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Dear UL colleagues and students, 
Welcome to the latest edition of the ITD newsletter. As the semester comes to a close, I want to thank all staff across ITD and the wider UL community for your continued support and collaboration. 
Your efforts have been central to delivering key projects and driving UL’s digital transformation forward. 
I hope this newsletter provides a clear snapshot of the work underway and the shared achievements that make it possible. 
Liam O’Reilly,
Director, Information Technology Division

[bookmark: _Toc216867386]Delivering digital innovation for UL’s Student Centre 
UL’s newest landmark, the recently opened Student Centre, has set a benchmark for digitally enabled spaces on campus through a state-of-the-art audiovisual (AV) implementation project. 
The Student Centre AV Transformation project was delivered by ITD in partnership with Buildings and Estates, UL Student Life, and in collaboration with approved vendors. 
ITD was responsible for designing and implementing the secure network infrastructure, high speed wifi and advanced audiovisual technologies that underpin the building’s modern functionality. The AV fit-out also includes a 25 m² Samsung LED Wall in the atrium, and digital signage service. 
Speaking about the project, Sinead Jennings, Head of Student Centre Operations in UL Student Life said: 
“We are absolutely delighted with the fantastic AV set-up we can offer to students and users in the new Student Centre. The functionality and spec of the equipment offers students multipurpose spaces and encourages a wide range of events and activities. We are very grateful for the huge amount of support we received from ITD throughout the design and implementation process and the training we received after installation. The feedback from students and users has been very positive and we have seen a surge in room usage in the building. We believe this is directly linked to the excellent range of AV on offer.” 
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Brightspace continues to be enhanced through an active cycle of user feedback, vendor collaboration, and evidence-based enhancement. Feedback from staff and students is gathered through multiple channels including service tickets, pilot evaluations, and user forums - and is used to prioritise improvements. 
Recent examples include enhancements to the Quiz and Assignments tools, allowing multiple evaluators to assist with marking, creation of printable offline quizzes, and the ability to provide bulk feedback to students. 
A major new addition to the VLE offering is the introduction of Portflow, UL’s new institutional ePortfolio platform. 
The platform will support reflective and portfolio-based learning, helping students showcase achievements and staff to explore new assessment approaches. 
Further integration improvements include enhancing collaboration and accessibility. Vevox now includes QR code joining, team leaderboards, and automatic grade syncing, providing new ways to engage students interactively in class. The growing use of Anthology Ally is also improving the student experience. Ally allows learners to download alternative formats of content uploaded to Brightspace, supporting diverse learning needs and study preferences. Security enhancements have also been made to the management of local (non-standard) accounts within Brightspace. 
All these developments are supported by ITD’s ongoing engagement with the VLE Management Board and the Brightspace vendor, ensuring UL’s user feedback and institutional priorities directly inform future platform enhancements. 
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Telephony Modernisation Project comes to a close
The Telephony Voice Modernisation project at UL is now reaching its final phase, marking the successful completion of one of UL’s largest communications upgrades. 
Over the past year, approximately 1,500 staff members have transitioned from traditional desk phones to Microsoft Teams Voice, which is part of the Teams communication platform already widely used by staff and students. This change provides greater flexibility for hybrid working, enabling calls to be made and received from any location (on campus or remote office), while improving efficiencies and strengthening UL’s cybersecurity posture through Microsoft’s advanced security features. 
It also introduced intelligent call routing and supported call centre enablement, enhancing UL’s customer service capabilities. Several campus services which were supported by legacy analogue telephone lines such as emergency call buttons in lifts, alarms, door intercoms and carpark barriers have also been transitioned to a new digital telephone system with enhanced functionality such as detailed call traceability. 
A University-wide desk phone clean-up week was held from Tuesday, November 25 to Friday December 12. These legacy devices are being responsibly recycled in line with UL’s sustainability objectives. 
“MS Teams has improved our working environment immensely and the cross over was swift and easy. Being the central hub for the university it allows us to improve our communication as well as collaborate, and file share with other departments” - Marie O’Connell, UL Reception 
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The Strategic KPI Dashboard brings together all of the key metrics of the university, providing a cohesive, integrated view of the key performance indicators by which UL is measured. Key audiences for the Strategic Dashboard include UL Executive Committee, UL Governing Authority and other decision makers in the university.
Over the past 12 months, the ITD Business Intelligence and ITD Project Management team worked together with the Director of Strategy, the Finance Department, the Research Office and many others to gather key historical metrics that form the basis of the dashboard. 
The result is a rich dashboard that can be used to view key metrics across the 5 pillars of the university – Research, Learning & Teaching, Engagement, Institutional Markers and Financial Health. KPI metrics are available at university, faculty and in some cases department level. Phase 1 of the dashboard has been delivered, with phase 2 currently in development. 
[bookmark: _Toc216867390]Building a future-ready UL
UL’s external network capacity received a significant boost following a major upgrade this summer going from 10Gb to 100Gb. This upgrade positions the university for high-powered connectivity, enabling us to support next-generation technologies such as wifi6e/7, as well as the growing demand for digital services. Since the upgrade, the university is already seeing peak usage of over 11Gb. 
This investment ensures UL can scale seamlessly as research, teaching, and campus operations become increasingly data-driven. In addition, ITD replaced 98 end-of-life network switches, strengthening the reliability and resilience of our internal network. Together, these upgrades lay the foundation for innovation, growth, and a connected campus experience for years to come. 
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Cybersecurity isn’t just about technology; it’s about people. A 2023 Data Breach Investigations report by Verizon estimates 74 percent of all security incidents stem from human error such as misusing access or users falling victim to phishing scams. That’s why building a strong security culture is essential to reducing these risks through education, proactive measures, and continuous improvement. 
To help staff identify and respond to threats, ITD run regular phishing simulations. Users who fail two or more simulations in a 12-month period are invited to attend instructor led Cyber Awareness Training, reinforcing key principles such as how to recognise and report phishing attempts. 
Building a safer digital environment at UL
· Never share your UL username and password in response to an email or phone call.
· Your UL Microsoft 365 password does not expire automatically so never respond to messages or emails telling you that you need to update your password due to expiry – these are likely phishing attempts.
· Never click on suspicious links sent via Email/ MS Teams asking for login credentials. 
· Always verify the sender’s Email address and the URL before interacting with any message, especially if requested to enter login details on a website. 
· Do not open untrusted Email attachments.
· When you are prompted to MFA, think about what UL resource you are being asked to approve access to. Pay particular attention to the geographical location on the MFA app. 
· Be extra vigilant when you see the external Email warning banner and external tag. Report any Emails that appear unusual or potentially harmful. 
Governance updates: Policy changes have been implemented across several IT Security policies and procedures to strengthen compliance and enhance overall security posture. For full details, see the Policy and Procedures section of the ITD website. 
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ITD has partnered with the UL’s Cooperative Education & Careers Division to offer students valuable work experience opportunities as part of their Co-operative placements. This collaboration offers hands-on experience in IT operations, helping students to build practical skills in teamwork, communication, customer service, digital media and IT literacy. Students join the ITD Service Desk from a range of disciplines including Digital Media courses, Journalism, Business, Cybersecurity and undergo full training to offer Level 1 IT support to both staff and students.
Dr. Patrice Twomey, Director of UL’s Cooperative Education & Careers Division, highlights the value of ITD’s approach: “I would describe ITD as a best-in-class co-op employer. It’s really clear that the ITD team understands that the Cooperative Education programme is exactly that – an educational programme from which both the employer and the student stand to benefit. One of the many things that ITD does really well is that they create the conditions in which our students can thrive on placement. By that I mean that they assign tasks and projects that have a high degree of challenge and learning opportunities for students of many disciplines. But they also make sure that students are provided with the training and support that they need to approach their work with confidence.” 
Maria Linnane, Head of Service Delivery, ITD explains how this partnership supports ITD’s mission and benefits the university community: “Over the past seven years, ITD has established a service delivery model grounded in industry best practices, ensuring consistent, high-quality support for the university community. A key element of this model is the strategic partnership with UL’s Cooperative Education & Careers Division, enabling the recruitment of skilled students who provide peer support and represent the student voice within ITD.” 
Many former ITD co-op students have used the skills and confidence gained during their time on the Service Desk as a springboard to successful careers in IT and beyond. To showcase this impact, we caught up with some of our alumni to see where their journey has taken them: 
“Working at the IT Service Desk was a real turning point for me. It gave me a confidence in tech that I never expected to gain as a marketing student, and that knowledge has been a huge advantage ever since. Just as importantly, I had the chance to create social media content for ITD, which not only performed well but also gave me a portfolio of real work to bring into interviews. Having both practical skills and tangible results to showcase made all the difference in helping me stand out to employers after graduation” - Eloise Coryell, Bachelor of Business graduate now working as as Account Executive Intern with TBWA Ireland 
“My Co-op with ITD helped me develop confidence, communication skills and mostly problem solving. This was crucial in all interview stages towards my current grad role” - Tendai Chaka, Cybersecurity and IT Forensics, Masters in Edge Computing graduate now working with AWS as a Network Development Engineer
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The new student engagement app, myUL, is scheduled to go-live in 2026, and aims to help students feel more informed, supported, and connected to university life. The app, which has been developed by a cross-functional UL team, has been shaped by extensive student input and aims to provide a central hub for essential services and information, enhancing the overall student experience. 
Phase one of myUL will include: 
· An interactive campus map with filters for support centres, cafés, and other facilities. 
· A library access pass eliminating the need for temporary cards. 
· Integration with the Library System with notifications for overdue loans, ready for pick up.
· Access to Timetable information including FAQs. 
· Information on key support services such as Academic Registry, Student Affairs and IT services etc.
· Updates from Student Life and Postgraduate Student Unions. 
Feedback gathered through the Student App Testers volunteer programme and multiple workshops highlighted the app’s intuitive layout, smooth navigation, and convenience as an “all-in-one” resource. 
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In October 2025, PVA awardees were given access to a new digital feature that enables them to download their PVA parchments electronically. PVA parchments, issued annually, are now produced through the existing SI–Digitary data feed using a designated SI trigger, developed by the Academic Services team in ITD. The parchment design has been updated to align with other institutional formats, and any historic parchment requests following go-live are managed by the Student Volunteer team. 
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Until recently, students in Common Entry courses couldn’t automatically generate their Confirmation of Enrolment or Confirmation of Registration letters on the Student Administration Portal. This meant a lot of extra work for both students and staff, especially during the busy onboarding period. 
To solve this issue, the Academic Services team in ITD made a change to the underlying configuration to ensure that the letters were available to all student cohorts. 
Marc Poole, Customer Service Manager, Academic Registry describes what impact this ITD led change has had on call volume since its implementation: 
“Nearly half of all letter-related queries during August-October 2023 came from Common Entry students. These students can now access their letters just like everyone else which has helped reduced the number of manual requests and support calls as well as visitors and queues at the Academic Registry service desk.”
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A new Staff Learning Management System (LMS), My Learning Space, will be implemented in early 2026 to enhance the learning and professional development of staff. The project is led by the University's HR Division with technical support from ITD. The new LMS will benefit all staff and provide a ‘one-stop-shop’ for training needs. 
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Starting university is a big transition, and digital readiness plays a huge role in helping students settle in. For ITD, onboarding begins long before students arrive on campus. 
From account creation to multi-factor authentication, every step is designed to ensure students can access essential services from day one. 
Orientation 2025 - digital support where students need it 
Once students arrived on campus, ITD delivered nearly 50 events as part of Orientation 2025 and the First Seven Weeks programme. 
Support was provided through: 
· Roadshows and pop-up helpdesks in high-traffic areas 
· Scheduled sessions and virtual drop-ins for flexibility 
These events offered hands-on help with wifi, printing, Brightspace, and academic software. ITD staff in branded blue hoodies were a visible presence across campus, while the ITD Help Hub in the Glucksman Library served as a central drop-in point. 
To complement in-person support, ITD launched a student-led campaign on social media called A to Z of IT in UL. This series of short, engaging videos on key IT topics was shared on Instagram, amassing 44,000 engagements over the semester. 
By combining strategic planning, cross-campus collaboration, and student-centered delivery, ITD’s onboarding and orientation efforts helped to lay a strong foundation for digital success at UL. 
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Over the past academic year, ITD’s Service Delivery team partnered with the Glucksman Library to upgrade computer labs in the building, focusing on usability, accessibility, and student comfort. 
These enhancements were guided by student feedback gathered through Library-led surveys which highlighted a strong demand for hub style monitors over traditional PCs and the ability to use personal devices. With many existing devices approaching the end of their warranty period, the timing was ideal to re-evaluate the current lab infrastructure and rebuild it in line with modern learning habits. 
ITD also developed a suite of new user guides to help students get used to the revamped desk set up. A further exercise is underway to gain deeper insights into how best to utilise other computer lab spaces in the building. This collaboration between ITD and the Library reflects a shared commitment to delivering high-quality, student-centred services. 

[bookmark: _Toc216867399]Modernising University workflows
A number of critical University workflows (Accreditation, Admissions etc) are running on a system that will reach end of support in mid-2026. There is an active programme of work ongoing to review and migrate all essential workflows to a supported technology infrastructure. For example, the Igrade process has been upgraded recently as part of this initiative. 

[bookmark: _Toc216867400]ITD in numbers over the last 12 months
It’s been an extremely busy academic year for the Information Technology Division. Here we examine a snapshot of the activities ITD staff have been involved in over the last 12 months.
· 30,867 – Total calls received
· 4.82 – Customer feedback rating (average)
· 98% SLA achieved (service-level agreement)
·  1,562,058 – WIFI connections
· 45 - DGSC projects in progress
·  691 – Technical Changes implemented
·  6,128,365 million plus – Brightspace logins
·  38,006,018 million plus – Emails processed
·  304,384 – Microsoft Teams meetings


[bookmark: _Toc216867401]Hardware Clean Up Week Jan 12-16 
ITD are set to host our first campus-wide Hardware Clean Up Week for staff this January. This campaign, which is in collaboration with Buildings and Estates, will focus on promoting secure and responsible e-waste recycling. Full details for staff on how to take part are available via Topdesk.

