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

	Date Submitted: 6/01/08
	Assessment Period: 2007-2008

	

	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 faculty, staff, and student communication by reducing the amount of unsolicited commercial email received.


	Outcome Assessment:

Network Support Services (NSS) will electronically monitor software statistics and adjust mechanisms to maintain minimal interruption of college email systems by blocking unsolicited emails and preventing virus outbreaks.



	Performance Targets:  

Primary Target:  (Global measures indicate that 80% of all email is abusive in nature.)
NSS will maintain standards of blocking abusive emails at a rate of at least 75% of all received email.

Secondary Target: 

N/A



	Summary of Data Collected (Performance Results):

Aug 07 – April 08 = Blocked/Tagged 31,431,761 messages, 93.81% of the total we received.  This meets the 75% target.


	Recommended Actions:  We believe after several cycles of following this measure the proper controls and adjustments have been developed to keep this item under proper control.  We will not continue to assess this measure in the foreseeable future, but will continue to monitor it to ensure adequate controls are in place.


	

	Date: 

Follow-up on Recommended Actions: 
Sep-07

2,597,165

Oct-07

3,096,597

Nov-07

257,099

3,051,412

Dec-07

223,267

3,155,721

Totals

1,431,364

3,155,721

Date

Clean

Blocked
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Georgia Highlands College Goal Assessment Report Form
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	Reported By: Jeff Patty, Rob Laltrello

	Date Submitted: 6/01/08
	Assessment Period: 2007-2008

	

	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 to e-mail requests from students requiring assistance in a prompt and timely manner. These requests include, but are not limited to: account access issues, information security concerns and requests for wireless access.



	Performance Targets:  

Primary Target: 

100% of all student e-mail requests for the assistance listed above received during normal business hours will be acknowledged  and work will have begun to resolve the issue by NSS within a (4) four hour window of being reported.

Secondary Target: 

90% of all student e-mail requests for the assistance listed above received during normal business hours will be acknowledged and resolved by NSS within a (3) three hour window of being reported.



	Summary of Data Collected (Performance Results):

(94%) were acknowledged and resolved within a (3) three hour window of being reported, (91%) were acknowledged and resolved within a (4) four hour window of being reported.


	Recommended Actions: Continue.

	

	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):

Rome Library: 100% covered                                        Rome PE: 0% covered (network upgrade planned)

Marietta Campus: 100% (courtesy of SPSU)                   Rome F-Wing: 100% covered 

Cartersville Campus: 100% covered                               Rome Lakeview: 100% covered 

Heritage Hall Campus: 25% covered                              Rome Walraven: 80% covered 

Acworth Campus: Campus closing                                  Rome A-Building: 95% covered                 



	Recommended Actions: New wireless controllers and 802.11B/G/N access points were purchased for the Rome, Cartersville, and Heritage Hall campuses.  These will allow us to extend our coverage as well as improve our level of wireless services.  IT will continue this measure for the next cycle to see these new upgrades through to completion.

	

	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 semesters stating the location of available resources on the GHC Intranet. Seven new how-to’s have been developed since Fall 2007 along with three training videos all of which are easily assessable on our GHC intranet.


	Recommended Actions:
Continue to develop, organize and advertise IT related training materials for full-time and part-time faculty.  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:

Statistical data obtained from the Information Technology Ticketing/Tracking Database will be used to analyze timely ticket completion by Client Support Services (CSS) to assure a reasonable level of support is being provided to the user community.



	Performance Targets: 

Primary Target:

CSS will respond to 90% of all classroom requests within the assigned priority timeframe.

Secondary Target: 

CSS will respond to 75% of all client support requests within the assigned priority timeframe.



	Summary of Data Collected (Performance Results):

As the fiscal year draws to a close seven out of 193 classroom requests were not resolved in allotted priority time for a 96.4% assigned priority completion rate.  26 out of 515 Client Workstation requests were not resolved in the allotted priority time for a 95% assigned priority completion rate.


	Recommended Actions:
This proper measures, controls and adjustments have been developed to keep this item under proper control as the statistics indicate.  We will not continue to assess this measure in the foreseeable future, but will continue to monitor it to ensure adequate controls are in place.

	

	Date: 
Progress On Expected Outcomes:  
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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):

Primary - EAS has had only one priority ticket entered into the tracking system.  They resolved the ticket within the allotted timeframe. EAS has met the performance target at 100%. No additional critical priorities have been added since 6 month assessment

Secondary – EAS has exceeded the previous performance target at a rate of 98.68% (2704 tickets completed out of 2740 total completed in assigned timeframe). Fiscal Year 720 completed out of 740

Tertiary – EAS has also met this performance target at a rate of 98.68% due to almost no critical tickets.



	Recommended Actions:
EAS will continue to obtain ticketing statistics for the next fiscal year to monitor our performance.

	

	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:  

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 timely upgrades to systems under their purview in support of the end users of those systems by comparing upgrade requirements to actual completion times.



	Performance Targets: 

Primary Target:

            85% of all EAS upgrades will be applied to the necessary system within 2 months.

            Secondary Target: 

            95% of all PeopleSoft Financials upgrades will be applied within 1 month.             

             Tertiary Target:
            80% of all Banner/Xtender upgrades will be applied within 2 months.

             Quaternary Target:
            70% of all Student Self-Service Web upgrades will be applied within 1 month (Banner Web).

	Summary of Data Collected (Performance Results):
100% of all EAS upgrades were applied within two months. They are further broken down as follows:

100% of Peoplesoft Financial upgrades were completed on time; 100% of Banner Upgrades were completed on time. No Self Service Web Upgrades have been recorded.
There were a total of 11 upgrades recorded: 1 Web Application Server, 2 PeopleSoft Financials, 1 Unix, 6 BANNER, 1 Axiom


	Recommended Actions:
EAS should stop tracking the Self-Service Web Upgrades since they are included within the overall BANNER upgrades.  EAS should track other application software upgrades within its division for the coming fiscal year.

	

	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):

97% of new employees have completed the New Employee Technology Overview and 50% of employees have completed the annual overview update. 


	Recommended Actions: We obviously need to continue to improve the completion rate. We now have web-based reports that show network account activations and overview completions. By comparing the two reports, it is possible to easily obtain data showing who has or has not completed the overview. Because these reports and methods were developed after the last assessment, current assessment data does not adequately show their positive effect. Additionally, we propose to move the required June 1 completion date to another time when all staff are on campus.



	

	Date: 

Follow-up on Recommended Actions:


