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Technology Services Program Review 

 
MISSION:   
 
Technology Services will create and maintain infrastructure, facilities and services so 
that students, faculty, and staff and can effectively apply networking, computing, and 
telecommunications technologies to accomplish the educational mission and business 
objectives of Neosho County Community College.  
 
 What is the unit’s purpose? 

The Technology Services department supports three main purposes: 
 Implement and maintain the necessary technology to support the integration of 

multi-faceted administrative and instructional programs;  
 Provide training and support for personnel and students in the utilization of 

technology and management information system processes; and, 
 Coordinate and manage data resource security requirements and electronic 

security/fire systems implementation and training. 
 
 What functions does the unit perform to carry out this purpose? 
o Plan, design, and implement all current and future information system and technology 

needs of the institution;  
o Provide overall system level support and coordination for the integration of multi-faceted 

administrative and instructional technology hardware and software;    
o Implementation and evaluation of technology service programs and services; 
o Installation and testing of Technology Services hardware, software and services; 
o Coordination of the phone system and voice mail system applications; coordination and 

management of telecommunications systems including leased digital and switched public 
communication lines; 

o Coordination and management of data resource security requirements and electronic 
security/fire systems; direct all electronic/video security system implementation; and 
coordinate electronic/video security systems training. 

o Coordination of management information system operations including file reorganization 
and creating daily backups for all server systems; prepare, maintain and test current 
disaster recovery documentation and system procedures for LAN/WAN hardware and 
software; 

o Management of LAN/WAN (local area network/wide area network) servers including 
Windows NT/2000 installation/tuning, server application software installations/updates 
including email and Internet, LAN server security; computer lab and workstation 
security; 

o Coordination of VPN (virtual private network) and VOIP (voice-over-IP) applications; 
o Coordination, evaluation and maintenance of academic instructional software and 

hardware; 
o Coordination of HELP Desk activities and problem resolution; troubleshooting 

support of instructional hardware and software; 
o Coordination and maintenance of faculty documentation, procedures, and new 

faculty orientation and materials;  
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o Provide training to faculty on new and existing instructional hardware and 
software; 

o Coordinate/perform the installation and support of faculty workstation 
hardware/software including hardware upgrades, software installations, etc.; 

o Coordinate web activities and assist faculty and staff with the development of web 
pages; 

 
 How has this changed over the last 3-5 years? 

The addition of the Internet access and electronic communication (email) has added 
considerable functionality, as well as workload, to the department. Web site development 
and support and virtual networking with Ottawa have also been added.  In addition, 
security tasks have also added appreciably to workload and task backlog.  
 
 What are the key relationships of this unit to other units within the college? 

Technology Services works closely with all major administrative units of the college on 
software, procedural, and system implementation issues.   These departments include 
admissions, registration, advising, financial aid, accounts receivable, accounts payable, 
the cashier, the development office, and the office of continuing education.  The 
department also works closely with the Ottawa branch campus personnel and the 
academic support departments such as the library and the CAVE staff.   In addition, 
Technology Services works directly with full and part-time faculty on both campuses.      
 
  Outside the college? 

The Director of Technology Services is a current member of the Integrated Community 
Network group (city of Chanute, USD 413 and NCCC) that meets on regular basis to 
discuss technology related issues.  The ICN group also discusses possible resource 
sharing and cost-saving methods to be implemented by the various entities.  The Director 
of Technology Services is also a member of the USD 413 Technology Committee. 
 
 What populations/students are served by this service?   

Technology Services serves all faculty and staff directly on both campuses.  Over 175 
full-time and part-time faculty and staff benefit directly or indirectly from services 
provided by the department.  Over 700 full and part-time students benefit indirectly from 
the services.  The department does provide direct support to students on some critical 
issues (such as when term papers are lost on diskette) and also in providing Internet 
access hookup and support in Bideau Hall. 

 
SERVICES 
 
 Does the unit have defined performance goals? 

The Goal #3 Technology Planning Committee defines specific performance goals and 
objectives for the department.  The Strategic Planning Committee reviews these goals 
annually. 
 
 How does the unit determine whether it is achieving these goals? 
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Goals and objectives are reviewed regularly by the Director of Technology Services and 
monthly by the Technology Planning Committee. 
 
 What specific performance measures does the unit use to assess its performance 

on an ongoing basis?  (Surveys, questionnaires, etc.) 
Technology Services uses Outlook Task Lists to monitor and track tasks on a daily basis.  
The Academic Technology Services Coordinator has recently completed the task of 
developing and implementing a survey specifically aimed at evaluation of current 
performance, as well as future training needs.   Summary results are available below. 
 
 What improvements have been made in the delivery of services from the unit to 

its constituencies? 
Technology Services was reorganized in 2002, and the position of Academic Technology 
Services Coordinator was created to shift emphasis from mostly administrative support to 
include academic support.  This position will allow Technology Services to offer more 
formal one-on-one and classroom instruction to faculty and staff on relevant topics.  In 
addition, the Academic Technology Services position coordinates the HELP desk 
operation, which has improved response time on HELP desk projects. 
 
 Has the unit implemented any innovative or state-of-the-art approaches to 

improve its effectiveness and efficiency? 
The department receives and reviews 30+ trade journals monthly, as well as several 
online technical journals, to stay abreast of state-of-the-art approaches to technology and 
technology management.  Hardware and software levels are maintained at as close to 
state-of-the-art as budget will allow.  
 
 How does the unit assess its user’s needs on an ongoing basis?   

As was mentioned previously, Technology Services uses Outlook Task Lists to monitor 
and track tasks on a daily basis.  The Academic Technology Services Coordinator has 
implemented a survey specifically aimed at evaluation of current performance, as well as 
future training needs. 
 
 How flexible is the unit in responding to those needs?  

The department has shown great flexibility the past four years, after losing key personnel 
and positions to budget cuts and turnover, by continuing to provide critical service and 
training as requested, even when there was only a single staff member.  Technology 
Services personnel have also performed whatever functions were necessary to provide 
necessary service.  Technology Services personnel have moved equipment, run computer 
cabling, cleaned workstation areas, and whatever else it took to provide quality customer 
service.  Often, this takes many hours of overtime and effort far beyond the call of duty.    
 
 How does the unit assess user satisfaction with the unit’s performance? 

Surveys are used specifically for evaluation of current performance.  Questions regarding 
both the Technology Services personnel and the service received are asked.   Of those 
who responded, 97% were either Satisfied or Very Satisfied with the overall service 
received from HELP desk.  Below are charts indicating other user responses: 
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34%

64%

2%

Very Dissatisfied Dissatisfied Satisfied Very Satisfied

 
 

3% 3%

39%
55%

Very Dissatisfied Dissatisfied Satisfied Very Satisfied

Of those who responded, 97% were either Satisfied or Very Satisfied with the timeliness 
of response for HELP desk associated incidents.   94% were either Satisfied or Very 
Satisfied with the quality of service received.   All comments from the survey are 
included in Appendix B.  Virtually all responses were positive.   
 

Timeliness of Service 

Quality of Service 
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 Are any new services being planned by the unit based upon user’s current or 
anticipated needs?   

Additional training sessions will be given based directly upon feedback from various 
departments.   As a result of the survey, training sessions on the AS/400 and PowerPoint 
have already been held in the Fall 2002 semester.  Additional training sessions aimed 
specifically at web applications and making the web site more user friendly are also 
planned.  Several new sections are planned for implementation on the web site that will 
include FAQs, searchable problems, technology training, procedures and support for 
faculty, staff and students.   
 
 How will these change current unit operations? 

Any new services offered will add to the workload of a department already operating at 
capacity.  Technology Services, by its very nature, is a stressful environment.  The 
addition of more tasks and a higher workload will increase stress and decrease morale, 
which will eventually lead to staff turnover in the department.    
 
 How accessible are the services? 

HELP desk services are provided 24x7 year-round, with a clearly defined HELP desk 
procedure and call list, including 24-hour pager.  Training sessions are normally available 
during regular office hours, but available virtually any time by appointment. 
 
STAFF 
 
 How have changes in service delivery affected the skills required by staff?  

Increasing demand for electronic communication, Internet and Internet-related 
services has significantly increased the demand for support and service of these 
areas.  This support includes not only support for initial training and follow-up 
training, but background support for server software installation and maintenance. 

 
 How are staff being trained, retrained, and developed to meet these needs? 

Current budget restrictions allow for minimum training and retraining of Technology 
Services staff.   The staff trains itself largely on their own time and at their own expense.  
 
 Is current staffing adequate?   

No. 
 
 Why or why not?   

There is a large backlog of unfinished tasks for all Technology Services personnel.  
These tasks are key to the continued successful implementation of technology at NCCC 
and include the following: 

o Implementation of the Kansas Post-Secondary Database system 
o Disaster recovery documentation for critical network services functions 
o On-going, comprehensive technology training and evaluation for faculty and 

staff 
o Web redesign and development 
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Without additional staffing, it is likely these tasks may never be completed.  In addition, 
all other services provided by Technology Services suffer due to lack of staffing. 
 
 What staffing changes need to be made to improve services offered? 

A full-time staff position needs to be added to support administrative software and 
database operations for the college.  This staff position was combined with the Director’s 
position due to budget constraints.   The additional job responsibilities associated with the 
support of the administrative software and hardware make it next to impossible to 
provide adequate service to administrative and student support departments, when 
combined with the other responsibilities of the Director.   
 
The Academic Technology Services Coordinator position needs to be funded as full-time.  
Making the position full-time will result in considerably higher user satisfaction through 
increased training opportunities and decreased HELP desk assistance times.  More time 
would be spent on redesign and development of the web in making it more user friendly.   
 
The need for additional technology services staffing assistance at Ottawa has existed for 
some time, and will continue to grow as the numbers of computers, users and students 
grows at the Ottawa campus.  A half-time position was previously allocated for this 
support, but was cut due to budget constraints.   
 
The above changes would allow the Network Services Coordinator to concentrate more 
on network services functions.   Currently, the Network Services Coordinator spends a 
considerable amount of time with troubleshooting and maintenance of existing PC 
systems on both campuses. 
 
 
BUDGET  
 
 Are current budget allocations adequate to support current operations?  

No.  
 
 If not, why? 
1. Staffing – Mentioned above.   It is difficult to increase service, or even maintain 

service levels, while decreasing the number of staff.  We have effectively 
decreased staff levels by .5 FTE each of the past four years.  We are forced to 
operate in a reactionary mode, as opposed to a visionary mode.  Increased 
workload and stress tend to drive productivity and morale down. 

2. Hardware – Additional funding will be necessary to replace the AS/400.  If we 
want to stay with this platform, this cost could be from $40,000 to $60,000.  
Further funding will be necessary to replace and upgrade the aging server pool 
supporting both campuses.   In addition, the funds generated by the technology 
fee at both campuses, as is, are not sufficient to replace existing lab computers on 
a timely rotation basis.  Complicating this issue is the fact major technology 
replacement purchases could not be supported by this fund recently, as the 
institution has absorbed it to cover operating deficits. 
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3. Software –Originally, we planned to migrate from the AS/400 administrative 
software system platform to a Windows-based platform two years ago, but the 
purchase was cancelled without input from the Technology Planning Committee 
or Technology Services due to budget constraints.  This software was 
approximately $175,000 two years ago, but is now well over $400,000, leaving 
the possibility for upgrade slim at best. 

4. Training – The budget allocated for training has been cut the past two years to 
virtually zero to cover operating deficits in other departments.  Training, for the 
most part, has recently been done on the department’s personnel’s own time and 
expense.  Technology continues to change and evolve at a rapid pace, and 
additional funding will be necessary to keep our staff appropriately trained. 

 
 Have budget allocations been adequate to support the unit over the last 3-5 

years?  Why or why not?    See following chart for budget history details. 

Technology Services
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$233,344

$0

$50,000

$100,000

$150,000

$200,000

$250,000

$300,000

$350,000
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Post Title III

74% 90% 76%

-23% -7% -26%-13% -6%

 
As the chart indicates, the budget for Technology Services has been cut the past three 
years.  The budget was reduced 23% from 2000 to 2001, 13% from 2001 to 2002, and an 
additional 6% from 2002 to 2003.  This budget reduction was further exasperated by 
budgets being frozen in each of the previously mentioned years, such that the entire 
appropriated budget was not allowed to be spent.  In 1999-2000, only 74% of the 
approved budget could be spent before the budget was frozen.  In 2000-2001, only 90% 
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of the budget could be spent before the budget was frozen.  In 2001-2002, only 76% of 
the budget could be spent.    
 
 What funding needs does the unit anticipate in the next 3-5 years? 

Sizable increases in technology expenditures will be necessary over the next five years 
for replacement of existing technology.  Most notably, our AS/400 hardware was never 
intended to be here in operation now.  When it was originally leased in 1999, it was 
intended to support the existing TEAMS 2000 software platform for two years, during 
which time the college would convert over to the TEAMS Elite administrative software 
system.  The contract for the Elite software, a GUI-based Windows-driven system, was 
approved by the board, but later cancelled due to budget constraints.   Cancellation of the 
Elite system left the continued need for the AS/400 necessary to run the existing TEAMS 
2000 software.   IBM will not support the existing AS/400 much longer, and the college 
will be forced to acquire a new AS/400 to operate the TEAMS software.   Additional 
funding will be necessary to replace and upgrade administrative PC workstations. 
In addition, substantial funding will be necessary to replace and upgrade academic 
technology, both in the classroom, and also in critical academic support service areas 
such as the CAVE and the library.  The primary funding mechanism for replacement of 
this technology has been the technology fee implemented at both campuses by the Board 
of Trustees.   In recent years, major technology replacement purchases could not be 
supported by these funds, as the institution has absorbed them to cover operating 
deficits.  In the future, these funds must be specified only for use for technology-
related purchases approved by the Goal #3 Technology Planning Committee. 
 
 
ORGANIZATIONAL STRUCTURE 
 
 How does the unit organize its operations and functions?  How has this 

changed? 
The Technology Services department is divided into six main functional areas—
department administration, security, network services, academic support services, 
phone/voice mail systems, and administrative software support.   While all Technology 
Services personnel are expected to be partially cross-trained in every area, the functions 
above are primarily provided by functional area—network services by the Network 
Services Coordinator, academic support services by the Academic Technology Services 
Coordinator, and department administration by the Director of Technology Services—
security, phone/voice mail system and administrative software support are primarily 
provided by the Director of Technology Services. 
 
 Have any significant staffing or organizational changes taken place?  How 

have they affected the unit? 
The department has lost ½ time FTE staff member for each of the past four years.  This 
loss of staff has forced consolidation of duties to a critical point.  During last year’s 
reorganization, the department lost a full-time staff member dedicated to the support of 
the administrative hardware and software systems of the college.   In this reorganization, 
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the college did reallocate staff so that a full-time network services coordinator and a ½ 
time academic support services position could be filled. 
   
 Have there been any changes in leadership?   

The current Director of Technology Services has been the department head for the past 
eighteen years.    
 
 How have these changes affected the unit’s operations?  Its morale? 

Stability in the leadership position is very positive for the department.  Since the 
Technology Services department serves the entire college, it is invaluable to have 
someone whose knowledge of the NCCC network and services in general extend farther 
back than a year or two.  While there is a great need for additional staff in this 
department, morale of the current staff remains positive.  Job descriptions are clearly 
defined with the understanding that staff members may also be required to acquire 
additional skills in order to fulfill needs in the department.  Teamwork is a key 
component in the success of the department. 
 
 
UNIT SUPPORT 
 
 How has technology been integrated into the service and administrative 

functions of the unit?  How successful have these efforts been?  How has the 
unit developed hardware, software, and training support?  How has the unit 
addressed security and obsolescence issues?  

This unit remains the college leader in integration of technology into service and 
administrative functions.  The unit has been very successful in making the adaptations 
required to keep the hardware and software on campus working and as up-to-date as 
possible.  The unit has also been very creative in finding ways to obtain new hardware 
and software.  The unit has taken a very proactive stance in obtaining a new Internet 
provider for the campus, in arranging Internet services for the dormitories, and creating a 
better environment for electronic communication on both campuses. 
 
 
FINAL EVALUATION 
 
 What are the unit’s strengths?   

This unit currently has three highly skilled members who work together quite well.  The 
members understand their role and works with the other members to insure that services 
are provided.   

 
 What are the unit’s weaknesses?   

The unit is so short staffed that: 
1. Should any one of the members be absent for any reason, the unit may not be able 

to complete its duties. 
2. There is little or no time for retraining of members as hardware and software 

changes. 
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3. Staffing is inadequate to effectively train staff and new employees given the 
overall high turnover rate of the college. 

4. Student employees, when available, have had to provide services that would 
normally be performed by full-time staff members; i.e., web page design and 
maintenance, inventory, etc. 

 
 Have these changed in recent years?  

In recent years the budget and staff have gradually been cut, thereby decreasing the unit’s 
efficiency, placing them in a reactionary mode rather than a visionary mode.    

 
 How do these areas correspond to where the unit would like to be?   

The unit would like to be very much more proactive in leading the college in the area of 
technology.  Because of current limitations, the unit must often be reactive to problems 
and difficulties related to technology. 
 
 What is the unit’s plan of action to address identified weaknesses?    

Significant increases in budget will be needed to make significant changes in service 
levels to customers.  The Tech Services staff is operating at maximum capacity after 
staffing cuts the past four years.   Without increases in budget allocations for additional 
staffing, no significant changes in service will take place. 
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Appendix A – NCCC Technology Services Evaluation Form Results 
 

September, 2002 
 
 

NCCC Technology Services  
Evaluation Form 

 
I.  About You: 
 
How would you rate your expertise as a computer user?  (Circle one) 
Number of respondents:  57 
Novice Intermediate Advanced  Expert 
11%  37% 47% 5%  
 
 
Please indicate your main area of responsibility (check one):  Respondents:  57 
 
__42%__Full-time Faculty     __42%___Full-time Staff 
 
 
 
__9%___Part-time Faculty     __7%___Part-time Staff 
 
Please indicate your primary campus (check one): 
 
__84%___Chanute       __14%___Ottawa 
  
___2%___Off-Site 
 
II.  Your use of technology: 
 
Most Frequent Technology-Related Tasks: 
 
TASK Daily Weekly Occasionally Never 
     
Email 93% 3% 2% 2% 
Web Searches 44% 36% 17% 3% 
Misc. Internet Use 49% 12% 35% 4% 
Word Processing 81% 9% 9% 2% 
Gradebook Maintenance 23% 14% 9% 54% 
Prepare Long Documents 9% 14% 66% 11% 
Classroom Presentations 14% 14% 37% 35% 
Create/maintain Web 
Pages 

11% 7% 47% 35% 

Streaming audio/video 0 4% 19% 77% 
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over the web 
Creation/maintenance of 
database(s) 

11% 15% 35% 39% 

Creating CD’s 4% 7% 28% 61% 
Instant Messaging 2% 5% 19% 74% 
Data Gathering 13% 13% 52% 22% 
Data 
Processing/computation 

11% 13% 52% 24% 

Graphics Editing 4% 5% 41% 50% 
Scanning Images 2% 12% 35% 51% 
 
 
Which of the following methods of learning about computers do you prefer most?  
(Check all that apply.)   
Number of Respondents:  49 
a.  I don't wish to learn more about computers 
 

2% 
b.  Workshops 
 

73% 
c.  On-line computer classes 
 

33% 
d.  Books, journals, tutorials 
 

33% 
e.  Exploring, experimenting 
 

71% 
f.  Help from colleagues, friends, family 
 

73% 
g.  Telephone consultants 
 

8% 
h.  Local technical support 
 

65% 
i.  Conferences in your discipline 
 

31% 
j.  Other (specify):__________________ 
 

2% 
 
Please rank your top THREE preferences by choosing the corresponding letter.  
(Number of respondents:  57) 
 
 1st Most Preferred: Top three answers 
 
1)  Workshops (42%) 
2)  Local Tech. Support (17%) 
3)  Help from colleagues, friends, family (14%) 
 
2nd Most Preferred:  Top three answers 
1)  Help from colleagues, friends, family (33%) 
2)  Local Tech. Support (19% 
3)  Exploring, experimenting (17%) 
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3rd Most Preferred:  Top three answers 
1)  Workshops (19%) 
2)  Exploring, experimenting (19%) 
3)  Help from colleagues, friends, family (19%) 
 
III.  Technology Services Helpdesk (please circle the appropriate 
answer): 
Number of respondents:  57 
 
a.  Have you ever emailed the Helpdesk? YES 65%                  NO 35% 
 
b.  Timeliness of the service you received (Respondents:  38) 
Very Dissatisfied  3% 
Dissatisfied  3% 
Satisfied   39% 
Very Satisfied  55% 
N/A   0 
 
c.  Quality of the service you received: (Respondents:  38) 
Very Dissatisfied  2% 
Dissatisfied              0 
Satisfied                37% 
Very Satisfied                61% 
N/A   0   
 
 d.  Overall reaction to service you received: (Respondents:  37)   “You are great!” 
Very Dissatisfied     3% 
Dissatisfied  0                
Satisfied                32% 
Very Satisfied                65% 
N/A   0 
 
e.  Have you ever needed to get your computer hardware fixed? (Respondents: 57) 
 YES 63%          
  NO    37% 
 
f.  Timeliness of the service you received:  (Respondents:  34) 
Very Dissatisfied       0%     
Dissatisfied               3% 
Satisfied                59%  
Very Satisfied                32% 
N/A  
  6% 
g.  Quality of the service you received: (Respondents:  35) 
Very Dissatisfied   0         
Dissatisfied               0 
Satisfied                54% 
Very Satisfied               43% 
 N/A   3% 
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h.  Overall reaction to the service you received: (Respondents: 35) 
Very Dissatisfied    0        
Dissatisfied               3% 
Satisfied                54% 
Very Satisfied                40% 
N/A   3% 
 
i.  Any comments you have regarding Helpdesk and service received from Helpdesk 
would be very helpful: 
 
“Noretta is great!” 
See Appendix B.  
 
IV.  Technology Services Personnel  
 
a.  Knowledge of service area: (Respondents:  54) 
Very Dissatisfied  0           
Dissatisfied               0 
Satisfied      35%             
Very Satisfied                61% 
N/A   4% 
 
b.  Knowledge of available resources: (Respondents:  53) 
Very Dissatisfied      0     
Dissatisfied               0 
Satisfied                38% 
Very Satisfied               60% 
 N/A   2% 
 
c.  Knowledge of equipment: (Respondents:  54) 
Very Dissatisfied           0 
Dissatisfied               0 
Satisfied                33% 
Very Satisfied                65% 
N/A   2% 
 
d.  Ability to communicate  (Respondents:  54) 
Very Dissatisfied           0 
Dissatisfied               6% 
Satisfied                24% 
Very Satisfied                69% 
N/A   1% 
 
e.  Willingness to help: (Respondents: 56) 
Very Dissatisfied   0         
Dissatisfied              4%  
Satisfied                18% 
Satisfied                77% 
N/A    1% 
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f.  Attitude toward staff members: (Respondents:  54) 
Very Dissatisfied           0 
Dissatisfied               4% 
Satisfied                17% 
Very Satisfied                78% 
N/A   1% 
 
g.  Availability of personnel to assist you: (Respondents:  54) 
Very Dissatisfied           0 
Dissatisfied               17% 
Satisfied                26% 
Very Satisfied                56% 
N/A   1% 
 
h.  Specific comments to support the above selections: 
  
See Appendix B. 
 

 
V.  Software Application Knowledge: (Respondents: 57) 

Application Excellent Comfortable Low/No 
Knowledge 

Would Not 
Like to 
Know More 

     
Word 33% 63% 4% 0 
Outlook 14% 79% 4% 3% 
Powerpoint 16% 51% 28% 5% 
Excel 9% 39% 44% 8% 
Access 5% 28% 65% 2% 
Frontpage 4% 25% 63% 8% 
AS400 5% 19% 35% 7% 
Micrograde/We

bgrade 
5% 19% 53% 23% 

Photodraw 0 11% 70% 19% 
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VI.  Requested Software Seminars    
 

Application & No. of 
Respondents 

Would Like to 
Learn More 

Would NOT Like to 
Learn More 

Don’t Really Care 

    
Word (50) 40% 26% 34% 
Outlook (50) 60% 22% 18% 
Powerpoint (54) 74% 15% 11% 
Excel (54) 63% 11% 26% 
Access (49) 57% 20% 29% 
Frontpage (51) 71% 14% 15% 
AS400 (54) 74% 13% 13% 
Micrograde/Webgrade (52) 52 % 27% 21% 
Photodraw 60% 25% 15% 
 
 
 
k.  Would you be willing to go to a workshop on campus? (Respondents:  56) 
  YES   95%                      NO   5% 
 

 
 
l.  Would you be willing to teach a workshop? (Respondents:  37) 
     YES  11%                        NO  89% 
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Appendix B – NCCC Technology Services Evaluation Form Comments 
 

September, 2002 
 
Specific Comments  on Questionnaires by section: 
 
III.  Tech. Services Helpdesk : 
 
*You have always responded in a timely manner & have been VERY helpful! 
 
*Need more employees. 
 
*We need to know the schedule of visits to Ottawa.  Need computer support on Ottawa 
campus. 
 
*Have always received help when I called—and I appreciate it! 
 
*Helpdesk is great because I know that someone will be reading my request, as opposed 
to calling and wondering if someone will forget that I needed something. 
 
*They are doing an excellent job.  Very friendly and helpful.  Always polite and 
professional.  Always with a smile. 
 
*Response was within adequate time. 
 
*Very fast and gets the job done right! 
 
*Get more help. 
 
*Not enough staff to go around. 
 
*Noretta is great! 
 
*Everyone is very helpful and always friendly.  It sometimes takes a while for them to fix 
some things, but that is expected with such a small staff. 
 
*Always been a positive experience with quick response time & results. 
 
*I am always pleased with the efficiency, completeness, and promptness of the necessary 
tasks being addressed.  Service is always completed with all expectations being met.  My 
job would not be easy without this type of support. 
 
*I feel that I get excellent service when I call or email any technology person for 
assistance.  I realize I am not the only person you may be helping and we are placed by 
priority. 
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IV.  Technology Services Personnel 
 
*I am really just evaluating Ben and Noretta on knowledge of equipment because Cindy 
is still learning.  Cindy does get assistance from others when she does not know.  This 
means a lot to me! 
 
*I find all computer personnel most helpful and congenial on a steady basis. 
 
*Always very helpful & willing to assist.  It is very helpful that they help you work 
through problems and not just fix them for you, so you can understand the problem and 
the solution and be able to work through it yourself in the future. 
 
*Need one or two more people to help. 
 
*There are times that in-house help is needed in Ottawa!!  I am not saying that the current 
help is not available to me when I need assistance!  We have had several instances where 
our use of learning experiences was hindered because of lack of on-site support to help us 
troubleshoot!  A great frustration when your time in the classroom is structured! 
 
*Noretta and Cindy are great in assistance. 
 
*Need more people. 
 
*Everyone has been very patient with me.  I am sometimes surprised at how quickly they 
respond. 
 
*The standard answer to any tech question is, “Have you checked the training manual?”  
I didn’t have training manual to look at and did not know where to go on the system to 
find one. 
 
*Everyone is always happy to help!  It’s nice not to feel like a big “fat” burden when you 
go ask for assistance. 
 
*Tech. Service personnel always seem cheerful and ready to help. 
 
*Have always been able to answer my questions & bring it down to a level that I can 
understand. 
 
*I know I’m just an assistant coach here @ Neosho County, but everyone deserves 
respect and help when needed.  I am very grateful for the services received from Cindy 
Riggs.  I even feel confident in learning more and more about the uses of technology here 
at NCCC from the teaching of Cindy.  Thank you, thank you very much! 
 
*You are GREAT! 
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*We need someone more often in Ottawa!! 
 
*Awesome 
 
*Personnel always willing to help, even if they don’t know what’s wrong—are willing to 
work until they find an answer to the problem.  Don’t know how they accomplish what 
they do with the amount of staff they have.  Should be commended for their dedication 
and hard work.  
 
*Need more personnel 
 
*Never know when they will be in Ottawa.  Students pay fees but do not get the same 
service. 
 
*I’m sure you could use more help in your office. 
 
*One visit for four hours every four weeks is not enough to give satisfactory service. 
 
*Not enough staff! 
 
*Need more staff! 
 


