2015 Technology Services Survey Feedback

Hello!

First of all | want to thank those of you who took the time to complete our survey, this truly
does help us to determine what we are doing well and what we need to get better at! You can
see the full results of the survey here:
http://www.neosho.edu/Departments/TechnologyServices/SurveyResults.aspx. There was a
lot of great feedback on the survey this year so | wanted to reach back out and respond to some
of it. Though the information below is a bit lengthy, there is a lot of great information here so |
hope you will take the time to read through it. If you see something in the survey that | didn’t

comment on and you’d like to know more about it, please feel free to contact me!
Thanks,

Jon Seibert

Director of Technology Services

jseibert@neosho.edu

620.431.2820 Ext 590
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Survey Feedback Q8 (Comments regarding local network and computing services at NCCC):
Various comments about the speed of InsideNC .
Tech Services Feedback:

Generally speaking we believe InsideNC has been operating at an acceptable speed, however,
there are circumstances and/or variables that can cause it to not operate at an optimal speed.
For instance, there are times under heavy load when it does slow down, we’ve seen this
ourselves and have purchased infrastructure to reduce or eliminate that issue. This new
equipment is in place now and we will continue to evaluate it afterwards to see if additional
steps need to be taken. Another instance where the speed of InsideNC can be affected is with
the student email portlet, but this only affects students (see next comment).

Survey Feedback Q8 (Comments regarding local network and computing services at NCCC):
Various comments about the speed of the mailbox portlet on InsideNC.
Tech Services Feedback:

If a student has their email setup to load in the mailbox portlet, this can greatly increase the
amount of time it takes to login to InsideNC. Each time the student logs in the mailbox portlet
downloads their entire mailbox worth of mail, which depending on what’s in the students email
account can take some time. We have also seen one instance where Google was having a
connection issue and due to that students with the mailbox portlet saw very long login times
(several minutes). Typically it can add 30 seconds to a minute to a login time, we do
recommend that you use the mailbox portlet to make sure you are getting important
information from NCCC, but if this is something you don’t want to utilize anymore contact the
helpdesk (help@neosho.edu) and we can “unsetup” your account for you. We’ve also recently

made some changes to the coding of this portlet that we are seeing improve the load times
significantly, even for users with lots of mail.

Survey Feedback Q8 (Comments regarding local network and computing services at NCCC):
Wifi across both campuses
Tech Services Feedback:

Last year on a tech survey we had a few comments about the wireless, specifically on the
Chanute campus. We noted in the feedback on that survey that we would be purchasing new
access points for the Chanute campus this year (not including the residence halls) to get it
current with the Ottawa campus and the residence halls and that we would evaluate the wifi in
the residence halls for issues. We are currently in the process of replacing the access points on
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the Chanute campus with the ones we mentioned last year and we evaluated the wifi in the
residence halls last summer, noting no major issues. Based on feedback we have received
throughout the school year this year, we believe there is potentially some issue(s) in the
residence halls however that did not come up during our testing last summer as we believe it
has more to do with overall load during peak times (typically in the evenings and late at night)
versus coverage or signal strength. Because of this, we’ve purchased some new tools to give us
a more scientific approach to evaluating the wifi not only in the residence halls, but across our
other facilities as well. We plan to do these evaluations throughout the summer this year and
have upgrades/etc in place prior to students returning in the fall.

It’s also worth mentioning that when we place Wifi units across our facilities we are
generally targeting student areas or open areas where people would be likely to gather and/or
utilize it. So that means as we evaluate wireless across our facilities this summer our goal is
going to be that we supply good service to those types of areas, not necessarily office areas.

Survey Feedback Q8 (Comments regarding local network and computing services at NCCC):
Various comments about internet speed.
Tech Services Feedback:

We have a 150MB connection at the Chanute campus (which our provider allows us to burst up
to 1GB) and 100MB connection on the Ottawa campus. According to KCCIT.org, out of 19
community colleges in Kanas we are #6 in terms of how much bandwidth we have at our
primary campus. We monitor bandwidth on both of our campuses and statistics show we are
never capped or close enough to consider upgrading at this point. We do utilize content
filtering in our facilities which filters out most websites/content that contains viruses and/or
malware as well as any content the filter deems as pornographic in nature. This filter is running
through everything you go to on the web, so it does add a small amount of latency to your web
browsing. If you are connected wirelessly and connected to an access point during peak times
and/or have poor wireless signal this can also cause you to have a poor experience on the
internet.

Survey Feedback Q8 (Comments regarding local network and computing services at NCCC):
There were a couple of comments about testing issues from Ottawa on InsideNC
Tech Services Feedback:

We’'ve documented a few instances where this has happened on the Ottawa campus, some of
those we can attribute to various issues going on at the time but others resolved itself before
we were able to troubleshoot or were notified about it. We’ve not had reports of this on the
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Chanute campus that I’'m aware of and only a handful of reports on the Ottawa campus, so we
are working directly with instructor(s) who have reported this to us to see if we can determine
what the issue is. If you are experiencing an issue like this and would like a tech to sit through a
couple of class periods with you while you are giving exams just contact me
(jseibert@neosho.edu) and | will coordinate that. You can also contact our emergency line at

any point as well if you are having an issue with an exam in the middle of class. That number is:
913.396.9505.

Survey Feedback Q8 (Comments regarding local network and computing services at NCCC):
There were a couple of comments about troubles with PCs in the dorms.
Tech Services Feedback:

Hearing things like this is something that’s really frustrating for us as we strive to keep
equipment up and running and respond to student needs as quickly as possible, but we can
only do that when these types of issues are reported to us. We haven’t been getting regular
reports about issues with the dorms so to try and alleviate any issues with these PCs we are
going to begin checking every PC in both dorms weekly and we are also considering putting up
signage with those areas so students are aware of how they can contact us to report a problem.

Survey Feedback Q9 (Comments regarding issues gaining access to a computer lab in
Chanute):

| do not have an ID with a code to open the door when the college is closed.
Tech Services Feedback:

Faculty, staff, and residence hall students should be issued an ID badge with door access when
they move in or when their employment begins. Adjuncts or students living off campus can
visit the CLC during normal business hours to get a card upon request.

Survey Feedback Q9 (Comments regarding issues gaining access to a computer lab in
Chanute):

There were a few comments about not having enough PCs in the CLC and/or Neokan Residence
Hall.

Tech Services Feedback:
We will evaluate this and make changes as appropriate.

Survey Feedback Q19 (Comments regarding email service at NCCC):
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There were several comments regarding the spam filter for faculty/staff.
Tech Services Feedback:

The thing about spam is it’s not a perfect science, so we have to rely on software to make an
educated guess about whether an email is spam or not. We have the flexibility to make it catch
more spam, but in turn it will also catch more legitimate emails that are not spam but were
flagged as spam and stopped from coming through. We feel like we are at a good place right
now. Some of you are reading this and thinking “But I've received 20 spam emails today how is
that good????”. Well to put that into perspective, during the month of April we received
roughly 165,000 emails. Of those 165,000, only 83,000 were delivered to end users so the
remaining 82,000 emails were all flagged as spam. So we are blocking about 50% of the email
that comes to us because it’s spam. Be wary of where you are putting your email address, the
more places you input your email address the more likely it is you will get spam.

Survey Feedback Q23 (Comments regarding user support service at NCCC):
There were a couple of comments related to the ticketing system we use.
Tech Services Feedback:

Before we talk about suggestions let’s talk about our ticketing process so you have an idea of
how it works first. When you send an email to help@neosho.edu one of our techs “flags” the

email for a technician based on who is available and what the ticket is in regards to. This
flagged email is then turned into a ticket by the VP of Operations administrative assistance.
Once this is done, you should receive a system generated response saying that a ticket has been
created and who it was assigned to.

Depending on the day, this entire process can be lengthy at times, as sometimes we are
in meetings and/or the administrative assistance is in meetings/etc so it can sometimes be a
while before you receive a response saying a ticket was created. That being said, just because
you don’t receive a ticket notification for a while doesn’t mean we aren’t working on your issue.
If it's deemed an emergency issue, the tech that “flagged” the email will either begin working
on the issue immediately or notify the appropriate tech so they are aware and can begin
working on the issue as soon as they are available.

We prioritize our issues with students first, then faculty, then staff. It's not that
uncommon to have several “emergencies” at once, particularly during peak times like 8:00AM
or at the beginning of a semester. If you have an issues that leaves you unable to do your job,
remember you can call our desk phones and/or our emergency line to get help quicker.

Survey Feedback Q34 (Comments regarding instructional and services at NCCC):
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PCs in certain areas across campus needing replaced.
Tech Services Feedback:

Let’s talk about how computers get replaced © For equipment in labs and classrooms, Tech
Services uses the student tech fees to replace those items on an as needed basis, we typically
try to keep the PCs up to date within the last 3-4 years. Each of the labs is on a rotation which
is scheduled out within the strategic technology plan, the oldest lab(s) is usually gets replaced
next each year.

For departmental and/or faculty/staff PCs, those are replaced by the department that
“owns” them. So if one of my staff needs a new PC | will need to include that in my budget
request for the following year. If you want to try and stretch until the next budget years rolls
around or some other TEMPORARY timeframe, you can always get in touch with us and see if
we have any spares that we can put in place for you temporarily as well. Typically the spares
we have are older PCs that we got when someone got a new PC, so they aren’t something we
usually want to put into recirculation on a permanent basis. You can also reach out to us for
guotes or recommendations on what to budget for and suggestions on who’s PCs need
replaced versus others in your department from a supervisor perspective.

Multimedia machines were specifically mentioned a few times in the comments, if the
MM computer you are using for class is not meeting you needs chat with us and/or discuss with
your Technology Committee representative so they can bring it up in the next Technology
Committee meeting. If you aren’t sure who your rep is contact me (jseibert@neosho.edu) and

Ill let you know. Another area noted was two common area PCs in the Ottawa lobby area, both
of which have been replaced.

Also as a side note, the Ottawa campus is getting a server this spring to be able to utilize the
thin client setup we are using across most of the Chanute campus now and with that we are
planning on replacing the two large labs in Ottawa this summer as those machines are pretty
dated. This would be lab 701 and 702.

Survey Feedback Q34 (Comments regarding instructional and services at NCCC):
Printing and access to copy machines
Tech Services Feedback:

We are in the process of converting over to a new print/copy management system, as a part of
this process we are replacing all of the convenience copiers across campus with higher quality
ones. This should hopefully eliminate some of the downtime for those machines. This will also
allow us to keep some of these printers we are replacing on hand for spares if one goes down
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anywhere on campus, whether it’s a lab or a convenience copier. Sometimes they have to be
sent off for repair and it’s quite time consuming so we are hoping this will eliminate some
issues as well. A note was mentioned about using the copier in the CLC, it's now located in the
CLC classroom and anyone should be able to use it. There is also one located in Rowland Room
309 as well and in the TLC on the Ottawa campus.

Survey Feedback Q37 (Comments regarding the NCCC website):
Broken links/content needing updated/difficulty in navigating the website.
Tech Services Feedback:

If you find any broken links or out of date content on the website please email the helpdesk
(help@neosho.edu) and we will correct the links and/or follow up with the appropriate

individuals for updated content. If you have suggestions for changes to the website please send
those in to the helpdesk as well, if it's something minor we will evaluate your request and
update as needed. If it’s a major change, we will discuss with executive committee and take
whatever action is necessary (if any) after that.
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