technology, so understanding what the future 

vision of some of that stuff is.   

As stated by Heraclitus, “Life is Flux”; he famously alluded that change is the only 

constant. The colleges’ and their business units’ needs change constantly - influenced by internal 

and external environmental changes and priorities. The responses to the survey question #10 
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support this assumption further as every single college is engaged in monitoring and changing 

the IT services based on their individual College’s needs. “As the environment changes, so 

should the company” (Thompson, 1967) is the corner stone of the management theory. Kurt 

Lewin’s theory of Force-field Dynamics views the organizations in content flux.  It is evident 

that the IT leaders strive to constantly reexamine the current IT services, their effectiveness, and 

introduce, and implement identified best practices for current and future IT needs of the College. 

The top four changes identified also aligned with the results of earlier survey questions focusing 

on content IT service improvement and improved communication.  

It is important to note that “to establish the progress toward achieving our goals” and “to 

inform decisions about new services” have been identified as top four priorities. Lewin views 

organizations as systems that are not static but where a dynamic balance (equilibrium) exists 

between forces for and against change.   “Inclusion of a broad range of stakeholders to aid in the 

determination of which services are no longer required in favour of new service demands” is 

essential, respondent SR# 7 stated. This statement highlights the different forces at play. The 

colleges cannot be too slow in adapting to internal and external requirements. The IT leaders 

constantly need to strike a balance between different forces ranging from technology changes, 

cultural changes, staffing, financial impact, academics’ pushback.  

Question #19 asked respondents to describe the state of the development of performance 

metrics for the core services in three categories: no metrics, metrics for core services, and 

metrics for all services. In response to this question, none of the respondents indicated that they 

have established metrics for all services. “Metrics are gathered periodically but no established 

performance measures are defined,” a survey respondent stated. As depicted in Figure 12, of the 



92 

 

 

 

25 responses to this question, more than half (n=15; 60%) stated their colleges have developed 

metrics for core services, but almost half (n=10; 40%) have no metrics. The survey did not ask 

for the type of metrics which is an implication for further research.  

CIO #2 stated,  

And so looking at key leading indicators, looking at one of the best sources of 

information I find are our vendors,  I try not to have an adversarial relationship with our 

vendors, it’s really supportive and having very engaged discussions on what’s there in 

their roadmap, what’s down in the pipeline, so that you can try to stay on top of some of 

those trends, and then on top of that, you do need to take some calculated risks and not 

maintain the status quo, everything needs to be changed - has to adopt some sort of 

change in evolution of some sort and so understanding and taking some calculated risks 

are important. 

 

Figure 12: IT Services Performance Metrics Reported by participants (n=25) 

no metrics
Metrics have been
developed for core

services
Metrics for all services

Service Delivery (n = 25) 40.0% 60.0% 0.0%
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Q 19: How do you measure performance of IT services?
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Summary of Responses to Research Question #2 

 Overall, in response to research question two, the findings suggest that colleges are at 

differing levels of maturity with regard to how the IT priorities are determined and aligned. The 

college senior management outside of the IT department has the potential to exert a great 

influence on the IT initiative prioritization that is well-aligned with the college’s business and 

academic plans. Even though the priority setting process can be improved and be more inclusive, 

there is a general sense among the respondents that the IT priorities are aligned with institutional 

priorities.     

Communication can be defined as the exchange of information, thought and emotion 

between individuals or groups. In other words, communication plays a fundamental role in 

balancing individual and organizational objectives (Boyaci, 1996, pp. 3-5).  

The importance of a communication strategy cannot be underestimated. It provides a 

means for information dissemination to the correct and intended audiences.   

The qualitative responses to the research question #1 indicate a genuine desire to provide 

the IT services that empowers the stakeholders to achieve their goals and objectives.  A survey 

respondent (SR# 27) commented:  

We have an Information Technology Advisory Committee which includes administrators 

from academic and service areas.  We also have sub-committees including an Academic 

Information Technology Advisory committee focused on academic IT needs.  

Relevance of findings to theoretical models grounding this study 

Hopen (2002) states that the leader should understand the interaction between the 

organization’s operational practices and the results generated by those  practices  by  having  
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specific  methodologies for ensuring that decisions made by all members of the organization 

reflect the appropriate principals and  strategies  will  lead  the  organization  to  excellence.  

IT departments must contribute to the college’s mission; they must be consistent and 

aligned with the college mission.  This is an opportunity for IT services to demonstrate a Servant 

Leadership role by enabling the rest of the college to achieve their highest performance potential. 

Using performance indicators IT departments can demonstrate the value of the services to 

various stakeholders. KPIs are an important tool and important strategy for improving services 

and focusing on important priorities. Based on their KPI data, IT departments can make 

important, evidence-based decisions to increase the effectiveness of the delivered services 

through assessment, planning and prioritization processes. 

Young and Mingay (2006) suggested that companies considering IT service management 

improvement efforts should do so based upon a desire for the improvement of service 

effectiveness and value. As described by Lewin’s theory of Force-field analysis, colleges must 

identify the forces that facilitate change in IT Services and others that make change difficult. The 

colleges must clearly identify the steps and processes to react as the effectiveness of the services 

are measured and adjustment required.  

The response to the survey questions suggests that participating colleges do not have 

solid processes in place to effectively communicate the existence of the IT services, how they 

can be consumed and to what degree they can be relied on. The lack of service quality and 

delivery commitment and no formal framework to assess the service efficacy and effectiveness 

further impacts the institutional commitment and desire to fund the IT initiatives. 
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A survey respondent (SR # 10) commented that it was important to show “the business 

the value IT can bring, cost process and show how IT enhancements can bring business value. If 

IT can save money elsewhere, then IT will be given more resources”. 

The strategies to promote excellence in service management and more effective and 

efficient service delivery involves extensive communication, collaboration, and knowledge 

management. A communication strategy involves many different parts of institutions to help 

them function effectively as members of decision-making and problem-solving teams.  

Research Question #3  

Research Question #3 asked, “How are the strategies in service excellence, design, 

transition, operation, and the quality of service improvement assessed and benchmarked in the 

colleges surveyed?”. The themes I identified in the responses to this question are:  Information 

Technology Strategic Plan, frequency at which the institutional IT Strategic Plan is updated, the 

influences of the IT Strategic Plan on day-to-day operations, Reporting of IT Strategic Plan 

achievements, effectiveness of the IT Strategic Planning process, IT Strategic Plan alignment 

with institution priorities, the IT Strategic Plan influence on decisions of academic units, the IT 

Strategic Plan influence on decisions of administrative units, outsourcing IT functions, IT 

outsourcing decisions, and IT governance. 

Information Technology Strategic Plan. IT plays an important role in ensuring the 

organization meets its objectives and mission. The IT Strategic Plan ensures business and IT 

objectives are aligned, and the benefits of IT initiatives are clearly articulated to manage risk and 

cost. As depicted in Figure 13 the respondents were asked to state if their colleges had a  
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Figure 13: Status of Information Technology Strategic Plans Reported by Respondents (n=28) 

formal IT Strategic Plan in place. It is important to note that only 40% (n=11) of the colleges 

were reported to have an IT Strategic Plan in place, and another 43% (n=12) were working 

toward developing one. Based on my professional experience and my findings in the literature, 

the importance of the IT Strategic Plan is well known. Despite this, 18% (n=5) of the colleges 

did not have any form of IT Strategic Plan, or even a plan to develop one! 

Frequency at Which the Institutional IT Strategic Plan is updated 

Aligning IT services with business strategy is essential for the long-term success of the 

organization. As shown in Figure 14, the IT Strategic Plan was reported to be updated frequently, 

that is, every two to three years by 11 (40.7%); occasionally, that is more than every three years, 

by nine (33.3%) respondents. Only four (14.8%) of the colleges were reported to update their 

Strategic Plan more frequently, that is in less than two years, and almost as many, three (11.1%) 

were stated to never do so.   Unfortunately, I did not collect data that would have enabled me to 

correlate the frequency of IT Strategic Plan updates with either internal IT department cycles or 
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Q 4: Does your central IT organization have a 
formal, institutional information technology 

Strategic Plan? 
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the colleges’ business Strategic Plans. I assume respondents who reported that their colleges did 

not update their IT Strategic Plans did so because their colleges had not developed an IT 

Strategic Plan in the first place. Again, this is an implication for further research. 

 

 

Figure 14: Reported Frequency at which the institutional IT Strategic Plan is updated (n=27) 

The influences of IT Strategic Plan on day-to-day operations. Prioritizing IT 

operational tasks and resources, managing IT value, and measuring business benefits are core 

components of IT Strategic Plans. Question #6A asked participants to respond to the statement 

that the IT Strategic Plan greatly influenced day-to-day operations of the central IT organization 

based on Likert-type response categories: strongly disagree, disagree, agree and strongly agree.  

Well over half (n=17; 68 %) of the respondents agreed or strongly agreed that their colleges’ IT 

operation has been greatly influenced by the IT Strategic Plan. However, eight (32%) disagreed 

or strongly disagreed.  Figure 15 depicts these findings.    

Continuously
(less than 2

years)

Frequently (2-3
years)

Occasionally
(more than 3

years)
Never

Governance (n = 27) 14.8% 40.7% 33.3% 11.1%

n = 4

n = 11

n = 9

n = 3

0.0%

5.0%

10.0%

15.0%

20.0%

25.0%

30.0%

35.0%

40.0%

45.0%

Q 5: How frequently is the institutional IT strategic 
plan updated?



98 

 

 

 

 

Figure 15: The Influences of the IT Strategic Plan on Day-to-Day Operations (n=25) 

Reporting of IT Strategic Plan achievements. The IT Strategic Plan identifies the 

activities and recommendations undertaken by the IT departments which directly impact 

resources, enterprise initiatives and future plans. The IT Strategic Plan report, along with the 

KPIs, enable colleges to report on deliverables and performance of the IT department. As shown 

in Figure 16, just over half (n=14; 56%) agreed or strongly agreed (n=3; 2%) that their colleges 

were able to document and report on IT Strategic Plan achievements. However, some 

respondents disagreed (n=7; 28%) or strongly disagreed (n=1; 4%) that their college was able to 

report and document IT Strategic Plan achievements. 

Strongly disagree Disagree Agree Strongly agree

Strategic Plan  (n = 25) 4.0% 28.0% 64.0% 4.0%
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Q 6A:The IT Strategic greatly influences the day-to-day 
operations of the central IT organization. 
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Figure 16: Reporting on IT Strategic Plan achievements. (n=25) 

Effectiveness of the IT Strategic Planning process.  For the IT Strategic Plan to be 

effective, it should deliver the planned deliverables and meet the desired outcomes. To be able to 

accurately measure the effectiveness of the IT Strategic Plan, base values must be established so 

that the planned performance can be tracked over time. As shown in Figure 17, over 84% (n=18) 

of the respondents stated that their college had an effective way to measure their IT Strategic 

Plan and agreed (n=15, 62%) or strongly agreed (n=3, 12%) that their colleges developed IT 

strategy plan was effective. On the other hand, around one quarter of the respondents disagreed 

(n=5, 21%) or strongly disagreed (n=1, 4%) that their colleges’ IT Strategic Plan was effective. 
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our IT strategy plan. 
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Figure 17: Perceived Effectiveness of the IT Strategic Planning Process (n=24) 

IT Strategic Plan alignment with institution priorities. The main principle of aligning 

IT with business priorities is a clear understanding of the business itself. Without such a view, it 

is difficult to successfully achieve the desired outcomes. As depicted in Figure 18 over two thirds 

of the respondents either agreed (n=13, 52%) or strongly agreed (n=5, 20%) that their colleges’ 

IT Strategic Plan was aligned with the institutions’ priorities. However, over one third of the 

respondents stated that their colleges’ IT Strategic Plan was not aligned with the institutions’ 

priorities. I could not determine from the data whether this was because the colleges did not have 

an IT Strategic Plan or because of misalignment between IT Strategic Plan and colleges’ needs. 
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Figure 18: The IT Strategic Plan alignment with institution priorities (n=25) 

The IT Strategic Plan influence on decisions of academic units. The colleges’ core 

activities revolve around teaching and learning. Academic units are the backbone and integral 

part of the institution’s business model and strategy to meet its mandate. In response to survey 

question #6e which asked respondents whether the IT Strategic Plan influenced the decisions of 

academic units, fewer than half the respondents agreed (n=10, 40%) that it did. It is interesting to 

note that a greater number of respondents disagreed (n=13, 52%) or strongly disagreed (n=2; 

8%) that the IT Strategic Plan had any influence on the decisions made by the academic units. 

Based on the data collected it was not possible to determine if there was a disconnect or lack of 

alignment between academic units’ needs and objectives and IT Strategic Plan, or if it was due to 

the lack of collaboration and academic units’ participation in developing the IT Strategic Plan.  

Figure 19 presents these findings. 
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Figure 19: The IT Strategic Plan influences decisions of academic units (n=25) 

The IT Strategic Plan Influence on Decisions of Administrative units 

As depicted in Figure 20, only 10 (40%) of the respondents agreed, and the more than 

half (n=15; 60%), disagreed or strongly disagreed that the IT Strategic Plan impacted decisions 

of administrative units.  In this instance respondents felt that the IT Strategic Plans influenced 

academic units more than they did administrative units which is somewhat puzzling given earlier 

data and needs to be explored further. 
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n = 2

n = 13

n = 10

n = 0
0.0%

10.0%

20.0%

30.0%

40.0%

50.0%

60.0%
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Figure 20: The IT Strategic Plan influences decisions of administrative units (n=24) 

Outsourcing IT functions. Outsourcing is the process of contracting an external vendor 

to manage the organization’s services. Organizations undertake outsourcing for a variety of 

reasons, such as, to reduce operational and capital cost, for talent management, to focus on their 

core business, and for elasticity and flexibility to meet changing demands. As depicted in Figure 

21, almost two thirds, 16 of 25 respondents stated that their college outsourced some IT 

functions. The colleges must recognize that the responsibility for ensuring the success of 

outsourcing does not end when the contract is signed. Vendor and contract management, and 

ensuring the SLA is adhered to, and the ongoing management of the relationship, are as 

important as negotiating and signing the contract.  

Outsourcing is defined in several ways. Mahnke (2000) sees it as a process that shifts in-

house activities to externally supplied activities to improve cost structures and efficiency. Benn 

(2002) sees outsourcing as the "implementation of a function" in which "operations, peoples, 

materials and facilities transfer to the outsourcers". Outsourcing activities, be they strategic or 

commodity can lead to problems or even disappointments. Very often decisions for the long-term 

are made, whereas the manager making the decision may not consider the provider's needs to 
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increase its revenues and cut costs for its part, potentially weakening its competencies, to name 

just one potential issue. 

Outsourcing as a concept is much older than just a few years. Much research has been 

performed on outsourcing and on its logical counterpart: vertical integration (e.g., Porter, 1998; 

Harrigan, 1984). Yet it seems that the amount of study on vertical integrating or outsourcing of 

services as opposed to products is much less studied (Lee 2000; Dragonetti, Dalsace & Cool, 

2001).  

The need to flexibly manage resources while maintaining control is another rationale for 

outsourcing, especially when it concerns information technology (Lacity, Willcocks & Feeny, 

1995). In fact, if flexibility and/or control cannot be obtained, outsourcing should not even be an 

option (Lacity, Willcocks & Feeny, 1995; Quinn & Hilmer, 1994). 

 

 

Figure 21: Report of Outsourcing of IT functions (n=25) 
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Q 22: Are you currently outsourcing any IT functions?
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IT Outsourcing decisions. It is important to note that just under half (n=7) responses to 

survey question #14 indicated that their colleges allow schools and other units to make IT 

outsourcing decisions, independent of the IT department. Figure 22 presents all the responses to 

this question. There are implications for this practice that need to be explored further. For 

instance, making a wrong decision could have an adverse effect that may impact not just the 

local unit, but the institution’s business operation and competitive advantage. It is important for 

the colleges to develop a governance process to formalize the outsourcing decision-making 

process.  

 

Figure 22: Location of Decisions for Outsourcing IT functions (n=15) 

Improving the efficacy and effectiveness of the IT services is the focus of IT service 

outsourcing decision-making process. The intended consequence is to allow staff to be more 

productive, to focus on customer satisfaction and service management rather than underlying 

technology. Transparency and engagement throughout the decision-making process and 

execution will eliminate all unintended misunderstanding. As depicted in Figure 23, only five 
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(33%) of the respondents feel that the collective bargaining has no impact on the IT outsourcing 

decision at all in oppose to 10 (66.7%) of respondents feel that the decisions are either 

moderately or completed impacted by collective bargaining. 

 

Figure 23: Influence of collective bargaining on IT outsourcing decisions 

IT governance. IT governance consists of the decision-making structure and 

accountability framework for determining the desirable outcomes of the IT department. 

Organizations should design IT governance around the institution’s objectives. The success of 

the IT governance is closely linked to the level of participation and support across the 

organization. To be effective, it is important that senior administrators and stakeholders buy into 

and support the process.  Yanosky (ECAR. 2008, p. 5) put it this way: 

IT governance is the institution’s approach to acknowledging everyone’s stake and to 

empowering the academy’s stakeholders in determining the direction IT is to take. To 

me, IT governance suggests no more and no less than engaging and aligning the ideas and 

efforts of a diverse community of interested and intelligent skeptics.  
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The main barrier to effective IT governance is probably a lack of understanding about the 

process and decision-making structure. The participating colleges have made some headway in 

certain aspects of stakeholder representation in IT governance; however, for the most part the IT 

governance lacks maturity and the support and participation that it needs to be successful. In 

response to interview question #3, CIO2 stated,  

The IT departments or organizations are changing from being sort of a service provider to 

more of aligned with some of the, mission, vision and the strategy of the organization as 

well.  So, it’s not being an afterthought, but actually part of the process. 

The data in response to Research Question 3 suggest that the  IT leader was perceived to 

be the one who was most responsible for the institution’s governance structure as indicated by 24 

of the 26 respondents (92.3%) who agreed or strongly agreed; deans were identified as the group 

next most involved in the governance process by twelve  (48%) of responses, as reported by nine 

(36)% respondents; staff were next, and faculty were perceived to be the least actively involved 

(n=5; 20%), which is somewhat ironic since they are at the front-line of the use of technology to 

enhance student success which is the ultimate raison d’etre of the colleges.  

Summary of Responses to Research Question #3 

 The data in response to Research Question 3 suggest that the colleges of the participants 

have a firm grasp of the importance and benefits of planning to ensure effectiveness of the IT 

department to meet the organizational objectives. Colleges are at the different stages of maturity 

and planning integration. Twenty-three (82.2%) respondents have reported that they either have a 

strategic plan in place or are in process of developing one. This is a clear indication of emphases 

the colleges’ IT departments and colleges’ have put on developing and maintaining the cohesive 



108 

 

 

 

IT strategic plans. As such, 24 (88.9%) of the respondents indicated that their IT strategic plan is 

updated as required. I found it intriguing that 24 (96%) of the respondents believed that the IT 

strategic plan helped them to manage their operations. Furthermore, 21 (87.5%) of the 

respondents believed that their IT strategic planning process at their respective institutions was 

effective. It is equally interesting that all respondents, (n= 25;100%), indicated that the IT 

strategic plan is influenced by the academic and administrative units, yet only 20 (80%) of the 

respondents reported that the IT strategic plan is aligned with institutional priorities. My research 

does not delve into the rationale behind the noted disconnect and whether it is grounded in 

tangible evidence, or based on their perceptions.  

IT services have a significant impact on the colleges’ performance and competitiveness. 

Effective IT governance and structure are needed to ensure that IT services are aligned with the 

colleges’ goals. For IT governance to be effective, the colleges’ objectives must be clearly 

defined, and there must be a shared understanding among all stakeholders and the colleges’ 

management and IT departments (Senge, 1990).  Performance management reporting assesses 

whether the IT department has been successful in meeting the deliverables and helps to identify 

the shortfalls. 

Based on my professional experience and the literature, the major issues diminishing the 

success of the IT Strategic Plan are lack of management engagement, leadership, and a lack in 

the decision-making process. As indicated by the responses, 21 (87.5%) of the respondents 

believed that their IT strategic planning process at their respective institutions was effective. 

CIO1 stated, in his/her college they ask themselves,  
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Are we or aren’t we aligned and how are we aligned and what do we need to make sure.  

And to me alignment is not just you set it and it just aligns itself.  It’s a constant as the 

target moves, so. 

Poor strategic alignment inhibits the IT department to be effective in contributing to the success 

of the college. Figure 24 depicts these findings. 

 

Figure 24: Stakeholder Participation in IT Governance in the Colleges surveyed (n=26) 

IT outsourcing has always been a challenging topic in higher education. There has often 

been a perception that IT outsourcing results in poor services, lack of control and job loss. The 
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colleges are at different levels of acceptance and identification of the IT services to outsource 

with a clear objective to improve service availability, performance and quality. The 

pervasiveness of cloud services has helped colleges to overcome their hesitancy and embrace the 

service offering by shifting their outsourcing from traditional Learning Management System 

(LMS), Help Desk, and telecom to core infrastructure and application solutions. 

The focus must be on risk mitigation and improving IT service delivery without 

significantly increasing total cost of ownership. Leveraging outsourcing to allow IT departments 

to improve on their service levels to stakeholders by overcoming challenges like technology 

obsolescence, high maintenance, capacity management, availability and infrastructure issues 

beyond their control. At the same time, not every IT service is required to be outsourced. The 

criteria for outsourcing must be identified and defined by colleges, based on their IT needs and 

readiness. I found it very interesting that only 16 (64%) respondents indicated that their 

respective colleges had outsourced an IT function even though the benefits of the outsourcing are 

well known by the college IT management. In response to survey question #23, which asked 

respondents to describe who decides which IT functions to outsource, all respondents indicated 

that IT management and VP are responsible for the outsourcing decision making. 

Relevance of Findings to Theoretical Models Grounding this Study  

The traditional model of command and control in IT management and perceived notion 

that management has all the answers is no longer consistent with the reality given the short 

lifespan of technology and processes. It is evident that many of the participating colleges still 

operate in that manner and a new leadership model at all levels of the organization is required. 

IT Governance Institute noted,  
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Developing a successful and sustainable strategy requires continual alignment of an 

organization’s internal processes with its customer-value proposition. Further, 

management is focusing on agility and the ability to capture synergies and use them as 

part of a proactive, rather than a defensive, strategy. (2005, p. 19) 

IT leaders who are successful in providing avenues that lead to increased resources will 

see services flourish (at least in the short-term) as this allows IT departments to develop new 

services/solutions, engage in activities that enhance service offering, and extend the reach by 

allowing measured risk-taking.  This creates an atmosphere of innovation and encourages 

employees to develop their skills aligned with the Servant Leadership model (Greenleaf, 2002). 

This is a huge challenge in an educational setting. Given the pace and competitive 

environment, it is difficult to “teach” this attitude and set of skills so that new leaders, in 

particular, feel well-equipped to handle the day-to-day operations. IT leaders must be aware of 

the pressure to “chase” the short-term gain and approach such “opportunities” with a long-term 

vision, rather than the “quick fix”, or enter into short-term projects to ensure that the project can 

be managed effectively and will not result in a long-term “ball and chain” effect for the 

organization. 

IT leaders must constantly be aware of the institution’s financial climate, institutional 

directions, swings in academics needs and indicators, to set out a strategic plan that will 

withstand fluctuations and adjustments as needed. They must keep the long-term view in mind 

and ensure that shorter term projects do not distract them from this view. Core beliefs and 

philosophies must be articulated to the team and decision-making must be driven by these 

philosophies. Organizational structure and operations must be aligned with the strategic plan and 
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measured to ensure that these support the plan and do not become the rationale for the plan. 

Team members must be made aware of the priorities and the challenges that may compromise 

the ability to meet the articulated goals. 

It is this desire that guides the IT leaders to focus on understanding the needs of the 

stakeholders and show their commitment to meet those needs by clearly documenting the IT 

services, how these services are provided and what is to be expected. This not only helps the 

departments to plan, but it also enables the stakeholders to provide the feedback that is needed to 

continuously improve and realign the services. As explained by Spears, listening and foresight 

are one of the critical behaviours of the Servant Leadership. 

Research Question #4 

Research Question #4 asked, “What are the future challenges that IT management 

should anticipate as perceived by the Chief Information Officers (CIO) and IT directors in the 

Ontario colleges participating in this study?” The main themes I identified in the data that 

answered this question were: institutional planning, IT services addressed in the college’s 

Mission Statement, and how IT projects are prioritized. 

 IT space in and around the traditional model of students is fundamentally changing, the 

VPA stated, 

I think there’s a lot more of the change in attitude and then I’m used to being able to 

consume what I want, where I want and how I want and I’m expecting to be able to do 

that when I come to an educational institution because we’re just another source of 

content, another content consumption vehicle.  
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The entire Ontario college system is based on the premise that students who come to 

college between 9 am and 5 pm and are considered “day students’ for the purpose of the college 

funding model. The demographics of college students have been changing over the past decade.  

The change in student populations in higher education is well identified in the literature. For 

instance, The Association of Universities and Colleges of Canada, reported the following in 

2011: 

During the last 30 years, part-time undergraduate student enrolment has not grown as 

quickly as full-time undergraduate enrolment. From 1980 to 1992, part-time 

undergraduate enrolment grew by some 25 percent, peaking at an all-time record of 

276,000 students in 1992. In the subsequent eight years, part-time enrolment dropped  

back to 1980 levels. From 2000 to 2010, part-time enrolment grew, on average, by one 

percent a year compared to four percent for full-time enrolment. (Trends in Higher 

Education, 2011)  

 Figure 25 depicts the growth in undergraduate enrolment in Canada since 1980, based on data 

from Statistics Canada. The trend has been evident in Ontario colleges as well. 
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Figure 25: Since 1980, full-time students have driven growth in undergraduate enrolment 

Institutions try to find the best fit between existing opportunities and the institutions’ 

capability when formalizing strategies. For the most part, planning and decision-making 

processes run on an internal calendar cycle and are built around market trend extrapolations.  The 

Chief Information Officer whom I interviewed noted “the biggest change I’ve seen over the 

years and the biggest change now that (we are facing) as a college …. is the consumerization of 

technology.” He added “We’re finding that, (and I’m sure other colleges are no different) our 

students are walking through the door with multiple tools.” One of the biggest challenges for all 

colleges is how to deal with ever changing needs within funding constraints and ensure a stable 

infrastructure to support everyone’s needs. CIO#1 commented, 

And of course, that’s created two challenges. One is how do we in a sense make the 

network (and I’m using network broadly like services), how do we make those 
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(effective). The challenge right now is how we make those services and the actual 

connectivity and all of that accessible to so many different devices that are very user- 

based and personalized.  

The Vice President of Academic whom I interviewed echoed the same challenges faced by 

her/his college and stated.  “…the students all bring their own technology as well, so you’ve got 

student choices and you must accommodate the student choices.” 

The goal of IT Services has generally been to continuously improve the services, 

introduce new services to meet the needs, and ensure they are operated within the confines of the 

institutions’ objectives along with legislative boundaries. The VPA added, 

Then the second challenge I think in the future- and we’ve talked about it -  is this 

paradox; greater access, greater accessibility, access to more information, access to more 

services and at the same time maintain privacy, maintain confidentiality and maintain 

security and as a matter of fact (there is) even more consciousness around security and 

privacy.  And so, you’ve got this double-edge sword, right.  This paradox is more open, 

more access, but actually more secured and so on.   

It is expected that IT will come up with the solution for any given problem, short-term or 

long-term. The Vice President of Academic said, “IT has a huge role to play in finding cost 

savings, in finding better solutions, in making sure that the solutions all talk to each other and 

making sure on some sort of comprehensive solution.” In doing so, IT departments need to 

attract qualified people and increase the staffing level to meet the demands for more and better 

services. Lack of funding and shortage of skill resources in a competitive market makes it very 
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challenging for the IT departments to meet their staffing requirements. A survey respondent (SR 

#18) commented:  

We have been trying to recruit people for three key positions for as long as two years. 

Causes for delay include budget efficiencies (a euphemism if ever one existed since not 

spending the money makes the department less, not more, efficient), obstruction from the 

HR department (from under-estimating the cost of obtaining such staff to ineffective 

recruitment processes) and lack of local supply of trained personnel, particularly at what 

the College can pay within the collective agreement. 

The response to survey question #11 indicates that the budget constraint facing Ontario 

colleges has a direct impact on prioritization of the initiatives across the college. The IT 

initiatives are not immune to a high level of scrutiny. As such, it is imperative for the IT leaders 

to ensure alignment of the initiatives with the college mandate, effectiveness, but also be able to 

show value, efficiency. A survey respondent (SR #2) commented: “Leverage current IT 

governance and strategic technology plan to ensure that IT services current and those under 

consideration are properly aligned with institution's needs and plans.  We have an engaged group 

of middle-management in our IT Advisory Committee that is key in providing this insight”. 

IT leaders should be able to articulate the value proposition of the IT initiatives and the 

value they bring to the institution. A survey respondent (SR #10) commented: “Showing the 

business the value IT can bring. Cost process and show how IT enhancements can bring business 

value. If IT can say money elsewhere, then IT will be given more resources.” 

IT departments must institute a service life cycle framework to ensure relevancy of the IT 

services to reduce the operational cost by decommissioning not needed services, A survey 
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respondent (SR 12) commented: “Inclusion of a broad range of stakeholders to aid in the 

determination of which services are no longer required in favor of new service demands” Is 

needed 

Colleges’ IT leaders should look beyond the traditional service provisioning to reduce the 

cost associated with each service and improve efficiency. A survey respondent (SR #8) 

commented: “Where appropriate, move existing/new services to an on-line self-service model. 

Look to gain operational efficiencies by leveraging the systems we have such as CRM.” 

Institutional planning. Survey question #2 asked “Does the senior IT leader in your 

institution participate in institutional planning, including non-IT planning? As depicted in Figure 

24 a majority of the respondents stated that their colleges’ IT leaders participated in institutional 

planning. However, the degree of involvement and influence varied considerably as indicated in 

the comments respondents provided.  Survey respondent (SR# 13) noted “The CIO is involved in 

institutional planning, but swings considerably less weight than other partners”. At the other end 

of the spectrum, survey respondent (SR# 3) noted that the “CIO reports to (the) President and 

participates in senior level discussions.” As is evident, the level of participation varies from one 

college to the next. The data I collected for this study do not enable a determination of any trend 

across the participating colleges. This also has implications for further research. 
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Figure 26: participation of Senior IT Leaders in Institutional planning (n=29) 

Are IT services addressed in the college’s Mission Statement? Survey 

question #3 asked participants to state whether or not (Yes or No) IT services were addressed in 

the college’s Mission Statement. Just over two thirds of the respondents (n=20; 69%) stated that 

the IT services were not addressed in the Mission Statement of their colleges. The review of the 

colleges’ strategic plan, mission, vision and MYAA statements (Appendix F) pointed to higher 

number of colleges with no reference to the importance of IT in their strategic document. 

Figure 27 presents these findings. 
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Figure 27: IT services addressed in the Mission Statement (n=29) 

How IT projects are prioritized. Many organizations struggle with how 

to decide how to prioritize projects and devise a structured and objective approach, balancing the 

needs of the departments and stakeholders. Survey question #18 asked the participants to 

describe their colleges’ process for submitting, reviewing, prioritizing and approving projects  

Participating colleges were reported to be at different levels of maturity in their approach 

to project prioritization. The majority of the colleges worked through a project advisory group to 

determine project priorities and approval for moving forward. However, several respondents 

noted that in a number of colleges the process is often undermined. One of the respondents (SR 

#12) commented “Priorities (are) set by Executive group (but that) doesn’t stop efforts to push 

private agendas from all sides of the organizations – a lot of wasted effort.” A similar sentiment 

is echoed by another respondent who wrote, “The prioritization of projects through the PMO is 

politically subverted regularly”. The VPA observed 
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….  it’s not unique and I know that, so I’m sure it’s still happening at every college more 

or less in some form or another and so it always feels to me that often IT and especially 

on the more enterprise side is always running to play catch up … it doesn’t ever feel like 

it’s been preplanned. I’m not an IT person, obviously, but I think aligning itself with the 

institutional mission and also trying to find a way to help set those priorities in a 

meaningful way is really important.  

Miller (Educause, 2014, n.p.) states: 

To implement more mature and finely grained project prioritization, organizations must 

meet several prerequisites. In some regards, these prerequisites are the same as those 

required to implement more mature portfolio management; at a high level, they include 

- an organizational strategy, 

- executive leaders' involvement and buy-in (both within IT and across functional 

business units), and 

- team skills.    

Figure 28 reports on the respondents’ level of agreement with the statement that IT 

initiatives often result in sustainable and positive cultural change. Somewhat surprising, 80% (20 

of the 35 respondents) agreed or strongly agreed with this statement; only 20% (n=5) disagreed 

and no one strongly disagreed. 
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Figure 28: IT Initiative Often result in Sustainable and positive cultural change (n=25) 

Summary of Responses to Research Question #4 

In choosing strategies, many organizations rely on Strategic Planning and decision-

making approaches. The processes are usually built around the business case. Organizations 

describe a potential investment or strategic action in great detail. The process is forward looking 

and as such relies on sound understanding of future needs. The best indicators of future client 

need and technology standards are based on current client needs, forecast of future value drivers 

and well-defined institution business plan. The VPA clarified 

….IT has a huge role to play in finding cost savings, in finding better solutions, in 

making sure that the solutions all talk to each other and making sure on some sort of 

comprehensive solution as opposed to the dog’s breakfast, which is everybody 

implementing their own and then not being able to pull data from anything or not having 

anything to talk to each other about.  So, you know it’s got a huge role to play in spotting 

the trends, finding ways of making things better. 
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For the institution to be successful in the implementation of the plan and the steps 

required to be taken to fulfill the goals and objectives outlined in the Strategic Plan the entire 

organization must be involved in the development of the plan. As such, for the IT department to 

be successful in meeting the institution’s goals and objectives IT leaders must participate 

throughout the planning process. It is reassuring that 26 respondents (89.7%) confirmed that their 

senior IT leader was actively participating in the institutional planning. However, it is equally 

troubling that IT services were not highlighted in the institutions’ Mission Statements. 

 The survey responses point to a level of structure in how the projects are viewed and 

prioritized in the majority of the participating colleges. However, this sentiment is not shared by 

all colleges. There seem to be other factors that influence the project priorities circumventing the 

established process. In the long run, this will make the process less reliable and diminishes trust 

in the process. 

 Relevance of Findings to Theoretical Models Grounding this Study 

        The Servant Leadership model identifies the traits necessary for a leader to be effective and 

high performing. Effective leaders must define a vision of the ideal future and maintain goals 

that create that future. They must understand context and people, make goals clear and 

believable, learn from others, build relationships and teams, remove roadblocks so that others 

succeed, and communicate. They must drive the change and bring strategic and operational 

learning into the decision-making process at all levels. Effective leaders must have a vision of 

the long-term goals of the team and of the organization.  Leaders who are positive, inspiring, and 

who empower and develop followers - are better leaders. They are valued by their co-workers 

and have higher performing teams. 
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  Leaders must not only be well versed in the policies which protect the individual and 

institution and reputations; they must model the behaviour that is valued. They are charged with 

and must respond to changing needs and demands and encourage and support their team 

members to do the same. Leaders should constantly scan the environment to identify gaps, 

new/changing forces and provide strategies to address these emerging needs. Leaders must be 

empathetic, careful listeners and be reflective to ensure that all sides of an issue are measured 

before a solution is offered. Furthermore, organizational structure must support and reflect an 

institutional commitment to a set of policies that ensure that aspects of the strategic plan 

pertaining to services, access, preparedness, delivery, choice, behaviour and standards can be 

realized. The expectation that leaders should be visible and approachable suggests a disposition 

that may be more in keeping with the “new” approach to management. 

    IT leaders need to ensure that core IT services are not compromised considering the new 

opportunities, expectations and new initiatives identified in the college’s strategic plan, yet still 

take advantage of these opportunities and ensure those objectives are met.  

    With reduced government support, educational institutes, public institutions , have had to 

seek aggressively other sources of funding and revenue streams to support not only special 

strategic projects that add value to and position the organization in a highly competitive 

environment, but increasingly to support core functions. The erosion of funding has not only 

resulted in cancellation of programs, reduction in teaching hours and increased class sizes, but 

also had an impact on the IT initiatives funding approval. These forces along with the 

accountability on the policy agenda putting increasing pressure on the colleges to respond by 

providing more value at a lower cost. One of the key challenges is dealing with the entire 
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accountability framework, ensuring that people understand why this is necessary. CIO #1 

commented  

The current climate, the focus is on shared services.  I see that as a challenge, but a positive 

one.  We’ve never had enough resources to do all the things we’re being asked to do. So, if 

there is a way that we can become more efficient and effective, that’s a good thing whether 

through shared services, the provincial climate around funding filters down to us eventually 

right, I mean institutions only get so much and then a slice of that pie goes to IT and it’s 

again never enough. 

The Ontario colleges in effect deal with the reduction in funding at both the provincial and 

college level and, to ensure their IT needs are met, the colleges embraced the shared services 

model proposed at the provincial government level, and backed by the VPs of finance throughout 

the college system. The shared service model is not perceived as a silver bullet addressing all 

financial and IT services challenges; however, it is a tool enabling the IT leaders to provide 

effective service at an affordable cost driving up the value proposition from both cost perspective 

and meeting the institutional needs.  

Relevance of findings to the elements of Servant Leadership.  

I will now summarize the relevance of the findings related to the leadership provided by 

participating IT Directors and their IT Services Departments as these relate to the specific 

elements of Servant Leadership (see pages 32-35) in the college contexts explored. 

  Listening. Listening is a critical communications skill in Servant Leadership. In the 

context of this study, listening as an attribute of Servant Leadership is reflected in the 

effectiveness of communication and decision-making skills. As demonstrated in response to 
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Survey Question #6c (see pages 98-99) most of the IT leaders believed that IT services were 

aligned with the College and academic goals - an indication that they had listened to and heard 

the needs of stakeholders as they were meeting those needs. 

However, the survey findings also indicate that the deans and chairs were not involved and had 

no influence on the setting of IT priorities. This is a clear indication that the decision-makers 

(Senior Admin and IT Directors) were not hearing the specific concerns of the chairs and deans 

which might significantly impact the effectiveness of IT services for supporting academic 

priorities.  

The participants understand the importance of the college Service Catalogue as a 

communication tool to communicate to all stakeholders how their IT department works, what 

types of services they provide and how these can be accessed. However, it is concerning that half 

of the colleges surveyed (see pages 67-68) do not have a service catalogue in place, which then 

hinders their ability to communicate their service offerings. The Service Level Agreement (SLA) 

and Operating Level Agreement (OLA) enable the service provider to gauge their responsiveness 

to stakeholders and service fulfillment. The survey result (see pages 70-72) demonstrates that a 

clear majority of the colleges with existing service catalogue have not developed SLA and OLA 

for their IT services. Additionally, the colleges with no service catalogue also do not have any 

SLA and OLA in place. 

            Empathy. Servant Leadership strives to understand and empathize with others and seeks 

to address and support their unique needs to enable them to be successful in their roles. In the 

college context, this means that IT services are responsive to the unique needs of their various 

clients (e.g., academic and administrative). It is well understood by all colleges surveyed (see 
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page 73) that the service desk plays a pivotal role to ensure the entire college community 

receives the specific assistance they need from IT services to enable them to perform their tasks 

effectively and to meet important timelines. As noted by one of the CIOs interviewed (see page 

82) the assistance of the IT service/help desk is mission critical, particularly for students and 

demonstrates the IT department’s empathy with the needs of the students in their commitment to 

customer service by communicating and delivering the services that are aligned with their needs. 

             Awareness. In the context of this study, awareness relates to the commitment of IT 

Services and their Leadership to understanding issues as perceived by all stakeholders in the 

college context. It is important that the feedback culture within the college is fostered and the 

insight is used to continually improve the services. The college service desk is more than a 

problem management and a request fulfilment, it is the face of the IT department, its eyes and 

ears, the first point of contact for all students and employees. As noted by one of the CIOs 

interviewed (see page 74) the service desk is a conduit to receive feedback on IT services, 

shortcomings and changes in needs. 

             Persuasion. Servant Leadership seeks to invite others to shared support goals by 

representing their interests and needs through participation in college decision-making on their 

behalf. In the college context, it means that academic units, as the integral players of the 

institution’s business model and strategy, are fully engaged in defining the IT priorities and IT 

strategic plan. The survey results (see pages, 85-87) indicate that the majority of the respondents 

believe that their college IT priority setting is inclusive and reflects the institutional priority.  

            The survey respondents agreed that the IT strategic plan impacts and influences the 

decisions made by the academic units more so than administrative units (see page 100). 
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However, the survey findings indicate that the IT strategic plan is not influenced by the decisions 

made at academic unit level. This contradicts the survey data indicating that respondents believe 

the college IT priority setting is inclusive. However, not enough data were collected to identify 

the root cause: if it as due to lack of collaboration and participation of academic units in the 

development of the IT strategic plan, or the IT plan was not aligned with the college’s priority. 

            Conceptualization. Effective Servant Leadership involves fostering an understanding of 

and commitment to the college mission, aims and achievement of strategic plans to accomplish 

these. As demonstrated in response to Survey Question #8 (see pages 83-84) most of the IT 

leaders identified the senior administrators and CIO as the most influential in defining the scope 

and determining the IT strategic priority. Academic units as the college core stakeholders, have 

little influence in the development of the IT strategic plan and IT priorities. 

            IT departments must play an active role in institutional planning in order to deliver 

business value. The survey data indicate that the majority of IT leaders are not closely involved 

(see pages 116-117) in assisting with strategic planning and determining the agenda. IT leaders 

have a fuller understanding and may be more effective in determining the short-term and long-

term institution’s IT needs. Unfortunately, the survey data indicate that IT leaders have less 

influence than others in institutional planning, if they participate at all.  

            Foresight. Foresight is a characteristic that enables the Servant Leadership to anticipate 

realistically the future needs of the college with respect to the use of technology in academic 

contexts, and recommend appropriate directions. In this study, this attribute was assessed with 

respect to the participation of IT Leaders in college decision-making, especially with respect to 

risk management and future directions such as outsourcing of services as a strategy. The 
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responses to survey question #6c (see page 99) allude to the use of a planning process to develop 

an institutional strategy and how initiatives are prioritized. However, there is a general consensus 

among all respondents that the process is not always followed and many factors influence the 

outcome.  

            The IT leaders are charged to maintain the IT services in support of college core business 

and be versed in emerging technology as a whole and academic technology specifically as the 

need of the academic units evolves. However, survey data (see pages 116-117) indicates that IT 

leaders do not feel they have a voice at the senior strategic decision-making process and there is 

a lack of financial support to facilitate IT transformation in alignment with institutional goals. 

            College IT departments have taken a number of steps to address the ever-changing needs 

of the institution by adopting service provisioning methodology that taps into changes in the IT 

market domain. IT outsourcing (see page 102) is being employed by the majority of the colleges 

surveyed to address IT service shortcomings, enhance service offering or meet future demands. 

However, the IT service outsource decision is made predominantly within the IT department 

domain. The survey data point to a lack of institution-wide consultation on what services should 

be outsourced (see page 102). The survey data do not provide any insight into the service cost 

analysis, SLA management and multiyear outsourcing strategy. 

            Stewardship. In the context of this study, stewardship refers to the responsibility for IT 

Leadership to be trustworthy in strategies proposed, and decisions made with the best interests of 

all stakeholders and the college in mind. It includes accepting accountability for services 

delivered. The IT strategic plan articulates the activities and recommendation undertaken by the 

IT departments to address the institution's needs in alignment with the institution's strategic plan 
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and academic plan. The IT strategic plan reports on performance of IT services and deliverables. 

The survey data indicate that the majority of the colleges surveyed have a formal IT strategic 

plan in place or under development (see pages 94-95).  

            As indicated by the responses, IT leaders believe that their IT strategic plan is effective, 

delivers on the planned deliverables and is aligned with institutional priority (see page 99). The 

colleges’ core activities revolve around teaching and learning. The survey data indicate that 

academic units have no influence (see page 100) in the development of IT strategic plans in some 

of the colleges surveyed. 

            Commitment to the growth of people.  It is well recognized that the effective use of and 

provision for IT services is mission critical for academic institutions. It is critical not only for 

administrators, but more importantly for the development of students and academics. The way 

members of the college community engage with IT has changed drastically with the expectation 

and ability to work, learn and teach whenever and whatever they want. As stated by the VPA 

interviewed, the technology is expected to be there where and when needed to support learners 

and teachers to enable them to do their work faster, smarter and more easily (see pages 72-73). 

            IT leaders understand the need for continued improvement of the IT services to meet the 

demands. It is vital that IT departments implement an IT road map that communicates the IT 

department's understanding and commitment to meet those demands. It departments have to use 

the data collected through KPI, metrics, and users' feedback to continuously improve and realign 

the services, assist users in using the services and address the challenges they might face. All are 

needed to enable the users' development and maximum performance in their tasks. 
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            The colleges’ service desk is used as a conduit to meet the clients’ demands and provide 

feedback to the IT department regarding the challenges faced by users and effectiveness of the IT 

services. As stated by one of the CIOs interviewed (see page 74), the service desk represents IT 

and that is where students interact with the IT department. The service desk is not expected to 

respond to and resolve every problem; however, it is mandated to ensure proper communication 

when there is an issue and provide a solution, work around or solution to the challenge.  

            As indicated by the responses, the service desk service is offered by all colleges 

surveyed; however, none of the colleges provided 24/7 service desk support. With the changes in 

the way technology is consumed by learners and teachers the service desk operation has to 

change to meet the new reality. Some of the colleges decided to extend the service desk 

operating hours during exam time (see page 73). Some of the colleges are investigating an 

outsourcing option to either augment the in-house operation or to outsource the entire operation 

in order to meet the 24/7 operational requirements. 

             Building community. Effective Servant Leadership involves seeking to support 

communities among workers at all levels of the organization. In the context of this study, this 

means that IT Services combine technical knowhow with customer experience and anticipate 

service requests. It requires that they know their customers, understand their needs and 

perspectives and strive to go beyond standard service delivery practice. In the context of this 

study, it requires a unique approach to service delivery and commitment at all levels of 

organization by the IT department specifically. As stated by one of the CIOs interviewed, being 

customer-centric means that we need to demonstrate to the college community that the IT 

department is committed to be responsive to users’ needs and service excellence.  
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Relevance of findings to Lewin’s Force-Field Analysis model.  Given the rapidity of 

technological change not only in academic institutions but also generally in society, it is 

imperative to identify forces that drive change as well as those that may push against 

desired/needed change. For this reason, this study sought to identify forces for and against 

change, based on the IT service models explored in the participating Ontario colleges. 

            Forces for change. The colleges’ IT departments are committed to improving and 

optimizing the quality of the IT services. The colleges’ and departments’ needs change over time 

influenced by many factors. IT departments need to understand the changes and react to them by 

either retooling the existing service offerings or by deploying a new service to meet those needs. 

The responses to the survey questions indicate that IT leaders are fully aware of the need to 

constantly monitor the effectiveness of the IT services through established KPIs and metrics and 

through established feedback loops (see pages 88-89). As indicated by a Survey Respondent 

(SR# 7) (see page 90), the inclusion of stakeholders in determining the IT service needs in the 

face of changes in demand provides alignment and ongoing support from business units. 

Outsourcing. The outsourcing approach taken by a college is based on their 

understanding of how to better achieve the expected financial and business benefits from the 

outsourced service. The survey responses indicate that half of the colleges surveyed have 

outsourced some aspect of their IT services (see page 102). The main driving forces and 

rationales behind the move to outsource the IT services were the growing demands for IT 

services, current and new, the need for flexibility to manage resources and IT departments’ 

constraints in meeting those demands in-house (see page 104). Transparency and engagement 
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throughout the decision-making process ensure the desired outcomes and elimination of 

misunderstanding (see page 112).  

            Forces against change. The IT leaders are faced by daunting challenges of anticipating 

the changes in needs and responding to them in an effective manner. This is a very challenging 

due to the nature of the educational setting and rapid changes to ensure competitiveness, changes 

in the market demand in trained resources and constant change in technology. IT leaders are 

faced with striking a balance between a quick fix and short-term gain versus a long-term vision 

(see page 114).  

            The “silo” decision-making process has a profound negative impact on the effectiveness 

and alignment of IT services with college needs. As stated by SR# 11 (see page 84), sometimes 

initiatives may be moved up in priority by academic units pressuring the decision makers under 

pretext of academic delivery requirements. Operational silos hinder the colleges' ability to meet 

its objectives when the priorities are dispersed between various business units. As stated by SR# 

7 (see page 90) inclusion of a broad range of stakeholders is needed to ensure effective IT 

service assessment. 

This study gathers and examines the perceptions and experiences of Information 

Technology Service Directors, Managers and Chief Information Officers from 18 of 22 

Community Colleges in Ontario regarding the nature, purpose and implications of IT Service 

Delivery models used at their institutions. 
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Five: Conclusions and Implications 

 This study gathers and examines the perceptions and experiences of Information 

Technology Service Directors, Managers and Chief Information Officers from 18 of 22 

Community Colleges in Ontario regarding the nature, purpose and implications of IT Service 

Delivery models used at their institutions. In this chapter, I present the conclusions and 

implications based on the findings reported in Chapter four. The findings of this research study 

support some pragmatic service management recommendations, and a 'roadmap' that can be used 

by the participating Ontario colleges for setting and providing a framework for each college to 

assess the efficacy and effectiveness of their current IT Services.  

As the participating Ontario Colleges move toward enterprise systems, the current IT 

organizations and distribution of IT functions, roles and responsibilities need to be enhanced to 

align with new technologies and the overall corporate strategy, goals and objectives. “Enterprise 

systems (ES) are large-scale application software packages that support business processes, 

information flows, reporting, and data analytics in complex organizations.” (Wikipedia) The 

objective of enterprise systems is to enhance the colleges’ ability to coordinate, control and 

deploy resources by streamlining processes and workflow, improve communication through 

sharing information across the organization and improved activity cost analysis. One of the 

major challenges with the successful implementation of ES is the required change to institutional 

culture and behavior. Enterprise systems affect the roles, authority and responsibility of IT 

services. Institutions and individuals must embrace and adopt these changes. Even though the 

findings are not generalizable, it is reasonable to assume that other educational institutions who 

struggle with similar issues will find the findings informative as well. Recommendations based 
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on the literature and finding from the study are offered to inform the organizational change 

discussion that may occur at the participating institutions. 

Conclusions   

  The efficacy of Information Technology Services (ITS) in the Ontario Colleges of 

Applied Arts and Technology (CAAT) is clear; IT services are at the very core of the business of 

the colleges, enabling them to achieve their Mission, Mandate and Strategic goals. IT has 

become a core and mission critical function as well as key enabler of the Ontario colleges’ 

overall success. It is not an exaggeration to suggest that in every area of academic endeavour, the 

unique expertise of IT services staff is as essential as is the academic expertise.  How effectively 

IT services serve the needs of all their stakeholders will, to a large extent, determine how well 

the college is able to fulfill its raison d’etre, which is the success of all students, as well as the 

productivity of faculty and staff. 

The Information Technology Services units must be effective in performing all the 

required tasks with a high degree of quality and integration with the colleges’ needs. Colleges are 

faced with a difficult environment. Economic challenges and increased market place competition 

affect their ability to remain competitive. An effective business and customer-service oriented IT 

department is needed for colleges to succeed in the ever increasingly competitive education 

sector. Having the ability to provide IT resources to meet the changing demands of the colleges, 

support growth, new business processes and all users is critical. IT services are enablers and the 

colleges are dependent on IT services for all aspects of their operations. 

This study sought to explore the current status of the effectiveness of IT services in the 

participating colleges as perceived by key informants. What are the best practices demonstrated? 
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How aligned are these practiced with essential characteristics/elements described in the 

literature, and based on my own professional expertise?  Based on the findings in this study, I 

will now describe the conclusions suggested in relation to each of the research questions that 

drove this study.   

The first research question explored the elements/characteristics of service delivery 

models adopted by participating colleges and their overall effectiveness. The level of adoption 

and maturity of the ITIL processes implemented has a significant impact and a positive 

relationship to IT service effectiveness.  There is a continuous demand for an improved level of 

service quality and reliability. The analysis of the findings demonstrates a greater understanding 

of the colleges is needed in relation to the importance of developing a comprehensive inventory 

of the services and documenting the IT department commitment in service quality and 

effectiveness. 

 The second research question considered whether there was a relationship between the 

level of decision-making participation in identifying priority and objectives of IT initiatives and 

IT service efficacy and effectiveness. Even though about two thirds of respondents indicated that 

their College’s IT priority setting was “broadly inclusive”, the faculty and staff had the least 

influence on IT priorities. The reported models negatively affected the relevance (efficacy) and 

effectiveness of the IT services. Lack of broader institutional engagement in IT priority setting 

greatly influences IT departments’ ability to positively improve the service even though metrics 

have been developed.  The participating colleges presently lack formal service support structures 

to allow clients an opportunity to participate; they lack a Servant Leadership model, and 

processes and controls for IT services management and improvement. 
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 The third research question considered the relationship between the level of 

management and client engagement and effectiveness of an IT strategic plan, and service 

delivery governance. The responses suggest that the respondents generally believed that their IT 

Strategic Plans aligned well with the institutional priority. However, more than half indicated 

that academic units had no influence on the IT priorities. The IT department is not in a position 

to meet the colleges’ core mandate without ensuring greater client participation in ensuring 

service alignment and effectiveness. 

The fourth research question considered the impact of shifting needs on current and 

future IT strategic plan and service delivery model. The data gathered point to a disconnect 

between the senior IT leader participation in institution planning and inclusion of the IT strategy 

and process in the Mission Statement of the college.  However, overwhelmingly, colleges’ 

respondents perceived their projects had a positive and sustainable impact on cultural change.  

The majority of the colleges have in place a project advisory group assisting with the project 

prioritization.   

The leaders of the Ontario colleges’ Information Technology Services (ITS) need to have 

an intimate knowledge of the business. However, the data identify that the IT departments often 

do not have the scale and scope to support the initiatives that are integral to the colleges’ 

strategies, and simultaneously and adequately maintain and upgrade existing services. They 

strive to enhance their ability to provide enriched learning experiences for students, give faculty 

and staff better tools to do their jobs, and provide evidence-based decision-making tools to 

improve planning and accountability. The data imply that the focus needs to be on having 

processes that align with each other to promote effectiveness and efficiency across the 
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organization. Once the processes align, the participating colleges will be able to foster and 

promote continuous process/services improvement. 

The college IT tactical plans are developed in response to changing environments in 

which the Ontario colleges are increasingly depending on efficient IT services to expand their 

competitiveness in the market. It is clear that Ontario colleges have strategic visions and future 

directions.  What appears to be missing is a definitive roadmap. Fewer than half of the colleges 

are working toward developing an IT Strategic Plan, and almost one-fifth of the participating 

colleges did not have any form of IT strategic plan nor were they planning to develop one that 

would consider all IT Service Management (ITSM) functions that will assist with the transition 

from the old to the new.  

It is problematic that it was difficult to find publicly posted Vision and Mission 

Statements for so many colleges in the document analysis. These statements provide all 

employees within the organization guidance in their decision-making.  As pointed out by Senge 

(1990), learning organizations have a shared understanding of the vision and mission of the 

organization; that is, the colleges’ corporate strategies, the IT departments’ vision and mission 

and the overall College Mission and Vision Statements, and Strategic Plans should be aligned for 

maximum effectiveness. 

Although not a normal part of an ITSM organization, the Project Management Office 

(PMO) is essential for the Ontario colleges to manage and deliver projects on time, on budget 

and meeting customer needs. The PMO is responsible for project intake and approvals. Based on 

my findings in this study, a PMO is not established in most participating Ontario colleges. 



138 

 

 

 

There was a general awareness amongst the participating Ontario colleges’ senior staff 

that IT governance processes are weak or not followed but it appears that the volume of activity 

and the available resources are out of sync with each other. Skill levels were not always mature 

enough to allow senior staff to concentrate on the strategic and tactical elements of their 

positions. 

Conclusions relevant to the grounding theoretical frameworks 

Servant Leadership.  Servant Leadership theory is relevant to the focus of this study in 

that IT leaders and staff really are in a critical position to provide leadership in the service of the 

mission and goals of the institution. IT services enable constituents and stakeholders to perform 

their respective roles as effectively as possible. It is the mandate of IT leaders to support and 

facilitate maximum achievement for the entire organization. 

Puritt (2013, p. 36) stated with respect to his company, “The leadership team at TELUS 

International believes that creating a strong customer service culture that influences the actions 

of frontline staff is the only truly sustainable competitive advantage in business”.  Most 

organizations know that delivering excellent customer service both to internal and to external 

stakeholders is one of the most important elements of running a successful organization. 

Excellent customer service is the side effect when we lead with a focus on serving others, and 

service strategies appropriate for the organization and the customers become a natural response. 

To consistently deliver excellent customer service, the customer must feel cared for every single 

time they interact with the organization. All members of the IT department should see 

themselves as the customer representative and make the delivery of the excellent customer 
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service a priority. To achieve this objective, IT departments needs to hire not only those that are 

technically competent but also capable and willing to care for and serve others.  

In turn, the leader of the organization’s IT department must also be capable and willing to 

care for the employees and create the culture around offering great service, one which nurtures 

the customer centric culture and behaviour as part of their strategy to meet their organization’s 

goals. Puritt noted “We’ve been focused on building a unique culture for years. It’s not 

something that happened overnight. Our culture evolved from bottom up and from top down” (p. 

36). 

By taking the time and making the effort to understand what the customers really want to 

accomplish and what they need to be able to achieve that, IT departments can then incorporate 

goals and KPIs to track real customer needs, to achieve the end goal of making the IT services 

customer centric which is essential for the achievement of organizational goals. In educational 

organizations, these goals most first and foremost focus on supporting student success. 

IT departments are no longer valued simply because they provide service. Organizations are 

much more concerned with which services the IT department provides, how well it provides 

those services, and how those services fit with the colleges’ unique education, research or 

business needs and mandates. Successful IT departments must focus on operational excellence, 

organizational management, and client partnership. IT services can make a dramatic shift from 

being regarded as an expense that needs to be controlled to being viewed as a strategic partner in 

addressing and solving academic and business problems.  

Lewin’s force-field analysis. College leadership is increasingly responsible for 

managing and resolving competing demands for the institution’s limited resources. Leaders are 
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required to manage cross-functional and business units. IT leaders are not just required to 

translate the technical requirements to effective actions and incorporate into IT strategy. IT 

leaders are also expected to be change agents, to constantly monitor the effectiveness of the IT 

services and institutional changes as required to realign services to meet shifting requirements, or 

when the deployed services do not result in intended outcome. The force field analysis provided 

a guideline to assist in analysis of a problem, identify the factors supporting the status quo and 

those that support change.  

A number of IT service management shortcomings have been identified through analysis 

of the survey data. The colleges are fully aware of the gaps; however, they struggle to devise a 

strategy to bring about changes. For the IT department to commit to an SLA and OLA that define 

agreed service quality and effectiveness is a daunting task. They often face many constraints 

such as funding, resource, technical expertise that act as opposing forces to the change and 

continually improve the services’ efficacy, efficiency and effectiveness.  

Kurt Lewin’s Force-Field model suggests that people must realize the need for change 

before they rally behind the initiative or be motivated to adopt the change. For the IT leaders to 

highlight gaps between the current and desired states, a service performance monitoring 

framework, metrics and KPI, must be implemented that measure the services against the defined 

outcome. The data gathered enable the IT leaders to clearly articulate the need for change aligned 

with business needs. This will make it easier to solicit and gain support from every level of the 

college. 

I suggest that for the colleges to improve their IT services they need to have an in-depth 

understanding of their inherent culture as to how the decisions are made, how priorities are 
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managed and how every level of organization is engaged. Strategic alignment, operational 

effectiveness, role of IT leadership and communication are interrelated and must be examined for 

gaps and plan to address those shortcomings as these are unique to each college.  

 I will now present the implications for policies, practice and further research based on 

the findings of this study. Recommendations based on the literature and findings from the study 

are offered to inform the organizational change discussions that may occur at the participating 

institutions.  

Implications for Policies and Practice 

A valid and reliable IT metrics program, on meeting the stakeholders’ needs, should be 

adopted to monitor the quality and effectiveness of IT services. The Ontario colleges should 

adopt metrics, such as availability, performance, and quality, to assess IT operating processes 

and provide insight into problems that can impact colleges’ business service levels.  Survey 

question #19, asked respondents to describe the state of the development of performance metrics 

for the core services by responding according to three categories: no metrics, metrics for core 

services, and metrics for all services. As depicted in Figure 12, of the 25 responses to this 

question, 60% of the respondents reported their colleges had developed metrics for core services. 

The survey did not ask for the type of metrics, their effectiveness and no best practices model 

was identified based on the input received.  This suggests that the type of metrics need to be 

explored and stated explicitly in operational documents and policies that guide practice. 

It is imperative that colleges develop Service Catalogues to describe the IT services 

provided.  Without Service Catalogue college users are disadvantaged as they do not know what 

services are available to them and how to access them. When services that are available are not 
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accessed to the fullest, the productivity of others who rely on those supports is diminished.  One 

of the key elements of the Service Catalogue and the outcome of the service definition are the 

Service Level Agreements (SLAs) and Operational Level Agreements (OLAs). Without SLAs 

and OLAs the IT department is not able to define how the services are provided and supported, 

and there is no standard against which the services can be measured and improved if needed. 

The Ontario colleges’ IT departments need to adopt communication strategies to ensure 

their strategic decisions, plans for implementing them, important priorities and challenges, and 

how the strategy execution is aligned with the colleges’ visions and missions are conveyed to 

various stakeholders. Senge (1990) stressed the importance of the alignment of stakeholders’ 

views with the organization’s vision and mission in learning organizations.   

The Ontario Colleges are committed to the active pursuit of technology leadership. The 

Information Technology Services unit is instrumental in the implementation of every college’s 

strategic and academic plans. This includes providing the technological and project management 

support that enable strategic and academic initiatives. 

  The colleges’ business and academic units depend on flexible, adaptive and responsive 

IT solutions and services to meet their service objectives. As user expectations change, the IT 

department should be flexible, re-baseline their IT strategy and service management, skills and 

governance for the benefit of the college.  

The metrics that would define the level of operational effectiveness and the net value that 

users receive from those services were not reported in the data the survey/assessment carried out.  

It would be valuable to review and/or establish policies that identify critical success factors, 

performance measures and performance targets for each of the traditional ITSM functional areas.  
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Performance measurement will provide evidence- based data for senior management to assess 

resource capacity and align those resources with the corporate objectives, along with other 

decision-making processes, such as project, upgrade and enhancement priority.   

The outcome and effectiveness of colleges’ IT departments strategy should be 

measurable; they must have specific projects with clear deliverables and clear milestones and 

deliver on those milestones and commitments. It is not just strategy on its own, but also the 

delivery with specific projects that validate it at the same time. The IT departments must 

demonstrate how their strategy is working. The strategy is realized if it is grounded and backed 

by action. 

Ontario colleges’ IT departments need to make sure there is an understanding at all levels 

of the college what the IT strategy is, and demonstrate a need for a comprehensive service 

delivery model and practice that includes changes to the service culture, continuous service 

improvement, valuing feedback, and adjusting the implementation and new service management 

processes as and when needed.  

Without a supportive corporate culture, alignment is difficult to achieve. The colleges 

where IT was well aligned were more likely to describe their corporate culture as being 

collaborative, adaptive to changes and applicable in addressing the college’s strategy. The 

alignment requires effective governance and effective governance relies on a collaborative 

management style and culture.  

To provide the best IT services to the organization, the colleges’ IT leaders must be 

aware of the needs of the institution and stakeholders, understand and empathize with the service 
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recipients. The colleges’ IT leaders must be forward thinkers and influence and convince the IT 

department and the organization to follow a path leading to the IT service improvement. 

It is through this process that IT leaders are informed of possible need for change that 

will facilitate the next steps of the IT service lifecycle following the Lewin’s Force-field 

Analysis model, unfreezing, moving/changing and refreezing, as depicted in figure 3. 

Implications for Further Research 

The study focused on service delivery models currently used by participating Ontario 

colleges and on identify best practices and the most effective leadership and service delivery 

model(s) for current and anticipated future needs as identified by participating leaders of college 

IT services.  However, there are other factors such as customer experience, customer 

expectations, academic and faculty support, and continuous service development that impact the 

IT departments and colleges to be successful in meeting their mandates and needs further 

exploration. Future research may be a comparison among the different service measurement 

tools to explore which ones work well in the educational environment. 

While the exploration of the efficiency of IT units was beyond the scope of this study, I 

was curious about the extent to which the participating colleges engaged in outsourcing of 

services.  Many of the colleges in this study turned to outsourcing solutions to assist with 

meeting the demands and controlling cost and level of service. Further explorations are needed 

of the specific links between IT service outsourcing and student and employee satisfaction. In 

addition, a study of all the variables impacting efficiency issues would be well warranted, given 

the increasing scarcity of resources for all academic activities. 
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 Further exploration of the integration of educational technology in teaching and learning 

within the context of the Ontario colleges’ service delivery model is required, including an 

assessment of the level of independence of instructors and students in using their own tools. 

Perhaps most importantly, further research needs to explore the impact of IT in student success at 

Ontario colleges. 

 Furthermore, research needs to explore leveraging technology to enhance student services 

to gauge how technology is used and how it can be better leveraged within student services 

support.  

It might be advantageous to explore the shared IT services and resources to increase 

efficiency, service improvement and cost control. Opportunities for shared services and strategic 

sourcing standardization of managed IT services are needed. Further research should determine 

the most effective way to plan, coordinate and sustain IT collaboration across Ontario colleges. 

Research related to combining the Control Objectives for Information Technology 

(COBIT) and ITIL frameworks, a methodology which is not technology driven but rather service 

driven, to allow Ontario colleges to examine the impact on the process management is required. 

Given the changing nature of technology and institutions’ needs, further research in the 

frequency with which the IT Strategic Plan is updated and its alignment with the colleges’ 

business Strategic Plan and Academic Strategic Plan and the impact to efficacy, effectiveness 

and efficiency of the IT services would prove to be valuable.  

Another implication is that further exploration of the IT department Business Continuity 

(BC) and Disaster Recover (DR) readiness is needed. Business Continuity Methods define the 

system availability and data recovery strategies. The goal of the IT department Business 



146 

 

 

 

Continuity Management (BCM) is to develop a framework that can be used to prepare for a 

disruption affecting IT services.  

Further research is needed to explore the specific links between the decision-making 

process for IT service outsourcing and the effectiveness and efficiency of those approaches, 

colleges’ gain from outsourcing and analysing the advantages and disadvantages of outsourcing. 

My research had several limitations. This study was limited to IT senior management and 

a narrow range of IT service recipients. A larger sample with more diverse participants in future 

studies would provide a deeper understanding of the perceptions of all stakeholders.                                                                                         

Summary 

 IT Services are mission-critical to enable the Ontario colleges to be successful in their 

mandate, which is the education of students -  to develop their full potential, so that they can be 

well-prepared for the demands of the workforce. IT Services are mission-critical to enable all of 

the colleges’ stakeholders, faculty, staff and administrators, to perform effectively their 

responsibilities and contributions to student success. IT Services and all other service units 

across the college have a mandate to support the college’s core business through operational 

efficiency. To achieve these goals, academic and IT leaders need to work together, motivated by 

a desire to be effective Servant Leaders, and embrace inevitable change in response to driving 

forces, both from within and external to the organization. The extent to which practices in IT 

services are effectively organized, led, clearly understood and delivered, will impact the 

colleges’ success in an ever-increasingly competitive environment. 

  The findings in this study suggest that the colleges plan for IT strategically, but also that 

they would be well-served by greater representation of faculty in their advisory and decision-
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making processes. There appears to be a lack of transparency in how IT priorities are identified 

and provisioned, and there is a need for the development and implementation of operational 

metrics to measure and report on effectiveness and efficiency of the IT services. IT departments 

must be business-focused and be part of the enterprise solution.  IT departments are required to 

innovate with new technologies and actively engage the stakeholders to realize the full benefits 

of IT service roster and service modernization.  They need to build user confidence through the 

embedded customer service engagement to establish IT departments as a trusted partner. They 

need to recognize the IT department as business-focused to serve stakeholders more effectively 

and develop and implement initiatives to deliver great services and support for students, faculty 

and staff and focus initiatives on teaching and learning. 

This study gathers and examines the perceptions and experiences of Information 

Technology Service Directors, Managers and Chief Information Officers from 18 of 22 

Community Colleges in Ontario regarding the nature, purpose and implications of IT Service 

Delivery models used at their institutions. The IT leaders must demonstrate their ability to lead, 

inspire and positively influence, not only their own teams, but across the institution. IT leaders 

need to foster and support the cultural changes needed to meet the future institutional 

requirements.  This study identified best practices already employed in the participating colleges, 

and it identified areas for improvement to the ultimate benefit of the students the colleges’ serve.  
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Appendix A 

Information Letter 
 

      

Title of Study:  Service Delivery Models at Ontario Colleges 

 

Researchers: Hassan Assiri 

Faculty Supervisors:  Dr. Andrew Lewis and Dr. Katharine Janzen 

 

Dear: (Participant's name), 

 

I am conducting this study in partial fulfillment of a PhD degree at Griffiths University in 

Australia. 

 

The purpose of this research study is to explore and describe the variety of IT service models 

currently used across the Ontario colleges and to identify best practices and most effective 

leadership and service delivery model(s) for anticipated future needs. 

 

Participation in this study is voluntary; participants are free to refrain from responding to any 

question(s) that they do not wish to answer and may withdraw from the study at any time without 

explanation or penalty.  Data collected from an individual who subsequently withdraws will be 

deleted fully if possible. There is no expectation of any physical or psychological harm of any 

kind to participants.  

 

It is anticipated that the questionnaire will take no more than 30 minutes to complete. The 

responses to the questionnaire will be anonymous and confidential. Consenting participants will 

be provided with the URL address and a login code and asked to complete the questionnaire 

online.  

 

I will also interview a number of academic leaders in the participating colleges who are key 

informants on this topic to gain broader and deeper understanding of the colleges’ environment 

and their requirements, needs and IT services provided.  These academic leaders will be 

contacted by email to request their participation. Their name and contact information is listed on 

the public college website. 

 

 

As the questionnaire is located on a server outside Seneca College there is no way that the 

respondents are identifiable to the researcher.    There is a very slight possibility that the 

webmaster who posts the questionnaire and issues the login code may be able to trace the 

identity of respondents.  All data collected will be kept in confidence and secure as required by 

Griffith University - digital data will be password protected and hard copies locked in a file 
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cabinet and accessible only to the researcher and his immediate faculty supervisors – All data 

collected will be deleted or shredded 5 years after completion of the study. None of the 

participants will be identifiable in any reporting of the findings. Contact information for the 

Research Ethics Officer (+61 7 3735 4106, ore-grants@griffith.edu.au) who can provide answers 

to pertinent questions about the research subject’s rights. At your college these questions should 

be addressed to the REB in your college (contact information for the relevant college) 

  

 

A summary of the findings of this study will be made available to participants upon your written 

request sent by separate e-mail to the researcher, hassan.assiri@senecac.on.ca. 

. 

 

If you agree to participate, please read and sign the attached Informed Consent form and return it 

to me, by ..........(date)................ 

 

Sincere thanks, 

 

 

 

Hassan Assiri 

  

mailto:ore-grants@griffith.edu.au
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Appendix B 

Consent form for IT Directors/Key Informants 

 

 

Title of Study: Examining Service Delivery Models at Ontario Colleges  

Researchers:   Hassan Assiri 

Faculty Supervisors:  Dr. Andrew Lewis and Dr. Katharine Janzen  

 

Name of Participant: (please print) _______________________________________ 

I understand that the purpose of this research study is to explore and describe the variety of IT 

service models currently used across the Ontario colleges and to identify best practices and most 

effective leadership and service delivery model(s) for anticipated future needs. 

I understand that my participation in this study is voluntary and I may withdraw from the study 

at any time and for any reason(s) without explanation or penalty of any kind. I am free to not 

answer any question(s) that I do not wish to answer. All identifiable data collected from me at 

the time of my withdrawal will be completely destroyed and not included in the study findings.   

Section (a):  

I agree to complete an Internet based questionnaire survey at an URL address to be sent to me.  

The questionnaire should take about 30 minutes of my time.  I understand that all data collected 

through this survey will be completely anonymous; my questionnaire responses will not be 

associated with my name or identity in anyway.  

 I hereby agree to participate in the questionnaire survey as described above.                   

 I do NOT wish to participate in the questionnaire survey.  

Section (b):  

I understand that I MAY be asked to be part of a sample of respondents who are interviewed in 

person, by telephone or video-conference and that the interview will be audio-taped. 

  If I am chosen as described above, I agree to participate in an interview. 

  I do NOT wish to be interviewed.    

I understand that the findings may be presented or published in appropriate professional 
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publications and conferences but only grouped data will be reported and no participant or his/her 

college will be identifiable in any reporting of the findings.   

Participant's Signature _________________________________   Date: ____________                                     

This study has been approved by the Research Ethics Review Boards of Seneca College R.E.B. 

file #10-14 

Please keep a copy of this form for your records. 

 

If you have any questions or concerns about this study, please contact Hassan Assiri at 

hassan.assiri@senecac.on.ca or 416 491-5050, or his faculty supervisors Dr. Andrew Lewis at 

a.lewis@griffith.edu.au or 61 7 373 56789 or Dr. Katharine Janzen at 

katharine.janzen@senecac.on.ca or 416 491-5050 Ext.7901.  Feedback on the findings will be 

available to you upon request. 

I have fully explained the procedures of this study to the above volunteer. 

Researcher's Signature: _________________ Date: _____________ 

  

  

mailto:hassan.assiri@senecac.on.ca
mailto:katharine.janzen@senecac.on.ca
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Appendix C 

On-line questionnaire 
 

I. Governance  

 

1. At my institution... 

 Strongly 

disagree  

 

Disagree  

 

Agree  

 

Strongly 

agree  

 

Business goals and IT are aligned      

Academic goals and IT are 

aligned.  

    

We are able to develop important 

IT policies that apply throughout 

the institution (e.g., security, 

privacy, business continuity).  

    

We agree on measurable goals for 

IT.  

    

We incorporate measurement and 

reporting in our IT governance 

process  

    

 

2. Does the senior IT leader in your institution participate in institutional planning, 

including non-IT planning?  

 

 

 

3. Does your institution’s Mission Statement acknowledge information technology as a 

cornerstone of success?  
 no  

 yes 

 

4. Does your central IT organization have a formal, institutional information technology 

strategic plan?  
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 no  

 yes  

 an IT strategic plan is under development 

 

Comment: 

 

 

 

5. How frequently is the institutional IT strategic plan updated?   
 continuously (2 years or less)  

 frequently (2-3 years)  

 occasionally (more than 3 years)  

 never 

 

6. Please respond to the following statements. (1= strongly disagree, 2=disagree, 3=agree, 

4=strongly agree)   
- The IT strategic plan greatly influences the day-to-day operations of the central IT 

organization.  

- At my institution, we have been able to document significant achievements based on the 

implementation of our IT strategic plan.  

- The IT strategic planning process at our institution is effective.  

- The IT strategic plan is aligned with institutional priorities.  

- The IT strategic plan influences decisions of academic units.  

- The IT strategic plan influences decisions of administrative units. 

 

7. Please share your opinion about the following statements. (1= strongly disagree, 

2=disagree, 3=agree, 4=strongly agree)  
- The central IT organization priorities are derived from institutional priorities.  

- Department IT priorities are aligned with the institutional IT priorities.  

- My institution’s IT priority-setting process is broadly inclusive.  

- The IT governance process is well understood at my institution.  

- The IT governance process is effective at our institution.  

- The institution’s top IT leader is perceived as responsible for the institution’s IT governance 

structure.  

- The deans are actively involved in our IT governance process.  

- Faculty members are actively involved in our IT governance process.  

- Key administrators are actively involved in our IT governance process 
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8. Which institutional stakeholders most strongly influence IT priorities? Choose the three 

with the greatest influence.  
  senior administrators (president, vice presidents, directors)  

  deans  

  faculty  

  students  

  department heads (non-IT)  

  chief information officer(s)  

  department IT management 

 

9. Please state your opinions on the following statements. (1= strongly disagree, 2=disagree, 

3=agree, 4=strongly agree)  
- At my institution, IT initiatives often result in sustainable and positive cultural change.  

- At my institution, IT initiatives challenge long-standing procedures and processes.  

- At my institution, the results of past IT initiatives are considered when setting new institutional 

IT priorities.  

- At my institution, the functional area sponsors of institutional IT initiatives are evaluated on the 

outcomes of these initiatives.  

- My institution publishes performance expectations for network reliability.  

- My institution publishes performance expectations for Help Desk response.  

- My institution publishes performance expectations for institution-wide (enterprise) systems 

performance.  

- My institution publishes performance expectations for academic technologies support.  

- My institution publishes performance expectations for application development 

schedules/deadlines.  

- My institution publishes performance expectations for telephony services.  

- My institution publishes performance expectations for other IT services. 

 

10. Why does IT measure? Please check the top three reasons.   
  to compare our performance with past years’ performance  

  to counteract anecdotes about our organization’s services and performance  

  to compare our performance with that of other institutions  

  to educate IT staff about service level responsibilities  

  to secure financial and other resources  

  to document institutional IT achievements  

  to compare attributes of our IT services to leading edge performers (best practices 

benchmarking)  

  to inform decisions about new services  

  to improve communications with users  

  to identify internal improvement opportunities  

  to increase top management support  

  to fulfill an administrative mandate for measuring  

  to establish the progress towards achieving our goals 
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III. Service delivery  

 

11. What are your strategies for expanding/extending services within budget constraints or 

shrinking budgets? 

 

 

12. How do you describe your Service Catalogue development? 

- not developed 

- Partial SC 

- comprehensive SC 

- Comments:  

 

13. How do you describe your Service Level Agreement? 

- not developed 

- Partial SLA 

- comprehensive SLA 

- Comments:  

 

14. How do you describe your Operational Level Agreement development? 

- not developed 

- Partial OLA 

- comprehensive OLA 

- Comments:  

 

15. Do you have 24/7 support/Help Desk? 

yes 

No 

comment: -------------------------- 

 

16. How do you describe your communication strategy? 

- None existent 

- Poor 

- Good 

- Excellent 

Comment: ---------------- 

 

17. What are your resources challenges? 
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- lack of qualified staff 

- qualified people but no increase in staffing level 

- no staffing issue 

- Other: 

- Comment: 

 

18. How do you prioritize the projects? 

- Ad hoc  

- ownership (president, vice president, etc.) 

- Through project management office 

- Through budget office 

- no process in place 

- Other: -------------- 

- Comment: ------------- 

 

19. How do you measure performance of services? 

- No metrics 

- Metrics have been developed for core service 

- Metrics for all services 

- Comment 

 

 

20. What are your IT Service Management (ITSM) practices? 

 

 

21. Is Information Technology Infrastructure Library (ITIL) practices incorporated into the 

central IT service organization? 

- No ITIL implementation 

- At planning stage 

- Some ITIL implementation 

- Full ITIL implementation 

- Other: 

- Comment: 
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III. Outsourcing  

 

22. Who decides which IT functions to outsource? 

 

 

23. To what extent can schools and other units make IT outsourcing decisions independently? 

(check one) 

- Not at all 

- To some extend 

- To a great extend 

- Complete authority 

 

24. To what extent do collective bargaining influence IT outsourcing decisions? (check one) 

- Not at all 

- Moderately 

- Completely 

 

25. Are you currently outsourcing any IT functions? 
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Appendix D 

Omitted survey questions 
 

25. What are the primary reasons why you outsource? 

- Cost-savings 

- Operating efficiencies 

- Lack of in-house skills and/or technology 

- Access to innovative services 

- other (please describe) --------------------- 

- comment: -------------------- 

 

26. If you are not currently outsourcing, please identify the primary reason: 

- Brought the function in-house 

- Discontinued function 

- Problems or dissatisfaction with outsourcing vendor 

- In-house staff has been adequate to cover our requirements 

- Collective bargaining agreements 

- Poor cost/benefit ratio 

- Inability to find vendor with sufficient experience in higher education 

- Privacy and regulatory concern 

 

27. In your opinion, what functions are most suitable for outsourcing in higher education? 

- Help desk 

- network operations 

- Applications development and/or management 

- Infrastructure (data center) operations 

- Distributed Systems (desktop, wireless devices, other portable) 

- Network Services 

- Business Process Operations 

- Processing Services (e.g. transaction processing for data, credit card, financial, etc.) 

- email 

- E-learning and distance learning programs 
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Appendix E 

Interview Guide 
 

Responses from the survey will be analyzed to identify the priority issues which will be explored 

in the interview. 

 

1. The changes in the way technology is defined and used make the management of 

technology a very different challenge today. What are the challenges that IT management 

should anticipate in future? 

2. What are the effects of technology on organizational structure? 

3. How is applying strategies and a rethinking of core services in alignment with the 

institutional mission supported? 

4. How do you foster a climate in which change is an integral part of the operational 

practice? 

5. What is your institution's IT governance model? 

6. Which IT-related issues are you spending most your time addressing? 

7. Which IT-related issues have the potential to become much more significant in the 

coming year? 

8. Can knowledge bases, self-help tools, and other "smarter" support models increase 

efficiency? In what ways, can service units increase user comfort levels with approaches 

that do not, at first, involve direct staff intervention? 

9. What assessment methods are appropriate for determining the effectiveness of support 

services? What standards for support services are in use, and how should others be 

developed? What are the variables to be considered in implementing standards? 

10. How can service level agreements (SLAs) best be used in evaluating performance of 

external support units? Are there components or provisions of SLAs that should be 

considered essential? Is there a role for SLAs between internal campus support units and 

the constituents they serve?  

11. "Anyplace, anytime" instruction and related services indicate a 24 x 7 commitment to 

support. Can you afford a 24 x 7 help desk? Do you need one? For whom? How can user 

expectations be managed within an environment of limited resources? 
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Appendix F 

Strategic Plan, Mission and Vision and Multi-Year Accountability Agreement of 

participating colleges 
 

 

College Strategic Plan Mission and Vision Multi-Year 

Accountability 

Agreement 
Algonquin http://www.algonquincollege.

com/reports/files/2013/03/Al
gonquin-Strategic-Plan-2017-
22-Draft.pdf 

http://www.algonquincolleg

e.com/vp-

studentservices/mission-

vision-values/ 

http://www.algonquincoll

ege.com/reports/files/2014

/05/ALGO-MYAA-

Report-Back-2012-13-

Rev-1.pdf 

Cambrian http://cambriancollege.ca/wp-
content/uploads/2016/05/bus
iness-plan-2015-16-final.pdf 

http://cambriancollege.ca/ab

out/official-documents-and-

policies/code-of-conduct/ 

 

http://cambriancollege.ca/

wp-

content/uploads/2016/05/c

ambrian_college_sma_20

14-2017.pdf 

Canadore  https://az184419.vo.msecnd.n
et/canadore-
college/Attachments/about-
us/edocs-
downloads/Indigenous%20Edu
cation%20Strategy.pdf 

https://www.canadorecolleg

e.ca/alumni/about 

 

https://az184419.vo.msecn

d.net/canadore-

college/Attachments/about

-us/edocs-

downloads/MYAA%2020

12-13.pdf 

Centennial https://www.centennialcolleg
e.ca/pdf/publications/strategi
c-masterplan-2013.pdf 

http://www.centennialcolleg

e.ca/about-

centennial/college-

overview/vision-and-

mission-statement/ 

http://www.centennialcoll

ege.ca/pdf/new-

website/about_centennial/

publications/myaareport20

1110.pdf 

Durham http://www.durhamcollege.ca
/wp-
content/uploads/StrategicPlan
_2013-2016_web.pdf 

http://www.durhamcollege.c

a/about-us/corporate-

links/governance/mission-

vision-and-values 

http://www.durhamcolleg

e.ca/wp-

content/uploads/DURH2-

FINAL.pdf 

Fanshawe https://www.fanshawec.ca/sit
es/default/files/legacy/basic_
pages/pdfs/plan1415.pdf 

https://www.fanshawec.ca/p

rograms-and-

courses/academic-

schools/research/about-

cri/vision-mission-and-

principles 

 

https://owa2010.utoronto.ca/owa/redir.aspx?SURL=VEDwyJmuOU1hsYYHEo-8mRwc4caayFelwWT_iXii2QkC5X0tn5LUCGgAdAB0AHAAOgAvAC8AdwB3AHcALgBhAGwAZwBvAG4AcQB1AGkAbgBjAG8AbABsAGUAZwBlAC4AYwBvAG0ALwByAGUAcABvAHIAdABzAC8AZgBpAGwAZQBzAC8AMgAwADEAMwAvADAAMwAvAEEAbABnAG8AbgBxAHUAaQBuAC0AUwB0AHIAYQB0AGUAZwBpAGMALQBQAGwAYQBuAC0AMgAwADEANwAtADIAMgAtAEQAcgBhAGYAdAAuAHAAZABmAA..&URL=http%3a%2f%2fwww.algonquincollege.com%2freports%2ffiles%2f2013%2f03%2fAlgonquin-Strategic-Plan-2017-22-Draft.pdf
https://owa2010.utoronto.ca/owa/redir.aspx?SURL=VEDwyJmuOU1hsYYHEo-8mRwc4caayFelwWT_iXii2QkC5X0tn5LUCGgAdAB0AHAAOgAvAC8AdwB3AHcALgBhAGwAZwBvAG4AcQB1AGkAbgBjAG8AbABsAGUAZwBlAC4AYwBvAG0ALwByAGUAcABvAHIAdABzAC8AZgBpAGwAZQBzAC8AMgAwADEAMwAvADAAMwAvAEEAbABnAG8AbgBxAHUAaQBuAC0AUwB0AHIAYQB0AGUAZwBpAGMALQBQAGwAYQBuAC0AMgAwADEANwAtADIAMgAtAEQAcgBhAGYAdAAuAHAAZABmAA..&URL=http%3a%2f%2fwww.algonquincollege.com%2freports%2ffiles%2f2013%2f03%2fAlgonquin-Strategic-Plan-2017-22-Draft.pdf
https://owa2010.utoronto.ca/owa/redir.aspx?SURL=VEDwyJmuOU1hsYYHEo-8mRwc4caayFelwWT_iXii2QkC5X0tn5LUCGgAdAB0AHAAOgAvAC8AdwB3AHcALgBhAGwAZwBvAG4AcQB1AGkAbgBjAG8AbABsAGUAZwBlAC4AYwBvAG0ALwByAGUAcABvAHIAdABzAC8AZgBpAGwAZQBzAC8AMgAwADEAMwAvADAAMwAvAEEAbABnAG8AbgBxAHUAaQBuAC0AUwB0AHIAYQB0AGUAZwBpAGMALQBQAGwAYQBuAC0AMgAwADEANwAtADIAMgAtAEQAcgBhAGYAdAAuAHAAZABmAA..&URL=http%3a%2f%2fwww.algonquincollege.com%2freports%2ffiles%2f2013%2f03%2fAlgonquin-Strategic-Plan-2017-22-Draft.pdf
https://owa2010.utoronto.ca/owa/redir.aspx?SURL=VEDwyJmuOU1hsYYHEo-8mRwc4caayFelwWT_iXii2QkC5X0tn5LUCGgAdAB0AHAAOgAvAC8AdwB3AHcALgBhAGwAZwBvAG4AcQB1AGkAbgBjAG8AbABsAGUAZwBlAC4AYwBvAG0ALwByAGUAcABvAHIAdABzAC8AZgBpAGwAZQBzAC8AMgAwADEAMwAvADAAMwAvAEEAbABnAG8AbgBxAHUAaQBuAC0AUwB0AHIAYQB0AGUAZwBpAGMALQBQAGwAYQBuAC0AMgAwADEANwAtADIAMgAtAEQAcgBhAGYAdAAuAHAAZABmAA..&URL=http%3a%2f%2fwww.algonquincollege.com%2freports%2ffiles%2f2013%2f03%2fAlgonquin-Strategic-Plan-2017-22-Draft.pdf
http://www.algonquincollege.com/vp-studentservices/mission-vision-values/
http://www.algonquincollege.com/vp-studentservices/mission-vision-values/
http://www.algonquincollege.com/vp-studentservices/mission-vision-values/
http://www.algonquincollege.com/vp-studentservices/mission-vision-values/
http://www.algonquincollege.com/reports/files/2014/05/ALGO-MYAA-Report-Back-2012-13-Rev-1.pdf
http://www.algonquincollege.com/reports/files/2014/05/ALGO-MYAA-Report-Back-2012-13-Rev-1.pdf
http://www.algonquincollege.com/reports/files/2014/05/ALGO-MYAA-Report-Back-2012-13-Rev-1.pdf
http://www.algonquincollege.com/reports/files/2014/05/ALGO-MYAA-Report-Back-2012-13-Rev-1.pdf
http://www.algonquincollege.com/reports/files/2014/05/ALGO-MYAA-Report-Back-2012-13-Rev-1.pdf
https://owa2010.utoronto.ca/owa/redir.aspx?SURL=ThIDIYw8G79cYGPUEv7061ALeHJtLdKI-n2ufPSE6dwC5X0tn5LUCGgAdAB0AHAAOgAvAC8AYwBhAG0AYgByAGkAYQBuAGMAbwBsAGwAZQBnAGUALgBjAGEALwB3AHAALQBjAG8AbgB0AGUAbgB0AC8AdQBwAGwAbwBhAGQAcwAvADIAMAAxADYALwAwADUALwBiAHUAcwBpAG4AZQBzAHMALQBwAGwAYQBuAC0AMgAwADEANQAtADEANgAtAGYAaQBuAGEAbAAuAHAAZABmAA..&URL=http%3a%2f%2fcambriancollege.ca%2fwp-content%2fuploads%2f2016%2f05%2fbusiness-plan-2015-16-final.pdf
https://owa2010.utoronto.ca/owa/redir.aspx?SURL=ThIDIYw8G79cYGPUEv7061ALeHJtLdKI-n2ufPSE6dwC5X0tn5LUCGgAdAB0AHAAOgAvAC8AYwBhAG0AYgByAGkAYQBuAGMAbwBsAGwAZQBnAGUALgBjAGEALwB3AHAALQBjAG8AbgB0AGUAbgB0AC8AdQBwAGwAbwBhAGQAcwAvADIAMAAxADYALwAwADUALwBiAHUAcwBpAG4AZQBzAHMALQBwAGwAYQBuAC0AMgAwADEANQAtADEANgAtAGYAaQBuAGEAbAAuAHAAZABmAA..&URL=http%3a%2f%2fcambriancollege.ca%2fwp-content%2fuploads%2f2016%2f05%2fbusiness-plan-2015-16-final.pdf
https://owa2010.utoronto.ca/owa/redir.aspx?SURL=ThIDIYw8G79cYGPUEv7061ALeHJtLdKI-n2ufPSE6dwC5X0tn5LUCGgAdAB0AHAAOgAvAC8AYwBhAG0AYgByAGkAYQBuAGMAbwBsAGwAZQBnAGUALgBjAGEALwB3AHAALQBjAG8AbgB0AGUAbgB0AC8AdQBwAGwAbwBhAGQAcwAvADIAMAAxADYALwAwADUALwBiAHUAcwBpAG4AZQBzAHMALQBwAGwAYQBuAC0AMgAwADEANQAtADEANgAtAGYAaQBuAGEAbAAuAHAAZABmAA..&URL=http%3a%2f%2fcambriancollege.ca%2fwp-content%2fuploads%2f2016%2f05%2fbusiness-plan-2015-16-final.pdf
http://cambriancollege.ca/about/official-documents-and-policies/code-of-conduct/
http://cambriancollege.ca/about/official-documents-and-policies/code-of-conduct/
http://cambriancollege.ca/about/official-documents-and-policies/code-of-conduct/
http://cambriancollege.ca/wp-content/uploads/2016/05/cambrian_college_sma_2014-2017.pdf
http://cambriancollege.ca/wp-content/uploads/2016/05/cambrian_college_sma_2014-2017.pdf
http://cambriancollege.ca/wp-content/uploads/2016/05/cambrian_college_sma_2014-2017.pdf
http://cambriancollege.ca/wp-content/uploads/2016/05/cambrian_college_sma_2014-2017.pdf
http://cambriancollege.ca/wp-content/uploads/2016/05/cambrian_college_sma_2014-2017.pdf
https://owa2010.utoronto.ca/owa/redir.aspx?SURL=8eWbHoopqsFAD6j4kOnOgY53J3BsPX-lK0ELoquLjyoC5X0tn5LUCGgAdAB0AHAAcwA6AC8ALwBhAHoAMQA4ADQANAAxADkALgB2AG8ALgBtAHMAZQBjAG4AZAAuAG4AZQB0AC8AYwBhAG4AYQBkAG8AcgBlAC0AYwBvAGwAbABlAGcAZQAvAEEAdAB0AGEAYwBoAG0AZQBuAHQAcwAvAGEAYgBvAHUAdAAtAHUAcwAvAGUAZABvAGMAcwAtAGQAbwB3AG4AbABvAGEAZABzAC8ASQBuAGQAaQBnAGUAbgBvAHUAcwAlADIAMABFAGQAdQBjAGEAdABpAG8AbgAlADIAMABTAHQAcgBhAHQAZQBnAHkALgBwAGQAZgA.&URL=https%3a%2f%2faz184419.vo.msecnd.net%2fcanadore-college%2fAttachments%2fabout-us%2fedocs-downloads%2fIndigenous%2520Education%2520Strategy.pdf
https://owa2010.utoronto.ca/owa/redir.aspx?SURL=8eWbHoopqsFAD6j4kOnOgY53J3BsPX-lK0ELoquLjyoC5X0tn5LUCGgAdAB0AHAAcwA6AC8ALwBhAHoAMQA4ADQANAAxADkALgB2AG8ALgBtAHMAZQBjAG4AZAAuAG4AZQB0AC8AYwBhAG4AYQBkAG8AcgBlAC0AYwBvAGwAbABlAGcAZQAvAEEAdAB0AGEAYwBoAG0AZQBuAHQAcwAvAGEAYgBvAHUAdAAtAHUAcwAvAGUAZABvAGMAcwAtAGQAbwB3AG4AbABvAGEAZABzAC8ASQBuAGQAaQBnAGUAbgBvAHUAcwAlADIAMABFAGQAdQBjAGEAdABpAG8AbgAlADIAMABTAHQAcgBhAHQAZQBnAHkALgBwAGQAZgA.&URL=https%3a%2f%2faz184419.vo.msecnd.net%2fcanadore-college%2fAttachments%2fabout-us%2fedocs-downloads%2fIndigenous%2520Education%2520Strategy.pdf
https://owa2010.utoronto.ca/owa/redir.aspx?SURL=8eWbHoopqsFAD6j4kOnOgY53J3BsPX-lK0ELoquLjyoC5X0tn5LUCGgAdAB0AHAAcwA6AC8ALwBhAHoAMQA4ADQANAAxADkALgB2AG8ALgBtAHMAZQBjAG4AZAAuAG4AZQB0AC8AYwBhAG4AYQBkAG8AcgBlAC0AYwBvAGwAbABlAGcAZQAvAEEAdAB0AGEAYwBoAG0AZQBuAHQAcwAvAGEAYgBvAHUAdAAtAHUAcwAvAGUAZABvAGMAcwAtAGQAbwB3AG4AbABvAGEAZABzAC8ASQBuAGQAaQBnAGUAbgBvAHUAcwAlADIAMABFAGQAdQBjAGEAdABpAG8AbgAlADIAMABTAHQAcgBhAHQAZQBnAHkALgBwAGQAZgA.&URL=https%3a%2f%2faz184419.vo.msecnd.net%2fcanadore-college%2fAttachments%2fabout-us%2fedocs-downloads%2fIndigenous%2520Education%2520Strategy.pdf
https://owa2010.utoronto.ca/owa/redir.aspx?SURL=8eWbHoopqsFAD6j4kOnOgY53J3BsPX-lK0ELoquLjyoC5X0tn5LUCGgAdAB0AHAAcwA6AC8ALwBhAHoAMQA4ADQANAAxADkALgB2AG8ALgBtAHMAZQBjAG4AZAAuAG4AZQB0AC8AYwBhAG4AYQBkAG8AcgBlAC0AYwBvAGwAbABlAGcAZQAvAEEAdAB0AGEAYwBoAG0AZQBuAHQAcwAvAGEAYgBvAHUAdAAtAHUAcwAvAGUAZABvAGMAcwAtAGQAbwB3AG4AbABvAGEAZABzAC8ASQBuAGQAaQBnAGUAbgBvAHUAcwAlADIAMABFAGQAdQBjAGEAdABpAG8AbgAlADIAMABTAHQAcgBhAHQAZQBnAHkALgBwAGQAZgA.&URL=https%3a%2f%2faz184419.vo.msecnd.net%2fcanadore-college%2fAttachments%2fabout-us%2fedocs-downloads%2fIndigenous%2520Education%2520Strategy.pdf
https://owa2010.utoronto.ca/owa/redir.aspx?SURL=8eWbHoopqsFAD6j4kOnOgY53J3BsPX-lK0ELoquLjyoC5X0tn5LUCGgAdAB0AHAAcwA6AC8ALwBhAHoAMQA4ADQANAAxADkALgB2AG8ALgBtAHMAZQBjAG4AZAAuAG4AZQB0AC8AYwBhAG4AYQBkAG8AcgBlAC0AYwBvAGwAbABlAGcAZQAvAEEAdAB0AGEAYwBoAG0AZQBuAHQAcwAvAGEAYgBvAHUAdAAtAHUAcwAvAGUAZABvAGMAcwAtAGQAbwB3AG4AbABvAGEAZABzAC8ASQBuAGQAaQBnAGUAbgBvAHUAcwAlADIAMABFAGQAdQBjAGEAdABpAG8AbgAlADIAMABTAHQAcgBhAHQAZQBnAHkALgBwAGQAZgA.&URL=https%3a%2f%2faz184419.vo.msecnd.net%2fcanadore-college%2fAttachments%2fabout-us%2fedocs-downloads%2fIndigenous%2520Education%2520Strategy.pdf
https://owa2010.utoronto.ca/owa/redir.aspx?SURL=8eWbHoopqsFAD6j4kOnOgY53J3BsPX-lK0ELoquLjyoC5X0tn5LUCGgAdAB0AHAAcwA6AC8ALwBhAHoAMQA4ADQANAAxADkALgB2AG8ALgBtAHMAZQBjAG4AZAAuAG4AZQB0AC8AYwBhAG4AYQBkAG8AcgBlAC0AYwBvAGwAbABlAGcAZQAvAEEAdAB0AGEAYwBoAG0AZQBuAHQAcwAvAGEAYgBvAHUAdAAtAHUAcwAvAGUAZABvAGMAcwAtAGQAbwB3AG4AbABvAGEAZABzAC8ASQBuAGQAaQBnAGUAbgBvAHUAcwAlADIAMABFAGQAdQBjAGEAdABpAG8AbgAlADIAMABTAHQAcgBhAHQAZQBnAHkALgBwAGQAZgA.&URL=https%3a%2f%2faz184419.vo.msecnd.net%2fcanadore-college%2fAttachments%2fabout-us%2fedocs-downloads%2fIndigenous%2520Education%2520Strategy.pdf
https://www.canadorecollege.ca/alumni/about
https://www.canadorecollege.ca/alumni/about
https://az184419.vo.msecnd.net/canadore-college/Attachments/about-us/edocs-downloads/MYAA%202012-13.pdf
https://az184419.vo.msecnd.net/canadore-college/Attachments/about-us/edocs-downloads/MYAA%202012-13.pdf
https://az184419.vo.msecnd.net/canadore-college/Attachments/about-us/edocs-downloads/MYAA%202012-13.pdf
https://az184419.vo.msecnd.net/canadore-college/Attachments/about-us/edocs-downloads/MYAA%202012-13.pdf
https://az184419.vo.msecnd.net/canadore-college/Attachments/about-us/edocs-downloads/MYAA%202012-13.pdf
https://az184419.vo.msecnd.net/canadore-college/Attachments/about-us/edocs-downloads/MYAA%202012-13.pdf
https://owa2010.utoronto.ca/owa/redir.aspx?SURL=IgHNA_Ed3NtzwEUaHU9bnaLy83XNBm68yC-PyNDxxkQC5X0tn5LUCGgAdAB0AHAAcwA6AC8ALwB3AHcAdwAuAGMAZQBuAHQAZQBuAG4AaQBhAGwAYwBvAGwAbABlAGcAZQAuAGMAYQAvAHAAZABmAC8AcAB1AGIAbABpAGMAYQB0AGkAbwBuAHMALwBzAHQAcgBhAHQAZQBnAGkAYwAtAG0AYQBzAHQAZQByAHAAbABhAG4ALQAyADAAMQAzAC4AcABkAGYA&URL=https%3a%2f%2fwww.centennialcollege.ca%2fpdf%2fpublications%2fstrategic-masterplan-2013.pdf
https://owa2010.utoronto.ca/owa/redir.aspx?SURL=IgHNA_Ed3NtzwEUaHU9bnaLy83XNBm68yC-PyNDxxkQC5X0tn5LUCGgAdAB0AHAAcwA6AC8ALwB3AHcAdwAuAGMAZQBuAHQAZQBuAG4AaQBhAGwAYwBvAGwAbABlAGcAZQAuAGMAYQAvAHAAZABmAC8AcAB1AGIAbABpAGMAYQB0AGkAbwBuAHMALwBzAHQAcgBhAHQAZQBnAGkAYwAtAG0AYQBzAHQAZQByAHAAbABhAG4ALQAyADAAMQAzAC4AcABkAGYA&URL=https%3a%2f%2fwww.centennialcollege.ca%2fpdf%2fpublications%2fstrategic-masterplan-2013.pdf
https://owa2010.utoronto.ca/owa/redir.aspx?SURL=IgHNA_Ed3NtzwEUaHU9bnaLy83XNBm68yC-PyNDxxkQC5X0tn5LUCGgAdAB0AHAAcwA6AC8ALwB3AHcAdwAuAGMAZQBuAHQAZQBuAG4AaQBhAGwAYwBvAGwAbABlAGcAZQAuAGMAYQAvAHAAZABmAC8AcAB1AGIAbABpAGMAYQB0AGkAbwBuAHMALwBzAHQAcgBhAHQAZQBnAGkAYwAtAG0AYQBzAHQAZQByAHAAbABhAG4ALQAyADAAMQAzAC4AcABkAGYA&URL=https%3a%2f%2fwww.centennialcollege.ca%2fpdf%2fpublications%2fstrategic-masterplan-2013.pdf
http://www.centennialcollege.ca/about-centennial/college-overview/vision-and-mission-statement/
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http://www.centennialcollege.ca/pdf/new-website/about_centennial/publications/myaareport201110.pdf
http://www.centennialcollege.ca/pdf/new-website/about_centennial/publications/myaareport201110.pdf
https://owa2010.utoronto.ca/owa/redir.aspx?SURL=WOjjQRhUXIveFP4Q8afO4P_TMLyDLXtTVeg6fIcAdzQC5X0tn5LUCGgAdAB0AHAAOgAvAC8AdwB3AHcALgBkAHUAcgBoAGEAbQBjAG8AbABsAGUAZwBlAC4AYwBhAC8AdwBwAC0AYwBvAG4AdABlAG4AdAAvAHUAcABsAG8AYQBkAHMALwBTAHQAcgBhAHQAZQBnAGkAYwBQAGwAYQBuAF8AMgAwADEAMwAtADIAMAAxADYAXwB3AGUAYgAuAHAAZABmAA..&URL=http%3a%2f%2fwww.durhamcollege.ca%2fwp-content%2fuploads%2fStrategicPlan_2013-2016_web.pdf
https://owa2010.utoronto.ca/owa/redir.aspx?SURL=WOjjQRhUXIveFP4Q8afO4P_TMLyDLXtTVeg6fIcAdzQC5X0tn5LUCGgAdAB0AHAAOgAvAC8AdwB3AHcALgBkAHUAcgBoAGEAbQBjAG8AbABsAGUAZwBlAC4AYwBhAC8AdwBwAC0AYwBvAG4AdABlAG4AdAAvAHUAcABsAG8AYQBkAHMALwBTAHQAcgBhAHQAZQBnAGkAYwBQAGwAYQBuAF8AMgAwADEAMwAtADIAMAAxADYAXwB3AGUAYgAuAHAAZABmAA..&URL=http%3a%2f%2fwww.durhamcollege.ca%2fwp-content%2fuploads%2fStrategicPlan_2013-2016_web.pdf
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