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I. General Information
A. Computer and Technology Services Area

The Computer and Technology Services Area oversee college-wide institutional and instructional computer support and data services. Each of the units provides information or learning resources services and is described below.  The Reedley College facilities include Reedley, Madera, Willow International, Oakhurst, Clovis and the Dinuba Vocational Center.
1. Information Technology Services

The Computer and Technology Services Area supports Reedley College’s (including the North Center facilities) technology infrastructure as well as troubleshooting, repair, and maintenance of the college’s computer equipment from the server to the desktop. As the need and dependence for more advanced technology increases, and as that technology is evolving rapidly, the demand for support and new equipment continues to grow. The Computer and Technology Services Area also supports all of the programs, applications and databases used in all the departments of Administrative Services, Instructional Services and Student Services. As of December 2008, the total number of desktop computer stations and laptop computers was approximately 1918.   This includes 21 servers, 1350 computers in student computer labs, 408 computers for full time faculty and staff with the rest of the computers in classrooms, on mobile audio/visual setups, and “reg-to-go” set-ups. Currently, there are 414 full time faculty and staff and 338 adjunct faculty for Spring 2010.
2. Multimedia Services

Services in the multimedia area support requests ranging from selection and maintenance of audiovisual equipment to support and assistance in the classroom with media presentations. Most classrooms are equipped with permanent installations. However some portable “delivered on demand” multimedia units are still requested in those areas not currently equipped with permanent installations.  Presently, all requests for multimedia equipment delivery, training, and on-site trouble-shooting are handled by Micro Computer Resource Technician or a Micro Computer Specialist or the Network Coordinator.  
3. Student Access Computer Labs

The college and centers have 52 student computer labs. The open computer labs are housed in the Library at Reedley College and Madera College (RC&MC) and room AC1-120 at Willow International (AC1-120 for WI) with a total of 219 computer stations. The other 49 labs support specific programs, including forestry, science, math, dental, English, foreign languages, art, graphics, and music. The open access library lab and discipline labs have more than 1350 computers (desktops and laptops) available for student use. The software available in the labs is standard Microsoft Office 2003/2007 along with specialized programs to support specific disciplines. All labs have internet access. .
B. State Taxonomy of Programs (TOP) Code

Not applicable to Computer and Technology Services.

C. Staffing

To expedite the service request assignments, the Reedley College Campus is divided into four areas of roughly equal numbers of buildings.  Each Reedley College Technician is assigned an area for the purpose of assigning service requests, equipment installations, and lab maintenance.  The assignment of an area helps to establish good relationships with faculty and staff.  Positive working relationships are a high priority with the Computer and Technology Services staff and they all work to maintain a productive interface campus-wide.

	Name
	Title
	Campus/ Location
	Duties

	Gary Sakaguchi
	Director
	RC/LRC118
	Plan, supervise, train, troubleshoot, repair, and schedule all distant-ed. equipment, computer hardware, computer software, and activities used in the District. Train faculty and support staff. Assist faculty. Provide assistance with configuration and installation of Internet-based and server software as well as data-base applications use in the delivery of distant-education classes. Serve as the main contact.  Maintain records and documentation.

	Jeffrey Velasquez
	Network Coordinator
	RC/LRC105
	Coordinate network activities; provide technical support for network hardware and software; provide systems and network maintenance, monitor network performance, manage IP addresses, recommend and implement network policies, procedures, and standards.


	Name
	Title
	Campus/ Location
	Duties

	Donna Baker-Geidner
	Micro-Computer Resource Technician
	RC/LRC105
	Provide analysis and repair on a variety of district owned micro-computers and peripherals; train users in the use of micro-computer hardware, software applications and related equipment; and maintain micro-computer networks.

	Jesse Calderon
	Micro-Computer Resource Technician
	RC/LRC105
	Provide analysis and repair on a variety of district owned micro-computers and peripherals; train users in the use of micro-computer hardware, software applications and related equipment; and maintain micro-computer networks.

	Bob Gafford
	Micro-Computer Resource Technician
	MC/AM143
	Provide analysis and repair on a variety of district owned micro-computers and peripherals; train users in the use of micro-computer hardware, software applications and related equipment; and maintain micro-computer networks.

	William Bowlin
	Micro-Computer Resource Technician
	WI/AC1-110
	Provide analysis and repair on a variety of district owned micro-computers and peripherals; train users in the use of micro-computer hardware, software applications and related equipment; and maintain micro-computer networks.

	Anthony Celaya
	Micro Computer Specialist
	RC/LRC105
	Analyze and repair a variety of district owned micro-computers, resolve problems and advise users on the software and its uses and well as train users on the general use of their computers.

	Enrique Torres
	Micro Computer Specialist
	RC/LRC105
	Analyze and repair a variety of district owned micro-computers, resolve problems and advise users on the software and its uses and well as train users on the general use of their computers.

	Fred Rola
	IT Micro Computer Lab
	RC/LRC115
	Provide general customer service and assistance with any and all school based projects and assignments students have. Helping students to better understand how to correctly use and care for computer equipment and provide a general customer service base for students, staff and community based members at all times.  

	James Davis
	IT Micro Computer Lab
	RC/LRC115
	Provide general customer service and assistance with any and all school based projects and assignments students have. Helping students to better understand how to correctly use and care for computer equipment and provide a general customer service base for students, staff and community based members at all times.  


	Name
	Title
	Campus/ Location
	Duties

	James Davis
	IT Micro Computer Lab
	RC/LRC115
	Provide general customer service and assistance with any and all school based projects and assignments students have. Helping students to better understand how to correctly use and care for computer equipment and provide a general customer service base for students, staff and community based members at all times.  

	Fred Rola
	IT Micro Computer Lab
	WI/AC1-120
	Provide general customer service and assistance with any and all school based projects and assignments students have. Helping students to better understand how to correctly use and care for computer equipment and provide a general customer service base for students, staff and community based members at all times.  

	Mickey Obermre
	IT Micro Computer Lab
	WI/AC1-120
	Provide general customer service and assistance with any and all school based projects and assignments students have. Helping students to better understand how to correctly use and care for computer equipment and provide a general customer service base for students, staff and community based members at all times.  

	Michael Gerard
	IT Micro Computer Lab
	WI/AC1-120
	Provide general customer service and assistance with any and all school based projects and assignments students have. Helping students to better understand how to correctly use and care for computer equipment and provide a general customer service base for students, staff and community based members at all times.  

	Linda Bonaldi
	Office Assistant III
	RC/LRC105
	Support the department with purchases, budget tracking, expenditures; provide asset control and monitor changes;  update and revise web pages; takes and
prepares minutes of meetings; maintain office records of purchases, expenditures, supplies; assist with departmental reports and correspondence.


D. Status of implementation of Cycle One Program Review recommendations.

The Computer and Technology Services Department did not participate in Cycle One Program Review
II. Qualitative Analysis—Non-Instructional

A. Describe how your program supports the College Mission, Philosophy and Strategic Plan

Reedley College Mission Statement

The mission of Reedley College is to offer an accessible, student-centered educational environment which provides high quality, learning opportunities essential in meeting the challenges of a diverse, global community.
North Centers Mission Statement
The mission of the North Centers is to provide affordable and comprehensive educational opportunities to a diverse population of students who seek opportunities for basic skills development, associate degrees, certificates, transfer, and lifelong learning that will enable them to become engaged participants in local and global communities.  Student success will be measured through a continuous improvement process with an emphasis on student learning outcomes.
Program Mission Statement:

The goal of the Reedley College Computer Services Department is to provide a reliable technological environment that meets the needs of students, faculty, classified staff and administration and promotes a student-centered learning environment.

How Program Supports Mission Statement

The Reedley College Computer Services Department provides leadership, planning, and direct technical support for both academic and administrative computing within the College.  This includes: academic lab software and hardware support; networking (both WAN and LAN support); service repair support functions for administrative, student, and faculty users; support and administration of academic and servers.
Reedley College Philosophy

At Reedley College we believe that people’s lives are enriched in an atmosphere of intellectual curiosity, personal integrity, and individual accomplishment. The college furnishes experiences designed to promote critical thinking, enhance cultural literacy, and foster an awareness of the interdependence of all persons and their environment.

Reedley College is committed to maintaining a highly qualified staff of educators and support personnel who reflect the diversity of our unique community. We embrace a flexible attitude toward change and encourage the spirit of innovation.

The goal of the college is to develop each student’s full potential as well as respect for self and others. To this end, the college provides comprehensive curriculum offerings, life-long learning opportunities, counseling, and educational services.

Program Philosophy

The Reedley College Computer Services Department strives to maintain on-going quality support to its computing and technology infrastructure in a way that recognizes the critical role of information technology in the success of the college and its students, faculty and staff. 

How Program Supports Philosophy

The Reedley College Computer Services Department has a daily commitment to provide timely quality service for all infrastructure needs, including all computers and laptops, all audio visual needs as well as e-mail, internet and other network support.

Reedley College Strategic Direction 6: Information Technology
Goal Statement:

Reedley College embraces and employs current technology leading to the success of the students, staff and the college.

Objectives

6.1 Provide access to current technology that prepares students for their future educational and career endeavors.

6.2 Provide current technology to support effective teaching and efficient work environments, including the necessary resources for staff.

6.3 Appropriate and current technologies are used to access and disseminate information, expedite decision-making, and enhance communication.
The Reedley College Technology Plan goals connect directly to the RC Strategic Plan (RC SP) and Educational Master Plan objectives. The RC SP objectives are the basis for the Technology goals. The technology plan provides an assessment of the past year’s technology goals, a status report of the current year’s technology goals and a roadmap for future technology implementations. These goals are supported with specific objectives and action plans to be achieved over the next five years.  The action planning process is yearly and defines projects that will be implemented.  At the end of the year the action plans will be reviewed and updated with the next year’s action items
North Centers Strategic Plan: Resource Optimization

Maximizing the human, physical, and fiscal resources in an effort to better serve the students and college communities.

Objective:

5.4 Implement new technology initiatives that will support distance learning classes, Blackboard utilization, online student support services, and communications among the centers and colleges.
The North Center Technology Plan needs to be revised so that it clearly connects to the NC Strategic Plan and the Educational Master Plan objectives.  The revisions to the technology plan should be finished by Spring 2011.
B. General description of services that are offered in department.

The Reedley College Computer Services Department is a college-wide service designed to provide technical support and problem solving for faculty, staff and students. The department facilitates a wide range of audiovisual, computer, network, video, e-mail Datatel desktop and other support requests. Urgent and critical problems are reported by calls to the emergency phone. Other problems and support requests are submitted online through the web-based Help Desk system. Event requests are submitted on facility use requests. 

The department is also asked to support grant programs. Usually, a grant contains funding provisions for administrative management, clerical and faculty support, but often omits funding for technical support. This presents an added workload for the technical support personnel since grants usually fund additional technology related equipment. The new equipment becomes the responsibility of the existing technical support staff to install and maintain. An example of this is the new STEM (Science Technology Engineering Math) grant. Already, the grant has funded 30 new laptops for student use.  The only new positions funded by the grant are the coordinator and counselor.

As technology in the classrooms becomes multifaceted, the need for faculty to develop an understanding of the computer hardware/software they use in the classroom becomes even more important. The lack of faculty training in the use and care of the technology leads to an extra workload for the computer services staff.  Many calls on the emergency phone are for assistance in using the software, or operating the equipment. 

B.1 Staffing

The Reedley College Computer Services Department is under the direction of the Director of Technology. The Director reports to the Reedley College President. Currently the Director is responsible for Reedley College and its centers in Madera, Clovis, Oakhurst, and the off-campus centers at Dinuba and Kerman.  

While comparisons with “standard” or recommended staffing levels are not always applicable, the state does have a benchmark for staff in its “total cost of ownership model.”  The TCO model (Appendix B pg54) bases the need for technical support staff on the number of computers serviced, employees and FTES.  Compared to this standard, the Reedley College Computer Technology & Services Department currently has four (4) technicians: two (4) Micro-Computer Specialists and two (2) Micro-Computer Resource Technicians.  The director is also responsible for the staffing of the open computer lab in the Reedley College library and the Willow-International open computer lab.  The Reedley open lab is staffed with two (2) full-time Instructional Technician – Computer Lab.  The Willow-International open lab is staffed with three (3) part-time Instructional Technician – Computer Lab.  The state technology plan recommends one (1) staff for every 150 computers. The college currently has 1918 computers.  Based on this number, the recommended level of technical support staff would be 13.

The campus has one (1) network Coordinator.  The state technology plan recommends one (1) staff for every 500 computers. The recommended level for network coordinator would be three (3).

The campus does not have a Multi-media technician. The state technology plan recommends one (1) for every 300 FTE faculty (PT and FT).  As of Fall 2007, the California Community College Chancellors Office Report on Staffing lists Reedley College as having 278.8 Full Time Equivalent (FTE) instructors.  At this level, the recommended level for multi-media technician would be one (1). 

The campus does not have a Helpdesk technician. The state technology plan recommends one (1) staff for every 5000 FTEs. The Fall 2007 FTE total for Reedley College was 9620. This would qualify the campus for two (2) helpdesk technician. With the addition of a Helpdesk technician, IT requests could be handled more efficiently and effectively if a full time person was available to answer phones in the IT area and log tech requests. A well-trained help desk person could assist faculty and staff with troubleshooting and could reduce the number of calls each tech makes. This person would increase the productivity of the IT area without hiring an additional tech. Although the state Technology Plan recommendations are just a guideline, the technical support level influences the network security, response time, computer downtime, software and hardware relocations, and server upgrades.

B.2 Facilities Overview

Reedley Campus

The Reedley College Computer Services Department is located in the library building, room LRC 105. The department was relocated from Forum 6 into the current location the spring of 2006. The office has access problems. It is accessible through the main library, but visitors and staff must pass through the back of the Bibliographic Instruction Lab/classroom/audio-visual conference room. When instruction is in session or a conference is being held in the lab, visitors and staff must use a separate door from outside of the library building. Also, when the main library is closed, visitors and staff coming into the Bibliographic Instruction Lab for a training session or video conference must use the outside entrance and pass through the Computer Department office/work space. This also poses an inconvenience during inclement weather, staff needing to use personal facilities must go outside and around to the front entrance of the library.

The office/work space is approximately 675 square feet in size. There are four technician stations with one small desk and one workbench per technician. There are three office stations. One is currently used by the office assistant and the other is used by the network coordinator. Along the north-west corner of the room, there are countertop cabinets. These provide a limited amount of storage space for small items such as office supplies, batteries, and replacement lamps. The counter space is used for a delivery area for small packages.  Limited counter space is available for storage of fragile items such as flat screen monitors. 

With the exception of very large deliveries of computers, printers, and other equipment, most deliveries of equipment, parts and supplies are made to the department. During certain times of the school year, several departments may be expecting deliveries. As not all orders are delivered in full, this can create some confusion with assorted partial deliveries occurring. All assets must be accounted for, tagged with the SCCCD asset tag and reported to the district office for record keeping. As each equipment order is assigned to the corresponding technician according to area of responsibility, the items are temporarily stored in several locations depending on available space. The limited work bench area allows the technician to work on only one item at a time. Currently, there are no facilities for staging and deployment of large equipment orders.  The Reedley Technology Plan calls for a 5 year replacement cycle. Based on the current number of computers, this will average about 250 new computers per year.

As new equipment arrives, the displaced equipment destined for repair, re-deployment or dispersal requires addition storage space. When the Computer and Technology Department relocated to the library, the previous office/repair space in Forum 6 became available for some of the overflow.  However, this area is not secure as other departments have access to the room.  Forum 6 is adjacent to the Forum Hall and is used for storing various music items, chairs, and sundry items.  Audio/Visual equipment for event setups, due to their mobile nature, also needs to be stored in a secure area. 

The Directors office is in LRC 118 adjacent to the large open computer lab. The size and location of the space is ill suited for an office. It would be better used as a general work area or storage space.

The main server room is in LRC 108. There are various network rack rooms in buildings across the campus. The battery back-up systems (UPS) in the RC server room does NOT have enough capacity to keep the servers powered during the time it takes to execute shutdown. During a recent power outage, several campus servers went down from loss of power but none were damaged nor was any data lost. Obviously the battery capacity in the server room should be increased. Additionally there is no emergency lighting in the server room and the small windows do not allow adequate light to work in the room safely if there is a power outage.

Willow-International Center

The support staff is composed of one MCRT and three part-time IT Computer Lab technicians (primary responsibility is to maintain and support the open computer lab).  The MRCT is housed in AC1-110 with the building maintenance, police and outreach personal.  The director is at the WI center on Tuesdays and has a spot in the same room.  The room is approximately 300 square feet and has built-in counters that are used as desks.  There are not any drawers to secure personal items or store materials.

Similar to Reedley, except for large orders all equipment and supplies are delivered to AC1-110.  It is difficult to secure equipment in the room with the numbers of people that go in/out of the room.  The technician lacks adequate space for working on equipment or securely storing his tools.  Staging and deployment of large quantities of equipment can only occur in the classroom, which limits the availability of the room for instruction.  

The main server room (MDF) is in AC1-133.  This is a new facility with a state of the art design.  It doesn’t have any of the challenges of the Reedley campus.  The UPS system has adequate capacity and is supported with a large backup generator in case of outages.  The room is well organized and contains multiple racks to house the servers and network equipment.

Madera Center

The support staff is one MCRT.  He is housed in AM143, which is a converted classroom.  The director is at the Madera Center on Thursdays and has a desk in same room.  The room is approximately 400 square feet and has adequate work tables.  It also has some rack shelving and storage cabinets for parts/supplies.  The room is large enough to store most of his equipment and supplies, while still leaving an adequate work area for the one technician.  Large orders have to be delivered to the classroom.

AM131 is the main server room (MDF) for Madera.  The configuration and design was the basis for the Willow facility.  It has adequate space and network rack capacity for the foreseeable future needs of the campus.  The UPS system is supported with a large backup generator.  

Oakhurst Center

The Oakhurst Center is supported remotely by the Madera MCRT.  New equipment and spare parts are stored at the Madera location.  He schedules visits to the Oakhurst Center to perform maintenance and installation of new equipment.  Oakhurst is connected to the district wide-area network, so a majority of the support can be performed over the network.  The remote support model will continue for the foreseeable future.

Clovis Center

The Clovis Center was the primary learning facility prior to the opening of the Willow International Center.  With the opening of the Willow International Center all of the staff and faculty have moved and almost all of the classes were migrated to the new location.  The Clovis Center is supported by the Willow International MCRT.  IT support is being migrated to the district office and Fresno City College staff, since their programs is being relocated to the Clovis Center.  It is anticipated that in the near future the Clovis Center will not be a responsibility of the Reedley College computer services department.
B.3 Equipment Requirements

The Computer Services Department provides various services to faculty, staff and students. These include, but are not limited to, an ongoing evaluation, support and maintenance of all computers, peripherals, and audio visual equipment. This involves service and installation of software upgrades or updates; resolution of software conflicts with operating systems and software programs; updating operating systems; configuring and maintaining specialized software.  

All incoming new computer equipment, audio/visual equipment and computer peripherals are received by the Computer Services Department for assembly, hard drive imaging and installation, including all PCs and other computers, printers, overhead projectors, ceiling mounted video projectors, video panels, networking equipment, and various other related items.  In addition to the installation of new equipment, the Computer Services Department repairs damaged and worn-out equipment. A modest amount of spare equipment that has been removed from service which is kept to allow for substitution while repairs are being made.  The spare equipment has a secondary purpose in supporting facility requests for special events where equipment is not permanently installed in the rooms or for events that are off-campus, such as the football fund raisers.  

The department has staff computers that are within the five-year replacement cycle window.  Each technician has their collection of personal tools needed to complete their daily tasks.   The department attempts to keep in stock spare parts to support the campus, such as projector bulbs, cables, power supplies, keyboards, mice etc.  It necessary because of the time lag of the requisition/purchasing process.  

The cost of maintaining a five year cycle of computer equipment replacement  requires a substantial commitment for additional funds to support this goal. 

B.4 Supply Requirements

The majority of the supply requirements for the Computer Services department is need to support the repair and maintenance of equipment located throughout the campus.  Outside vendors are used when the equipment are either under a maintenance contract or require parts that cannot be readily available. Funding for office supplies and basic repair supplies for the past four years has been very small.  The use of open purchase orders to frequently used vendors such as Dell, CDW, Laser Printers Unlimited, and Radio Shack has been helpful in allowing the technician to obtain computer repair supplies in a timely manner. In addition to general office supplies, the greatest need for supplies comes from maintenance items such as projector bulbs, batteries, printer/monitor cables, power supplies, printer cartridges, switches, drives, surge adapters, surge strips, pigtails, and miscellaneous tools. 

All the equipment purchased for either classrooms or staff and faculty will require periodic service and repair due to normal are and tear or accidental damage. Many of these items are very expensive.  The average cost for a ceiling LCD projector bulb can range from $300.00 to $400.00 each. Due to budget considerations and the 5 year replacement cycle, many of the older used Dell computers are redeployed to replace outdated and defective units. Many of these computers are out of warranty.  Power supplies and circuit boards in older computers that have fallen out of warranty are not only the more common parts to fail, but are the more costly to replace. 

The college has made a commitment to increase the amount of technology available to assist the learning process.  As the amount of technology related equipment is added to the campus, an increased amount of funding for supplies will be needed.  Increases in the supply budget needs to allow for growth and increases in supply prices. 
C. Student Learning Outcomes

While the Reedley College Computer Services Department is not directly involved in instruction, it is instrumental in enabling students, as part of the learning process, to utilize technological applications. Instructors are increasing becoming reliant on technology in their teaching methodologies.  Support from the CS department is crucial to their success. The department supports and maintains web applications like WebAdvisor, Blackboard and a host of departmental applications that are a part of online learning and online retrieval of student information. The department also supports and maintains all lab computers for student use. Students, while on campus, are allowed access to the campus network at no charge to connect their personal computers to the Internet.  Following the objectives from the Reedley College Technology Plan, the following student learning outcomes are identified and supported.

The world of technology is changing at an ever increasing pace. Providing proper access to the needs and wants of all users at the Reedley College campus is our part in improving the learning environment. We feel the technological access and support we provide for the students will help them in their development of life skills that will help carry them beyond our institution. We implement and maintain all lab computers for student use.

C.1 Students will be able to  access and disseminate information, expedite decision making and enhance communication.
The CS department is instrumental in the goal of Student Success by providing the technology that students use as one of the primary methods students use to retrieve information. Computer Services continues to work to improve the retrieval of information and simplify the process overall for quick access to course work (via Blackboard/Tegrity), internet applications, on-line classes and library resources. 

C.2 Expedite Decision Making

We help students in many ways by guiding them in learning how to solve various complex technological issues. Problem solving is the backbone of many support areas and Information Technology is not an exception. If students are our focus then we must find realistic solutions to the issues that may hinder their learning ability. Information

Technology prides itself on its ability to do exactly that on a daily basis. Gathering new information to help and support students with their technology issues is a major goal.

C.3 Enhance Communication 

Computer Services has improved the point of contact for general information through the redesign of the Reedley College website and continues to add and formalize information on the Internet and Intranet web pages for use by students, staff, faculty, and community members. We provide and support the technology that students use as they learn to communicate competently with various forms of media.
The assessment process by which student achievement of these outcomes will be measured by student satisfaction surveys administered periodically. Factors included in the  assessment of the students will include: growth in student learning (measurable by numbers of graduates, successful transfers, and anecdotal information from teachers, counselors and the students); growth in student computer capabilities (measurable by the expansion and use of distance education classes, use of data bases for research, growth of email accounts, and computer lab usage). 

D. Future Trends

The way we do business has transformed over the past 20 years. Process after process has been captured in software and automated, moving from paper to electrons. The rise in use of the Internet has exponentially increased this transformation.

The college wants to communicate with students and staff in real-time, using the worldwide connectivity of the Internet. This has accelerated the move to computerized processes.  To accommodate all this, the number of servers have increased, which is causing a ‘Hardware Real Estate’ problem:  running out of space in the server room. The explosion of data calls for new methods of data storage. The method of dealing with the Information Technology problems is called virtualization, which means making it possible for data and storage to be handled independently of any particular piece of hardware.
Classroom Technology- tools for teaching are constantly evolving. As these tools are integrated into new curriculum, they need to be cleared through the Technology Advisory Committee to determine the impact on existing technology support resources. A new curriculum approval process that addresses the logistic planning could prevent last-minute patchwork approach to solve crisis in software and equipment. New projects that will impact the technology department and infrastructure would provide a timeline for construction and proposed personnel and resource requirements. Some of the new technologies that are: 

1. iPhones/Blackberries/Droids (Mobile Data Services) The iPhone/Blackberry/Droid is an  internet and multimedia enabled smartphone designed to access the Internet frequently, and in a variety of places. The multitouch screen renders a virtual keyboard when necessary The iPhone can enlarge text to make it more accessible for vision-impaired users, and can accommodate hearing-impaired users with closed captioning and external TTY devices.

2. Personal netbooks are a rapidly evolving category of small, light and inexpensive laptop computers suited for general computing and accessing web-based applications. Most netbooks do not have DVD or CD drives and are intended for connecting to the internet via built-in ethernet and wi-fi. The big difference between netbooks and notebooks is the price; netbooks are usually significantly less expensive than notebooks and highly portable.

3. Students and teachers from all over the world are learning from audio and video programs on desktop computers, laptops, iPods, iPhones, netbooks, and other devices. Tegrity recording via Podcast/cameras has become the leading class capture web service by automatically capturing, storing and indexing every class on campus for replay by every student. Once integrated with the institution's existing data-sets, Tegrity makes the entire process of capturing, indexing, publishing, and storing every class across the entire campus completely automatic. It simply runs itself, making it easy for instructors and requiring no extra work for IT. Every recording is automatically placed in the right course for enrolled students to access securely.

4. As the older media formats such as VHS become less available, in 2006 the United States stopped releasing new movie titles in VHS, other optical formats began to offer better quality than video tape. The move to convert all VHS  instructional material to digital format will become imperative as material will not be available and the equipment becomes obsolete. 

5. Voice over Internet Protocol (VoIP)  is a technology that allows you to make voice calls using an Internet connection instead of a traditional phone line. There are two major reasons to use VOIP: lower cost and increased functionality. The cost savings are due to using a single network to carry voice and data.  VOIP makes receiving your calls easier regardless of where you are working.  Incoming phone calls are automatically routed to your VOIP phone where ever you plug it into the network. Take your VOIP phone with you on a trip, and anywhere you connect it to the Internet, you can receive your incoming calls.

E. How Technology May Enhance teaching/learning.

The Educational Master Plan survey asked the respondents to indicate the five college-wide issues that were most important to them. Although the results rated technology in the classrooms and labs and the campus facilities as “Above Average”, it also indicated the facilities were outdated, and the technology on campus was outdated and needed upgrading.
Most classrooms and labs have an overhead projector, projection screen and some version of video support. Classroom multimedia stations are also configured for a laptop connection to the multimedia projection system. At the Willow-International Center all the rooms (classrooms and meeting rooms) are fully equipped with multimedia equipment. It is used as the model for new construction projects and remodeling projects.  Portable audiovisual equipment is available as needed in other areas used for large meeting and events such as the cafeteria, staff lounge and gym.   Computers are available for walk-in students in the Library, which includes the Open Computer Lab, the Tutorial Center and the Periodical Room.  Discipline related computer labs are open for most students taking courses in those disciplines and programs.

The installation of wireless networks at the campuses has enabled seamless access to the internet for our students and faculty.  It has allowed laptops in the classrooms to be mobile, where it can be used to enhance the learning process.  With the increased use of Blackboard, Tegrity and Camtasia to deliver course content, wireless access allows the student to do homework anywhere on campus.

Other program reviews for this campus include use of technology for solutions and advancement of their programs. The ESL program has complained that the computer lab in the language arts building has become increasingly impacted…” other courses are assigned to the lab”…..and a shortage of available computer labs and access to classrooms with the infrastructure and equipment that has become essential for presenting material in a modern communicative setting.  The Reedley College language department would like to incorporate technology in their teaching methodologies.   They have observed the success of the Willow-International language classes where technology is readily available.

 Again, when the Educational Master Plan survey asked what would have an immediate positive impact on the College, the addition of modernized and increased facilities with current technology in place was the most common suggestion provided. 

F. Staffing Requirements

There has been no increase in the technical staff for the last seven years, other than the addition of the director. The ever increasing demands of classroom and staff technology support will necessitate the need to add staff over the next several years.

The Willow-International Center is in the process of becoming the third SCCCD College.  It has experienced rapid growth since moving to the new site.  The amount of technology has doubled, which has increased the support needs.  As it progresses in becoming a college independent of Reedley, the staffing requirements needs to be reviewed to insure the support level is adequate.

The usage of Blackboard has become increasing important to the learning process.  Instructors are embracing the technology and rapidly adopting other, such as Camtasia and Tegrity.  A district-wide Title V grant provided the initial funding to support Blackboard and Tegrity.  FCC used the Title V funding to hire Jon Wilson and Stevie Daniels to provide district support for Blackboard.  FCC has institutionalized the positions and is providing limited support for Reedley College.  Currently the RC Director of Technology has taken on the responsibility of supporting the applications.  At best, he is providing basic support. 

The addition of an applications analyst will provide the support to fully utilize Blackboard, Tegrity, Camtasia and other packages.  The analyst can also be tasked with developing instructor/staff training programs and help in upgrade planning and implementation.  This will allow the technicians to concentrate on maintaining our equipment.  

The Computer Services department needs to establish a 24/7 helpdesk for technology related issues to allow students access to advice on computer issues, Blackboard & BB Portal access, internet/web access as well as specific RC/NC class assistance for web based and web enhanced classes. IT requests would be handled more efficiently and effectively if a full time person was available to answer phones in the IT area and log tech requests. A well-trained help desk person could assist faculty and staff with troubleshooting and could reduce the number of calls each tech makes. This person would increase the productivity of the IT area without hiring an additional tech. This was proposed in the 2006 Reedley Technology Plan.

The addition of an Audio/Visual Technician would alleviate the MCRTs and MCSs for computer service requests and classroom emergencies.  On average, there are 20 requests for A/V setups and takedowns each month.  

G. Best way to measure quality and success 

G.1 Reports from new Web Help Desk

G.2 Surveys periodically
H. Program/departmental changes or needs over the next five years

H.1   Space
Reedley Campus

The current location for the Computer Services Department is not suitable in terms of size or layout. According to the Educational Master Plan, the space determination for non-state standard facilities for data processing is an allowance of 5000 square feet.  The total square footage for the Computer Services Department is 675 square feet.  Even with the inclusion of the main server room and the Director’s office, the combined total is less than 1000 square feet.  The director office is on the other side of  the building separated from the department which presents challenges to effectively manage the staff and resources.  

In addition to the office space of each technician and office assistant, there are four distinct functions carried out in the Computer Services Department each requiring a designated area of space: incoming new project processing and storage, new project preparation and imaging, service repair area including those items awaiting repair or parts, and storage of audio/visual staging setups and spare equipment.

When new computer shipments arrive, the computers and accompanying accessories may not be delivered at the same time. Some purchase orders may have in excess of 25 to 30 separate boxes.  Incoming shipments must be checked against the associated purchase orders, asset tags affixed, and inventory lists reported to the district. At that point a technician is assigned for new project processing. As the technician may be currently working on other projects, the new equipment requires a staging area for assembly and processing. To insure the integrity of the shipment and provide sufficient space for storage until deployment, the Computer Services Department requires an allotment of space dedicated to incoming projects. 

Before any computer can be deployed, it must be prepared to work on the district network. Any specialty software required by a class or department is loaded at this time. During this process, depending on the volume, the technicians will typically oversee multiple units at one time. Since each device requires a power source and a network connection, a suitable work area is necessary in order to expedite this setup procedure. Currently, the library polycom conference room is used when available. Even when the room is available, it is not secure for use overnight. The best case scenario would have an area located within the Computer Services Department where the technicians can oversee the setup process and still be able to work on other projects while waiting for software to download to the new computers.

This brings us to the repair portion of the technician’s job requirements. When a service request requires the item to be brought back to the department for diagnostics and repair, the technician needs an area near or on his workbench.  As there may be several items in for repair, if this area does not have enough space to accommodate all items, then another area is required.  Items may be waiting for ordered parts, repair authorization from the department of origin, or third party repair. Along with the items being sorted, processed and repaired are the parts and supplies that need to be kept to support the classrooms.  

Willow-International and Madera campuses

The space requirements are adequate for the near-term at both WI and the MC.  When the WI phase II is opened, it is planned that AC1-110 will be dedicated to Computer Services.  Long-term, as staff is added to support the needs of the new college, space requirements will have to be addressed.  

H.2   Hardware Goals

Establish an equipment replacement cycle for campus core technology.  

H.2.1 Planning for expansion that includes VOIP (voice over IP)

H.2.2 Network Switches Replacement of thirteen year old equipment


H.2.3 Network Monitoring and Early Warning


H.2.4 Expand and update Wireless Access coverage


H.2.5 Establish Server Replacement cycle.  Establish UPS replacement cycle

H.2.6 Network infrastructure:  Fiber Optics, CAT 5, CAT 6, Laser Optics 

H.3    Disaster Recovery Plan

Create and maintain a Technology Disaster Recovery Plan.  Document all core technology components. Document all software product used for business and academic sides of operations.  Set timeline for review of plan.

H.4  Server Virtualization and Microsoft Server 2008

Server virtualization allows you, virtually and cost-effectively, to have two or more servers, running two or more completely different environments, on one piece of hardware. Each server is that is located in the server room draws electricity, and requires cooling, so the operating cost of today’s underutilized machine can be more expensive than running virtual servers.
Virtualization is designed to enable a generation of more energy-efficient computing. Processor, memory, and storage resources that currently must be delivered in fixed amounts determined by our existing hardware system configurations can be delivered with finer granularity. Some of our newer, existing, hardware will accommodate Server Virtualization and run efficiently in this environment with Windows Server 2008.   
H.5 Training

Computer Services has an ongoing need for technical training.  This should be requested in the operational budget and adequately funded year to year as to insure network hardware, security, Datatel, PC operating systems and other needed instructional classes and seminars are attended by staff members.

H.6 Data Backup Management

The current methods of Data backup at Reedley are inadequate.  Backing up directly to tape takes too long with the existing amount of data. This must be adjusted to provide stable backup of operational documents.  One method would be to purchase a server that is expressly used to copy data directly to the servers hard drive arrays, where the same data can then be copied to tape without affecting the use of files, databases and programs and providing a more reliable storage of data.

H.7     Service Request Tracking

Web Help Desk (WHD) is currently used by our department to provide web access to all staff and faculty at Reedley and North Centers, to initiate a Request for Service. We are currently using the Lite version of this product and need to update to the full version of the product. The current 9.2.2 Lite version license will need to be renewed on February 28, 2010. The full version of the product will cost approximately an additional $300. each year of usage. Additional Tech Licensing is included in this price.  We currently have (9) Tech licenses and all are being used.  It would be helpful to have an additional (3) tech licenses for assigning and tracking work to our Federal Work study students.  The additional features available with the Full version software are listed in Appendix A.  The hardware where this service is located is very old and needs to be replaced.  Section H.4 below outlines virtual servers; WHD can be run in a virtualized environment eliminating the need to purchase additional hardware.

H.8     SQL

Purchase of current version of SQL and campus license for business and academic software that require a database is needed.  Multiple software packages require a database to store information and the free versions often do not meet the parameters required for long term use of these software packages.

I. Additional information.

I.1 Network

The new Willow-International Center is the model for a networking infrastructure.  The network equipment provides gigabit speed to the desktop.  The Phase I funding has provided all new servers, computers, printers and other equipment for WI.  Future replacement cycles will have to funded by normal methods, which will be a big challenge for the college.

The Reedley College has standardized the network on Cisco Systems networking equipment.  The campus fiber infrastructure was built as Multimode which was suitable for 10megabit and 100megabit speeds at that time.  High speeds and bandwidths have been hampered by the lack of Single mode fiber infrastructure.  The older 1900 and 2900 and 3548 series switches have exceeded their service life and are no longer eligible for extended warranties.

21 1000megabit speed segments:

11 Modern Cisco 3750, 3560 Layer 3 switches were installed 2005-2009

      
10 Older Cisco 3548 Layer 2 switches were installed 1999-2002

18 100megabit speed segments

   
18 Older Cisco 2900, 1900 Layer 2 switches were installed 1998-1999

Servers

Reedley College hosts academic applications, file storage, and secure storage from its server farm.  Many critical services such as Microsoft Active Directory, DNS, DHCP, Print services, and Sophos Antivirus are running on platforms that have exceeded their service life and are no longer eligible for extended warranties.  The oldest platforms have over 80,000 hours of spin on the hard drive mechanism.

3 PowerEdge 2450  -- installed 2001

5 PowerEdge 2550  -- installed 2002                

3 PowerEdge 750  -- installed 2004

1 PowerEdge 2900 -- installed 2007

2 PowerEdge 1950 -- installed 2007           

Power

Reedley College's server farm is powered by four APC backup power supplies. The 1400 series supplies were serviced in 2006 but the 5000 series unit has never been serviced. These units are beyond their service life and are no longer eligible for extended warranties.  The server farm has no capability to monitor for entry, heat, smoke, fire, or water hazards.  The server farm has no capability to send out service alarms as do others in the District.

1    APC smartUPS 5000 -- installed 1998-1999

3 APC smartUPS 1400 -- installed 2001

The Madera campus has some similar challenges as Reedley in keeping its network and server farm current.  It recently experienced a windfall when the WI servers were replaced early.  The WI servers were moved to Madera to replace equipment similar in age to Reedley.

I.2 Commitment for funding

Many of the changes in technology require sizeable capital investment to keep current.

Some disruption always occurs as older buildings, classrooms, software and equipment are upgraded. Therefore, the college has adopted a basic five-year replacement cycle for computers, in order to match capital funding requirements that can be supported by the institution’s budget and to minimize disruption in services to staff and students.

With the current California State budget crisis the challenge is to keep our technology current.  The needs to stay committed to keeping technology a top priority in the budget process.

I.3 Commitment to training

The budget should allow enough funding for staff development and training. Training of faculty and staff is critical and ongoing. Part of the budget allocated for new equipment should set aside time and money for formal training classes as well as opportunities for faculty to discuss discoveries or problems with their colleagues. In addition to training, funding must include maintenance, trouble-shooting and network management.
III.
Quantitative Analysis – Non-Instructional
A. The number of students served by the Reedley College Computer Services Department is influenced by the total number of students enrolled each semester. That number fluctuates but in general has seen an overall increase. As the campus grows and expands, adding new classrooms and enlarging and modernizing others, the Reedley College Computer Services Department has seen an increase in its role in the classroom.  

Beginning in May 2009, Information Services implemented a help desk software program to log service requests online.  Prior to this program, an in-house program was developed to log service requests.  That program did not have a report generating function therefore; there are no records as to how many service requests were submitted before the implementation of the new web help desk software. The only record of the number of requests is from those help tickets entered into the system since May 2009. The follow graph shows the frequency and occurrence of all the requests coming into the Computer Services Department on a monthly basis. Figures for the months of November through April’s A/V requests and emergency calls were tabulated by hand. The number of A/V requests was taken from the actual paper copies of the requests. The number of emergency phone requests was taken from the phone logs.  These figures for service requests do not include large projects funded through other departments. At present, these are not documented or tracked. 
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B. The processes and procedures that the Computer Services Department uses to access and measure the efficiency and effectiveness of the department are:

1. Weekly departmental meetings

2. Monitoring customer satisfaction through feedback from service requests

3. On-line survey in computer labs and classrooms

4. On-line staff and faculty survey

C. Student/ Staff Satisfaction

A student and staff satisfaction survey was conducted in November 2009.  The results were analyzed by Michelle Johnson, Institutional Researcher and are presented as follows.  In hindsight we should have added a survey question indicating primary location.  It would have allowed us to analyze the information by site.  That change will be incorporated in all future surveys.
Faculty/Staff Survey:

There were 172 respondents for this survey. 31 adjunct faculty (18.0%), 12 administrators (7.05), 52 faculty (30.2%), and 77 certified professionals (44.8%). In terms of gender there were 86 females (50.0%), 61 males (35.5%) and 25 who did not state (14.5%). In terms of race, there were 3 African American/non-Hispanic respondents (1.7%), 3 American Indian/Alaska native respondents (1.7%), 17 Hispanic respondents (9.9%), 91 White/non-Hispanic respondents (52.9%), 20 ‘Other’ respondents (11.6%) and 38 respondents who did not answer (22.1%). To determine averages, both the importance scale and the satisfaction scale were based on five-point Likert scale with 1 being the lowest and 5 being the highest. I also included the sample for each question as it did vary and it is represented by the small n,  and the standard deviation (which is the average distance of the scores from the mean – lower scores indicate that the data points are generally close to the mean and higher scores show more spread from the mean) represented by SD. For comparison, in terms of the overall survey, the averages are n = 148.4, M = 3.95, SD = 1.17.

1. Available computers hardware and software help me effectively perform my required duties.

88.3% of respondents (n = 171, M = 4.51, SD = 1.13) agreed that this was important or very important to them while 66.3% (n = 172, M = 3.79, SD = 1.20) were satisfied or extremely satisfied with the available computers hardware and software, a difference of 22.0%. 

2. Additional hardware (printers, scanners, etc. are available and sufficient to effectively perform my required duties. 

86.3% either agreed or strongly agreed (n =168, M = 4.45, SD = 1.08) with this statement and 61.7% were satisfied or extremely satisfied (n = 167, M = 3.74, SD = 1.26), a difference of 24.6%. 

3. Maintenance of computers and hardware.

91.2% agreed or strongly agreed (n =171, M =4.61, SD =.98) that this was important yet only 54.2% were satisfied or extremely satisfied (n =170, M = 3.56, SD = 1.28), a difference of 37.0%. 4. Availability of specialty software.

4. Availability of specialty software.

72.7% of respondents found this to be important or extremely important (n =139, M = 4.06, SD = 1.12) and 50.4% were satisfied or extremely satisfied (n = 139, M =3.50, SD = 1.26), a difference of22.3%. 

5. Access to Email/Internet.

92.3% of respondents felt this was important or extremely important (n = 171, M =4.66, SD =1.01) and 76.9 % were satisfied or extremely satisfied (n =169, M =4.08, SD =1.19), a difference of 15.4%. 

6. Reliability of the network.

90.6% of people felt this was important or extremely important (n = 171, M =4.58, SD = 1.03) and 66.3% were satisfied or extremely satisfied (n =172, M = 3.78, SD =1.08), a difference of 24.3%. 

7. The availability of computer training.
75.3% responded that this was important or extremely important (n = 158, M = 4.09, SD = 1.15) and 45.7% were satisfied or extremely satisfied (n =151, M = 3.29, SD = 1.29), a difference of 29.6%. 

8. Effectiveness of software training.

78.1% answered that this was important or extremely important (n =146, M =4.16, SD =1.14) while 47.1% answered satisfied or extremely satisfied (n =138, M =3.26, SD =1.30), a difference of  31.0%This group of statement had the highest non-response rate with 15.1% not answering importance and 19.8% not answering satisfaction. 

9. Technical knowledge of support staff.
89.3% answered that this was important or extremely important (n =169, M =4.53, SD =3.79) and 64.3% were satisfied or extremely satisfied (n =168, M =3.79, SD =1.31), a difference of 25.0%. 

10. Technology support personnel are available when needed.

88.9% agreed this was important or extremely important (n =171, M =4.56, SD =1.06) and 45.3% were satisfied or extremely satisfied (n =172, M =3.27, SD =1.36), a difference of 43.6%. 

11. Ability of support staff to resolve problems.
88.9% of respondent answered that this was important or extremely important (n =170, M =4.58, SD =1.06), while 52.9% were satisfied or extremely satisfied (n =170, M =3.55, SD =1.33), a difference of 36.0%. 

12. Web-based service request is convenient.
82.1% answered that this was important or extremely important (n =151, M =4.34, SD =1.06) and 63.2% were satisfied or extremely satisfied (n =144, M =3.67, SD =1.35), a difference of 18.9%. 

13. Response time to web request is reasonable.
89.4% responded that this was important or extremely important (n =150, M =4.51, SD =1.04) and 47.9% were satisfied or extremely satisfied (n =144, M =3.24, SD =1.35), a difference of 41.5%. This grouping had the second highest non-response rate with 12.8% not answering to importance and 16.3% not answering to satisfaction. 

The following pertain to PC classrooms only:

14. Computer hardware.
72.7% responded that they were satisfied or extremely satisfied. (n =110, M =3.87, SD =1.16)

15. Computer software.
77.1% responded that they were satisfied or extremely satisfied. (n =109, M =3.97, SD =.99)

16. Network connection.

68.2% responded that they were satisfied or extremely satisfied. (n =110, M =3.87, SD =1.14)

17. Projector.
69.4% responded that they were satisfied or extremely satisfied. (n =98, M =3.85, SD =1.10)

18. Upkeep.
61.2% responded that they were satisfied or extremely satisfied. (n =111, M =3.63, SD =1.22)

19. Reliability.
58.0% responded that they were satisfied or extremely satisfied. (n =112, M =3.57, SD =1.18)

20. Responsiveness to requests for assistance.
62.3% responded that they were satisfied or extremely satisfied. (n =109, M =3.71, SD =1.26)

21. Overall satisfaction with PC classrooms.

62.5% responded that they were satisfied or extremely satisfied. (n =104, M =3.64, SD =1.15)

22. Do you use the computer services emergency phone for technical support when you have a technical problem?

31.4% responded yes and 68.6% responded no. (n = 172)

There were 63 open-ended responses with regard to basic services (39.0%).Sixteen (25.4%) gave some sort of general positive feedback, often recognizing the quick response and courteousness of staff.  Fourteen (22.2%) of the respondents commented on problems with existing programs, computers, or maintenance.  A common item mentioned was not enough email space provided and also that problems with staff not checking their work before leaving an area which results in the problem continuing. In addition, there were a few comments that the equipment on hand is not being maintained and allowed to fall into disrepair. Thirteen (20.6%) commented on problems with staff or management. The comments included being unable to get a response from staff in a timely fashion, poor customer service in terms of prioritizations, inadequately trained staff, and poorly run operations by management. Twelve (19.0%) comments reflected problems with the web-based service request form and generally spoke to lack of speediness in response, unknown response, and problems logging into system. Five (8.0%) indicated a need for more staff and expressed statements such as; “We need more staff equally knowledgeable”. Two (3.1%) indicated a desire for more software training sessions rotating between the main campus and the centers. One (1.6%) simply indicated “poor”. 

There were 32 open-ended responses with regard to the computer lab 18.6%).Nine (28.1%) spoke to maintenance issues such as old or broken computers, non-uniformity of computers in classrooms, and needing more general maintenance. Eight (25%) commented that they do not use the computer in the classroom. Four (12.5%) had positive feedback with regard to staff and assistance when needed. Four (12.5%) commented on classroom set-up specifically in computer labs. In general, the comments reflected frustration at coming into class and having it not be the same as they left it. Two (6.3%) commented on the network being too slow. Two (6.3%) commented on other issues such as waiting for Windows 7 and the staff being distracted by activities like assisting in DL instead of having time to be all service. One (3.1%) asked for a technician to be on call earlier than 8 am for those coming into an early class. 

Forty-seven (27.3%) responded to the open-ended inquiry as to why they do not use the emergency phone. Twelve (25.5%) do not use it because they are not aware of the service. Nine (19.1%) have not needed to use the service. Seven (14.9%) stated they used some alternative such as office phone or service request form. Six (12.8%) discussed other aspects such as being in the middle of class when the service is needed and not calling because they will finish on the whiteboard or that they sue it most of the time they need it.  Six (12.8%) do not use it because of a lack of response or the call going to voice mail. Four (8.5%) stated the service does not apply. Two (4.3%) simply noted excellent service and they were happy to have it. 

Student Survey:

There were 202 student responses for the survey, 112 female (55.4%), 83 males (41.1%), and 7 who did not respond (3.5%). Of this, 149 (73.85) were between the ages of 16-24, 24 (11.9%) were between the ages of 25-34, 14 (6.9%) were between the ages of 35-44, 4 (2.0%) were 45-54, 3 (1.5%) were 55-64, 1 (.5%) was 65 or above, and 7 (3.5%) declined to state. In terms of race, 15 stated African American/non-Hispanic (7.4%), 4 responded American Indian/Alaska Native ((2.0%), 118 responded Hispanic (58.4%), 35 stated White/non-Hispanic (17.3%), 23 chose “Other” (11.4%), and 7 declined to state (3.5%). To determine averages, both the importance scale and the satisfaction scale were based on five-point Likert scale with 1 being the lowest and 5 being the highest. I also included the sample for each question as it did vary and it is represented by the small n,  and the standard deviation (which is the average distance of the scores from the mean – lower scores indicate that the data points are generally close to the mean and higher scores show more spread from the mean) represented by SD. For comparison, in terms of the overall survey, the averages are n =194, M = 4.33, SD = 1.00.

1. The available computer hardware and software help me to effectively perform my required assignments.

89.5% of students agreed or strongly agreed that this was important (n=200, M=4.52, SD=.78) and 79.9% agreed or strongly agreed that they were satisfied (n=199, M=4.26, SD=.97), a difference of 9.6%

2. There are an adequate amount of work stations in the computer lab. 

77.2 of students agreed or strongly agreed that this is important (n=197, M=4.23, SD=1.09) and 68.5% of students agreed or strongly agreed that they were satisfied (n=197, M=3.94, SD=1.16), a difference of 8.6%.

3. The equipment in the computer lab is kept in proper working order. 

87.4 % of students agreed or strongly agreed that this is important (n=198, M=4.51, SD=.79) while 80.8% of students agreed or strongly agreed that they were satisfied (n=198, M=4.29, SD=.96), a difference of 6.6%.

4. Access to the Internet and email is sufficient. 

90.5% of students agreed or strongly agreed to the importance of email and internet (n=199, M=4.58, SD=.79) while 85.0% of students agreed or strongly agreed to being satisfied with the service (n=200, M=4.41, SD=.95), a difference of 5.45%.

5. Specialty software is available. 

78.9% of students agreed or strongly agreed that this service is important (n=185, M=4.22, SD=1.04) and 69.7% were satisfied or very satisfied (n=185, M=3.99, SD=1.14), a difference of 9.2% of students agreed or strongly agreed  

6. The lab is kept clean and well maintained.

84.4% of students agreed or strongly agreed that this was important (n=199, M=4.39, SD=1.01) while 83.4% of students agreed or strongly agreed that they were satisfied (n=199, M=4.37, SD=1.02) a difference of 1.0%. This pair of statements indicates the most agreement between importance and satisfaction and could be a good discussion point. 

7. The availability of printers is adequate.

82.1% of students agreed or strongly agreed that this was important and (n=195, M=4.38, SD=1.00) 74.7% agreed or strongly agreed that they were satisfied with the availability of printers, (n=194, M=4.14, SD=1.08), a 7.3% difference.

8. The quality of printing is good.

86.4% of students responded that they agreed or strongly agreed that the quality of printing is important (n=191, M=4.45, SD=.90) and 80.4% agreed or strongly agreed that they were satisfied with the quality of printing (n=189, M=4.25, SD=1.06), a 5.9% difference.

9. Printers are current and well maintained.

85.6% of respondents agreed or strongly agreed that printers are current and well maintained (n=194, M=4.43, SD=1.00) while 78.9% agreed or strongly agreed that they were satisfied with this (n=190, M=4.23, SD=1.15), a 6.6% difference.

10. I am satisfied with the hours the computer lab is open.

85.6% agreed or strongly agrees that the hours the computer labs are open is important (n=195, M=4.49, SD=.98) and 74.4% of respondents were satisfied (n=195, M=4.18, SD=1.13), a difference of 11.3%. This question seems to indicate the least amount of satisfaction in comparison to the importance and could be a good discussion point.

11. The computer lab is user friendly for ALL students.

90.4% of responses indicated agree or strongly agree that this is an important aspect (n=198, M=4.59, SD=.87) and 83.1% agree or strongly agree that they are satisfied (n=195, M=4.41, SD=1.00), a 7.3% difference.

12. The staff in the computer lab is helpful.

85.6% agreed or strongly agreed that this is important (n195=, M=4.45, SD=.95) while 79.4% agreed or strongly agreed that they were satisfied (n=194, M=4.26, SD=1.02), a 6.3% difference.

13. The staff in the computer lab is friendly and approachable.

86.0% agreed or strongly agreed that this is important (n=193, M=4.41, SD=1.07) and 78.8% agreed or strongly agreed that they were satisfied (n=193, M=4.23, SD=1.08), a difference of 7.3%.

14. My questions are answered in a timely fashion.

85.7% responded that they agree or strongly agree that this is important (n=189, M=4.39, SD=.91) while 80.3% agree or strongly agree to being satisfied in this area (n=188, M=4.20, SD=1.02), a difference of 5.4%.

15. The staff is helpful when I need technical training.

86.0% agree or strongly agree that this is important (n=192, M=4.46, SD=.96) while 80.0% agree or strongly agree to being satisfied in this area (n=190, M=4.27, SD=1.02), a difference of 5.9%.

Students were asked if there were software programs that they wanted that were not currently available.  One student commented on the need for more computers in general while 8 listed the following desired programs:

1. Updated Adobe Acrobat Reader

2. Rosetta Stone – English Discoveries 

3. Word 2007

4. QuickBooks

5. Photoshop

6. Professional dictionary software

7. My IT Lab (was mentioned twice)

8. Kurzwell

D.   Historic funding patterns
The general fund is utilized for salaries/benefits and departmental supplies.  Technology related equipment for the campuses have been primarily funded by decision packages, VETA or grants.  

The CS department each year prepares a decision package for technology.  The college has been committed to technology as a top priority.  Since 2006 the primary focus was in replacing pc’s that were very slow and unreliable.  Another objective was to provide a “smart classroom”, where the classroom had a pc, video projector, vcr/dvd and a projector screen.  This allowed an instructor to walk into a classroom and be able to provide an enhanced learning environment by using technology.

DP2006
- $226,575

DP2007 
- $163,526

DP2008
- $166,881

DP2009
-  $201,388 – Because of the budget crisis, this was delayed a year.

The North Centers technology has been primarily funded from the Willow-International building project.  The project funded all new equipment at the new center, including network, VoIP, computers, printers, copiers and other equipment.  Fortunately there were still funds available to do an early replacement (3yr vs 5yr) of a majority of the computer lab pc’s at WI.  Those pc’s were subsequently rolled down to the Madera and Oakhurst Centers.  This has allowed the North Centers to be well under the five year replacement cycle.  The challenge will be how to fund future technology at those centers.

VETA and grants are normally not under the control of the CS department.  We provide guidance in specifying which equipment to purchase.  Emphasis is placed on reviewing the replacement plan and Technology plan for guidance on spending the funds.

IV.
Summary Statement
A. Major conclusions
The Computer Services department has been and will continue to be an integral part of Reedley College.  The department will need to grow with the demands as part of the ever increasing reliance on technology. Information Technology has a responsibility to lead the way in high-tech training opportunities not only for internal employees and students but also for the community by providing the foundation of communication services
Information Technology has a goal for training its customers in becoming educated as knowledge workers and self reliant enough in technology to experience uninterrupted technology services, where ever they are in the world. To us this is the start of a life-long learning process that should continue past our users’ experience at Reedley College.

Information Technology has the responsibility to be aware of and help with recommendations regarding new trends in technology. Ever quicker advances in technology trends may slow or simply outdate the IT training programs and experience in certain areas. The Computer Services Department continues to try to find time and money to keep up with new technology trends.

The Faculty/Staff survey indentified six areas with opportunity for improvement.  

1) Maintenance of computers

2) Computer training

3) Effectiveness of software training

4) Availability of technical support

5) Ability of the support staff to resolve issues

6) Web-based SR system was good, responsiveness needs improvement.

Results from the Student survey were surprisingly good.   Reliability of our equipment was identified as an area of opportunity.
B. Short and long-term goals statements
B.1 Short Term Goals
1. Provide continuous improvements in customer service and communication with our users.

2. Improve work order follow-up.

3. Continue developing and improving the help desk/work order system

4. Improve individual IT staff performance through job specific training. The budget will need to continue to increase for training IT staff as new technology and the expansion of its use continues.

5. Develop and implement action plans to address the areas of opportunity identified in our surveys.

Note: The short-term goals are applicable to all locations.
B.2 Long Term Goals
1. Continue to implement wireless connections campus wide as the budget allows.

a. Reedley and Madera locations.

2. Update fiber backbone to gigabit speed

a. Reedley and Madera locations.

3. Add a network coordinator and micro-computer specialist to the Willow-International staff.

4. Add an application analyst to support online applications and training.
a. Reedley and Willow International locations.

5. Update operation equipment within the department to coincide with increased need.Update infrastructure network equipment to support increased need.
6. Address CS facilities needs.
a. Reedley, Madera and Willow International locations.

7. Develop a disaster recovery plan.
a. All locations.

C. Recommendations:

                 C.1 Staffing

The current staffing at Reedley College does not meet the recommended staffing levels as set out by the state’s “total cost of ownership model.”  The TCO model bases the need for technical support staff on the number of computers serviced, employees and FTES.  The state technology plan recommends one (1) staff for every 125 computers. The campus currently has 953 computers. Based on this standard, the Reedley College Computer Technology & Services Department would need to increase the staffing level to  seven (7). Currently, Reedley College has four (4) technicians: two (2) Micro-Computer Specialists and two (2) Micro-Computer Resource Technicians, and one (1) network Coordinator.  
The campus does not have a Multi-media technician. The state technology plan recommends one (1) for every 300 FTE faculty (PT and FT). As of Fall 2007, the California Community College Chancellors Office Report on Staffing lists Reedley College as having 278.8 Full Time Equivalent (FTE) instructors.   At this level, the addition of an AV technician would not only bring the Reedley College to the recommended level for multi-media technicians, but would free up the MCRTs and MCSs for computer service requests and classroom emergencies.  

The campus does not have a Helpdesk technician. The state technology plan recommends one (1) staff for every 5000 FTEs. The Fall 2007 FTE total for Reedley College was 9620. This would qualify the campus for a Helpdesk technician. With the addition of a Helpdesk technician, IT requests could be handled more efficiently and effectively if a full time person was available to answer phones in the IT area and log tech requests. A well-trained help desk person could assist faculty and staff with troubleshooting and could reduce the number of calls each tech makes. This person would increase the productivity of the IT area without hiring an additional tech. Although the state Technology Plan recommendations are just a guideline, the technical support level influences the network security, response time, computer downtime, software and hardware relocations, and server upgrades.

The North Centers staffing plan does include additional technicians when Willow International becomes a college.  We recommend that the staffing plan is implemented in the next three years.

We recognize the tough budget that the district is facing for the next few years and these are our staffing recommendations.

Staffing Recommendations

Willow International


1 – Network Coordinator  (2012)


1 – Micro Computer Specialist (2012)

Madera Center


1 – Micro Computer Specialist (2013)

Reedley College


1 – Application Analyst Online/Training (2012)
C.2 Training

The Computer Services staff is encouraged to continue their education both professionally and privately.  In support of professional growth, the employees should be encouraged to meet the accreditation base level of an A.S. degree. The staff participates in training opportunities when the opportunities and funds are available. We would like to have the staff attend several workshops and conferences annually for customer support on applications, the administrative systems, network systems, security issues, and web development. Some of the training could be obtained via web conferencing but the staff would have to be able to take advantage of these workshops and conferences while not having to answer service calls on campus. It might be beneficial to bring trainers into the workplace to focus on services specific to the campus down to individual pieces of software and hardware to gain a better understanding and get more out of the services we already own and support on a daily basis. There should be a commitment to provide funds and release time for training. This will not only improve individual performance but provide quality support to all departments.

We will continue to support annual training opportunities by allocating funds in the budget.   When the budget improves we will expand to include off-site training and instructor lead training.
C.3 Facilities

A dedicated area or building for the housing of the Computer Services Department would provide the needed space for all functions.  It should have enough space for each technician to have their own personal workspace, desk, and storage for reference materials, supplies and tools. It should also have a separate area for new project processing and staging area for incoming projects. There should be sufficient space for the storage of all incoming projects as well as all spare materials, and projects waiting processing.  See Appendix A for our proposed layouts for each of the locations. 

We recommend that the proposed facility layout for Reedley College be implemented by 2012.  This coincides with the recommendation for additional personnel and the space would be needed at that time.

We recommend that the proposed facility layouts for Willow International and Madera be implemented in conjunction with the addition of new personnel.
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