
Communications
in 

Higher Ed IT Organizations

Nuances, Challenges, and Successes
Jim Leous and Karen Hackett

Information Technology Services (ITS)
Penn State

©2007 The Pennsylvania State University
1Thursday, October 18, 2007



What Do you Do, Anyway?

• Jim Leous - Team Leader, Emerging 
Technologies, ITS

• Karen Hackett - Communications 
Coordinator, ITS

• Our soon-to-be new reporting structure

2Thursday, October 18, 2007



A Common Perception...
(or misconception)
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“We don’t care. We don’t have 
to. We’re the Phone Company!”

4Thursday, October 18, 2007



Getting it Right
The 5 Ws* The 5 Cs*

Who
What

Where
When
Why

...and their friend 
How

Content
Context
Clarity

Credibility
Consistency

*Communication as Leaders, final report project from IT Leadership Program - Group V:  Jim Leous, Penn State; Scott Mah, 
University of Washington; Bob Mayville, University of Wisconsin; David Morton, University of Washington; Roy Ruiz, The 
University of Texas; Bill Welch, Penn State. November 2006.
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You’ve Got Spam!
http://www.personal.psu.edu/jal7/ITLP/YouvegotSpam.mov
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The Audience(s)

• Enter nuances and challenges

• What does the user see/experience?

• What about those who support users?

• Let’s consider Goldilocks and the Three 
Bears...
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“E-mail is broken.” 
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“The DFS disk that is serving
e-mail service experienced a 
platter crash caused by head 

number two.”
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“ITS is currently experiencing a 
failure with the filesystem that 
supports Penn State’s primary

e-mail service. At this time, the 
cause of the problem is unknown; 

however, staff are investigating 
the problem and hope to resolve 

the problem as soon as 
possible...”
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Radical Transparency

• Shift from secrecy to transparency

• Coming clean with information

• Doing so early and often

• Using collaborative technologies to be 
transparent:  wikis, blogs, del.icio.us, etc.
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Successes in ITS

• ITS Alerts System
https://its.psu.edu/alerts/admin/

• ITS News System
https://its.psu.edu/alerts/admin/

• Relationship with University Public 
Information Office:  ITS TechNews
http://its.psu.edu/news/

• Better adoption/acceptance of collaborative 
technologies
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Suggested Resources

• Effective Communications in IT Projects
http://www.bcs.org/server.phpshow=ConWebDoc.3255

• The Long Tail blog - In Praise of Radical Transparency
http://www.longtail.com/the_long_tail/2006/in_praise_or_ra.html

• The See-Through CEO
http://www.wired.com/wired/archive/15.04/wired40_ceo.html

• Please Feed the Web
http://www.personal.psu.edu/jal7/blogs/Main/2007/09/please_feed_the_web.html
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Questions?/Comments!

• Jim Leous
leous@psu.edu

• Karen Hackett
kmh@psu.edu

16Thursday, October 18, 2007

mailto:leous@aset.psu.edu
mailto:leous@aset.psu.edu
mailto:kmh@psu.edu
mailto:kmh@psu.edu

