Assessment  Form 
Georgia Highlands College Goal Assessment Report Form
	Unit/Team:  Information Technology
	Reported By: Jeff Patty, Rob Laltrello

	Date Submitted: 06/01/09
	Assessment Period: 2008-2009

	

	Related College Goal:   

Maintain efficient and effective administrative services to support the instructional and community outreach programs of the college.


	Unit/Team Goal:  

The Information Technology Department provides technological services that support the computing needs of the institutions academic and administrative functions.  Furthermore, the Information Technology Department enhances the teaching and learning process for students, faculty and staff by researching, developing, implementing, and facilitating diverse and effective delivery systems through the use of new technologies.


	Expected Outcome:  

The Information Technology Department will enhance the safety of faculty, staff, and student data by ensuring that all servers are kept up to date with appropriate security patches/updates.


	Outcome Assessment:

Network Support Services (NSS) will monitor the servers by auditing them every 60 to 90 days to determine what security updates were not applied in a timely manner.  Failure to apply patches/updates in a timely manner can open up avenues for data to be compromised.



	Performance Targets:  

Primary Target: NSS will maintain standards that no server will go longer than 30 days from the date a patch is released before it is applied to the system.

Secondary Target: 

N/A

	Summary of Data Collected (Performance Results):

While servers are being updated/patched they are not meeting the assessment criteria.  We applied critical patches & restarted servers when exploits were in the wild but did not do so for lesser priority patches.  The reasoning for this is patches require a restart of the server & cause downtime.  There are unfortunately no good times for the downtime so instead of rebooting them every time there is an update we attempt to minimize the downtime by waiting to patch.


	Recommended Actions:  This assessment needs to be looked at to redefine the parameters.  Either it needs to look only at critical patches with active exploits, it needs to have different dates, or we need to investigate alternative means of applying patches to eliminate the downtime.



	

	Date: 

Follow-up on Recommended Actions:
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	Related College Goal:   

Maintain efficient and effective administrative services to support the instructional and community outreach programs of the college



	Unit/Team Goal:  

The Information Technology Department provides technological services that support the computing needs of the institutions academic and administrative functions.  Furthermore, the Information Technology Department enhances the teaching and learning process for students, faculty and staff by researching, developing, implementing, and facilitating diverse and effective delivery systems through the use of new technologies.


	Expected Outcome:  

The Information Technology Department will provide a reliable level of service and support to the user community.



	Outcome Assessment:

Network Support Services (NSS) will respond in a prompt and timely manner to student tickets. These tickets include, but are not limited to: account access issues, assistance using GHC Connect, and information security concerns.

	Performance Targets:

Primary Target: 

90% of all student tickets listed above received during normal business hours will be acknowledged and resolved by NSS within a (4) four hour window of being received.

Secondary Target: 

85% of all student tickets listed above received during normal business hours will be acknowledged and resolved by NSS within a (3) four hour window of being received.

	Summary of Data Collected (Performance Results):
Originally, this goal was created to primarily track student wireless account creation requests. We have since implemented a self-service system called GHC Connect. The students can now resolve most of the issues they were having using this system. As a result, tickets of this type have fallen drastically.


	Recommended Actions:
This assessment has been fully explored & will be replaced next cycle.

	

	Date: 

Follow-up on Recommended Actions:
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	Related College Goal:   

Use technology as a teaching and learning tool.



	Unit/Team Goal:  The Information Technology Department provides technological services that support the computing needs of the institutions academic and administrative functions.  Furthermore, the Information Technology Department enhances the teaching and learning process for students, faculty and staff by researching, developing, implementing, and facilitating diverse and effective delivery systems through the use of new technologies.


	Expected Outcome: 

The Information Technology Department will provide a functional and dependable infrastructure for faculty, staff, and student utilization.



	Outcome Assessment:

Network Support Services (NSS) will track and record the implementation of wireless technology throughout the college which will provide increased access to resources.



	Performance Targets:  

Primary Target: 

             95% of all applicable full-time faculty and administrators will be equipped and enabled to access  

             GHC wireless networks by NSS.

Secondary Target: 

             90% of all applicable buildings and common areas will be equipped for wireless access by NSS.



	Summary of Data Collected (Performance Results):

Wireless coverage was added to the plant building and additional wireless was added to the Rome Library.  There is now complete coverage on all campuses.


	Recommended Actions:
This assessment has been fully explored & will be replaced next cycle.

	

	Date: 

Follow-up on Recommended Actions:
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	Related College Goal:  

Be innovative in our approach to teaching, learning, and support services 



	Unit/Team Goal:  The Information Technology Department provides technological services that support the computing needs of the institutions academic and administrative functions.  Furthermore, the Information Technology Department enhances the teaching and learning process for students, faculty and staff by researching, developing, implementing, and facilitating diverse and effective delivery systems through the use of new technologies.


	Expected Outcome:  

The Information Technology Department will advocate innovative technology to the college community by increasing awareness to new technologies.


	Outcome Assessment:

Client Support Services (CSS) will monitor and track the development and distribution of important training materials to aid the faculty in support of instructional delivery.


	Performance Targets: 

Primary Target:

            CSS will provide the same materials to 100% of all attendees of the part-time faculty orientations.            
Secondary Target: 

            CSS will provide 90% of all full-time faculty with available training materials, “how-tos”, and

            important tutorials in support of instructional technologies.  

	Summary of Data Collected (Performance Results):

As the fiscal year draws to a close there have been two part time faculty orientations for new part-time faculty.  All new part-time faculty members were present and 100% of them received current available information on account types, IT policies and locations of available training material. All full-time faculty were sent a reminder email at the beginning of fall and spring semester stating the location of available resources on the GHC Intranet.  New account summary documents as well as tutorial documents, signage and emails have been crafted and distributed to all faculty explaining account management through GHC Connect, VPN access, Intranet access and iMac lab usage.


	Recommended Actions:
Proper systems and procedures have been developed to keep the faculty updated with training and informational material.  We will not continue to assess this measure in the foreseeable future, but will monitor it to ensure appropriate disbursement of new and existing training material continues.

	

	Date: 

Follow-up on Recommended Actions:
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	Related College Goal:  

Maintain efficient and effective administrative services to support the instructional and community outreach programs of the college 



	Unit/Team Goal:  The Information Technology Department provides technological services that support the computing needs of the institutions academic and administrative functions.  Furthermore, the Information Technology Department enhances the teaching and learning process for students, faculty and staff by researching, developing, implementing, and facilitating diverse and effective delivery systems through the use of new technologies.


	Expected Outcome:  

 The Information Technology Department will provide secure and reliable protection to college technology in safeguarding users from viruses, worms, trojans, and other malicious malware.



	Outcome Assessment:

 Client Support Services (CSS) will install, monitor and track the necessary softwares and systems to safeguard client computers at the College.


	Performance Targets: 

 Primary Target:
 CSS will install Trend and Deep Freeze on 100% of classroom/cluster computers and configure them to receive updates through internal WSUS

Secondary Target: 

CSS will ensure that 95% of all classroom/cluster computers receive critical updates.

Tertiary Target: 

CSS will install Deep Freeze for Mac on 100% of classroom/cluster computer that boots into Apple OS X.



	Summary of Data Collected (Performance Results):

100% of all classroom/cluster computers (620 PCs)) have Deep Freeze and Trend installed and are configured to receive WSUS updates.  96% are receiving critical updates through WSUS routinely though 9% (53 PCs) of these currently have two or so outstanding updates. 100% (53 PCs) of dual boot clusters have Deep Freeze for Mac and Deep Freeze for Windows installed.



	Recommended Actions:  We have purchased new client management software (Altiris/Symantec) that will replacement many of our current systems and processes.  We will continue with these performance targets for another fiscal year to ensure close attention in these areas.

	

	Date: 

Follow-up on Recommended Actions:
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	Related College Goal:  

Maintain efficient and effective administrative services to support the instructional and community outreach programs of the college 



	Unit/Team Goal:  The Information Technology Department provides technological services that support the computing needs of the institutions academic and administrative functions.  Furthermore, the Information Technology Department enhances the teaching and learning process for students, faculty and staff by researching, developing, implementing, and facilitating diverse and effective delivery systems through the use of new technologies.


	Expected Outcome:  

The Information Technology Department will provide a reliable level of service and support to the user community.



	Outcome Assessment:

Enterprise Applications Services (EAS) will enter all tickets in the IT Ticketing/Tracking Database, assigning a priority level and completion date to each ticket that can thereby be analyzed for completion.


	Performance Targets: 

Primary Target:

            90% of all tickets assigned a value of “critical” will be completed within the assigned priority

            timeframe.

            Secondary Target: 
80% of all new requests submitted to EAS will be completed within the assigned priority timeframe.

             Tertiary Target:
            70% of all “non-critical” tickets will be completed within the assigned priority timeframe.

	Summary of Data Collected (Performance Results):

EAS has been successful in completing all critical tickets within a 4 - 6 hour range.  At this present timing EAS has exceeded expectations of completing new requests and non-critical tickets within the assigned priority timeframe.


	Recommended Actions: EAS will continue to monitor our tickets for the upcoming year.  EAS will be involved in several time-oriented projects in the coming year.  EAS will be able to monitor our completion and response times as we focus on supporting the additional needs of the institution.


	

	Date: 05/19/09
Follow-up on Recommended Actions: 
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	Related College Goal:  

Maintain efficient and effective administrative services to support the instructional and community outreach programs of the college 



	Unit/Team Goal:  The Information Technology Department provides technological services that support the computing needs of the institutions academic and administrative functions.  Furthermore, the Information Technology Department enhances the teaching and learning process for students, faculty and staff by researching, developing, implementing, and facilitating diverse and effective delivery systems through the use of new technologies.


	Expected Outcome:  

A. The Information Technology Department will provide a functional and dependable infrastructure for faculty, staff, and student utilization.  B. The Information Technology Department will enhance online services for students by improving website reliability.


	Outcome Assessment:

Enterprise Application Services (EAS) will provide quality in our services and data extraction to the GHC community (faculty, staff, students and 3rd party patrons) in a timely manner.



	Performance Targets: 

Primary Target:

            EAS will strive to obtain at least 75% or above satisfactory rating
            Secondary Target: 

            EAS will evaluate and analyze 100% of all returned responses.    

             Tertiary Target:
            EAS will follow-up and address 70% of all dissatisfied and strongly dissatisfied responses for an

               acceptable solution.

	Summary of Data Collected (Performance Results):
EAS is in the process of sending out survey links.  No results have been returned.  We will continue to send out links to our survey seeking end user responses.


	Recommended Actions:  If responses are not given, EAS will possibly have to find another method to obtain end-user satisfaction levels. EAS was unsuccessful in obtaining survey results from our end user community.  For the coming year, EAS will research a method that can be used to evaluate and analyze our area’s services.

	

	Date: 

Follow-up on Recommended Actions: 
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	Related College Goal:  

Be innovative in our approach to teaching, learning, and support services 



	Unit/Team Goal:  The Information Technology Department provides technological services that support the computing needs of the institutions academic and administrative functions.  Furthermore, the Information Technology Department enhances the teaching and learning process for students, faculty and staff by researching, developing, implementing, and facilitating diverse and effective delivery systems through the use of new technologies.


	Expected Outcome:  

The Information Technology Department will ensure that access controls are in place and monitored to protect data integrity.



	Outcome Assessment:

Information Technology will design and implement a system to disseminate important technology related guidelines and polices for employees of the institution which will train and track their participation.



	Performance Targets: 

Primary Target:

            100% of all new full-time employees will complete the New Employee Technology Orientation

            covering technology related policies and guidelines.

Secondary Target: 

            90% of all full-time employees will complete an annual training review of technology related

            policies and guidelines.


	Summary of Data Collected (Performance Results):

(99%) of new full-time employees have completed the New Employee Technology Overview, (60%) of all full-time employees have completed an annual training review


	Recommended Actions:
All new faculty/staff network accounts automatically receive an email explaining the requirement for completion of the New Employee Technology Overview. They are given seven (7) days from the point of activation to complete the overview. We still have to find a better way to audit the continued annual completion of the overview by all employees.

	

	Date: 

Follow-up on Recommended Actions:


