IT Satisfaction Scorecard

Successful IT Model

Info-Tech has identified the following core services. Understanding and balancing the importance and satisfaction of the
following core services is important to meeting the needs of the business.
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Overall Metrics Business Setsfation and mportance for ore Serces
The core services of IT are important when determining what IT should focus on. The most important services with the lowest
Overall Satisfaction and Value are key satisfaction offer the largest area of improvement for IT to drive business value.

indicators of the overall impression of
Importance
Core Service Satisfaction Rpanking Last Year
83% - 83% -
Projects 85Y% 11t _
Satisfaction with large department or corporate projects 0

the IT department. These metrics let
the IT leader determine at a glance if
they are meeting the needs of the

business.
Network & Comm. Infrastructure 85Y% 18t .
IT SUppOI’t Breakdown Satisfaction with reliability of comm. Systems and networks 0
The IT Support Breakdown charts are indicators of the percent of stakeholders that fall into three important categories. Promoters Service Desk o
are loyal enthusiast of IT. Neutral stakeholders are satisfied but unenthusiastic about IT. Detractors are unhappy stakeholders who 84% 2 -

: Satisfaction with responsiveness and effectiveness of service desk
can damage your reputation.

IT Policies 0 th
° s . . 83% S =
: . . IT Support Satisfaction with policy design and enforcement around security, governance, etc...
Net IT Support Score: Satisfaction Breakdown w Detractors (scored 1-6) Devi :
evices t
83% 4

i = = = = = = = = Satisfaction with desktops, laptops, mobile devices etc.
reeweyTRY o S I
usiness Apps 839 6th ~

Satisfaction with applications and functionality

®
IT Support Work Orders 0 th -
Net IT Support Score: Value Breakrt)jl:())wn w Supporters (scored 8-10) Satisfaction with small requests and bug fixes 82% /
= \ = s s = S = = S IT Support Breakdown = Supporters - Detractors Da.ta Q.uah.ty . . 81% 7th -
w 1 w w w w w w w w +69% Satisfaction with providing reliable and accurate data
Requirements Gathering 12t B
Satisfaction with BA's ability to understand and support the business
IT Relationship Satisfaction IT Innovation Leadership "
Satisfaction with providing opportunities for innovation and innovation leadership to 0 =

Relationships are a key driver in stakeholder management. It is important that the business feels IT understands their needs and is
getting enough communication.

— o Analytical Capability and Reports "
Relationship Satisfaction with effective standard reports, custom reports capability, and the ability 1 0 -

to generate business insights

improve the business

Needs 0
Satisfaction with IT's understanding of d 82% - ) :
atistaction wi S understanding oOf your needs. Cllent_FaCIng Technology 3|'d .
Execution Satisfaction with user experience and effectiveness
83% =

Satisfaction with the way IT executes your requests and meets your needs.

Communication 81%
Satisfaction with IT communication. 0
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Capacity Metrics

Overall Capacity Constraint by Department

Different departments have different demands from IT and often tend to be constrained by IT from meeting their goals.

80%

06 659

60%

20% 20%

B O = =
N N
Maintenance  Upward Bound  Youth Activities Adult

Education
Showing 8 of 23 departments

Registration Nursing

Financial Aid

Operations

Projects Capacity Satisfaction

Satisfaction with the ability to get IT capacity to complete Projects
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Ability to Deliver Effective Projects

Satisfaction with completed IT Projects ability to meet your business needs
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Projects Capacity Satisfaction By Department

Project capacity satisfaction indicates if departments are provided enough capacity to complete significant IT projects to meet
strategic goals. Below are the most and least satisfied departments in regards to project capacity.

60% 70% 70% 77% 90% 100% 100% 100%

Upward Bound Operations Athletics Student President Adult Maintenance
Learning Education

Showing 8 of 23 departments (3 departments answered N/A)

83% -

86% =

Registration

Capacity Needs

To what extent is your group constrained and prevented from reaching your strategic goals by IT capacity?

B P

Very Constrained Somewhat Constrained Not Constrained

Overall Dependency

"To what extent does your ability to deliver results depend on effective IT services?"

L -

Not Dependent Somewhat Dependent Very Dependent

Overall Shadow IT

"To what extent do you look externally and purchase IT services & applications without corporate IT involvement, due

to a lack of internal IT capacity?"
L. - SIS
Not At All

Consistently

Sometimes

Work Orders Capacity Satisfaction

Satisfaction with the ability to get IT capacity to complete Work Orders
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Ability to Deliver Effective Work Orders

Satisfaction with completed IT Work Orders ability to meet your business needs
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Work Orders Capacity Satisfaction By Department

Below are the most satisfied and least satisfied departments in regards to the capacity they receive from IT to complete small
customizations, bug fixes, and feature requests.

00%  100%  100%  100%

Admissions President Adult Maintenance
Education

Showing 8 of 23 departments

80% -

83% =

90% 50% 60% 60%

Youth Activities  Upward Bound  Financial Aid
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Service Gap Score

The chart below shows a comparison of satisfaction vs. Importance for all core services. Red — : . . "
_ , . _ , - Importance Variation Core Service Satisfaction Variation
bars with a negative score indicate an underserved core service. Green bars with a positive

3 85%

score highlight core services that are potentially over-provisioned. Network & Comm.
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Projects 45% , -~ - -~ B -
Min. Value Max. Value  Importance Variation by Core Tool Satisfaction Variation by Core Tool Min. Satisfaction Max. Satisfaction
Importance Value Focusing on core services have a high degree of Outlying satisfaction scores can artificially inflate Av. satisfaction
*— ‘ ¢ consensus around a high importance score will or defalte the average satisfaction score. When — ¢@p— ‘ —&
H H o,
Requirements Gathering 50% have a broad impact across the organization. this occurs, take a closer look at specific |
Standard Dev. (Low)  Standard Dev. (High) departments that are pulling the score down to Standard Dev. (Low)  Standard Dev. (High)

. . isolate the pain point.
Score: Satisfaction - Importance



Adult Education Priorities for IT

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

Satisfaction

Value

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

17% A 100% 17%
IT Capacity and Value
100% 17% 100% 20%
100% 14% A 100% 17% A
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT

m s E—

Not Somewhat Very Very
Dependent Dependent Dependent Constrained

IT Relationship Satisfaction

Needs

Satisfaction with IT understand your department's needs

Execution

Satisfaction with the way IT executes your requests and meets your

needs

Communication
Satisfaction with IT communication

Somewhat Not
Constrained

Relationship Satisfaction Compared to Org.

"

Not At All

(@
N 4 =

Consistently Sometimes

Constrained

100% 18% A -
100% 17% A -
100% 19% A -
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Business Satisfaction and Importance for Core Services

Section Responses: 1
i Total Survey Responses: 29
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The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Core Service

IT Policies
Satisfaction with policy design and enforcement around security,
governance, etc...

Work Orders

Satisfaction with small requests and bug fixes

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

Projects
Satisfaction with large department or corporate projects

Network & Comm. Infrastructure
Satisfaction with reliability of comm. Systems and networks

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Business Apps
Satisfaction with applications and functionality

Data Quality

Satisfaction with providing reliable and accurate data

IT Innovation Leadership
Satisfaction with providing opportunities for innovation and innovation
leadership to improve the business

Client-Facing Technology

Satisfaction with user experience and effectiveness

Requirements Gathering
Satisfaction with BA's ability to understand and support the business

Analytical Capability and Reports
Satisfaction with effective standard reports, custom reports capability,
and the ability to generate business insights

Satisfaction

100%

100%

100%

100%

100%

100%

100%

90%

80%

80%

80%

N/A

Compared

to Org.

17% 4

18% 4

16% 4

15% 4

15% 4

17% A

17% A

9% A

4% A

9%

2% P

0%

Importance
Ranking

Last Year



Development Priorities for IT

Value

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

Satisfaction

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

17% 4 80% 3% b
IT Capacity and Value
Capacity Satisfaction Compared to Org. Capacity Satisfaction Compared to Org.
90% % 90% 1 0%
Value Satisfaction Compared to Org. Value Satisfaction Compared to Org.
90% 4% A 80% 3% ¥
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
m v hi 't
oy mme %, om e LA
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained

IT Relationship Satisfaction

Relationship Satisfaction Compared to Org.

Needs

0 0 -
Satisfaction with IT understand your department's needs 80% 2% *
Execution
Satisfaction with the way IT executes your requests and meets your 80% 3% * =
needs
Communication
80% 1% -

Satisfaction with IT communication
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Business Satisfaction and Importance for Core Services
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The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Core Service

Projects
Satisfaction with large department or corporate projects

Network & Comm:. Infrastructure
Satisfaction with reliability of comm. Systems and networks

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Work Orders

Satisfaction with small requests and bug fixes

Analytical Capability and Reports
Satisfaction with effective standard reports, custom reports capability,
and the ability to generate business insights

Data Quality

Satisfaction with providing reliable and accurate data

Business Apps
Satisfaction with applications and functionality

Requirements Gathering
Satisfaction with BA's ability to understand and support the business

IT Policies
Satisfaction with policy design and enforcement around security,
governance, etc...

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

IT Innovation Leadership
Satisfaction with providing opportunities for innovation and innovation
leadership to improve the business

Client-Facing Technology

Satisfaction with user experience and effectiveness

Satisfaction

90%

90%

90%

85%

80%

80%

80%

80%

70%

70%

60%

40%

Compared

to Org.

5%

5%

7%

3%

4% A

1% Vb

3%

2%

13% ¥

14% Y

16% N

31%

Importance
Ranking

6th

7th

Last Year



Maintenance Priorities for IT

Value

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

Satisfaction

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

17% 4 100% 17% 4
IT Capacity and Value
100% 17% 100% 20%
100% 14% A 100% 17% A
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
L (L (g
m s |, CE LA
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained

IT Relationship Satisfaction

Relationship Satisfaction Compared to Org.

Needs 0 0

Satisfaction with IT understand your department's needs 100% 18% ¢

Execution

Satisfaction with the way IT executes your requests and meets your 100% 17% ¢ =
needs

Communication 100% 19% 4 _

Satisfaction with IT communication
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Business Satisfaction and Importance for Core Services
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The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Core Service

IT Policies
Satisfaction with policy design and enforcement around security,
governance, etc...

Work Orders

Satisfaction with small requests and bug fixes

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

Projects
Satisfaction with large department or corporate projects

Network & Comm. Infrastructure
Satisfaction with reliability of comm. Systems and networks

IT Innovation Leadership
Satisfaction with providing opportunities for innovation and innovation
leadership to improve the business

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Analytical Capability and Reports
Satisfaction with effective standard reports, custom reports capability,
and the ability to generate business insights

Data Quality

Satisfaction with providing reliable and accurate data

Client-Facing Technology

Satisfaction with user experience and effectiveness

Business Apps
Satisfaction with applications and functionality

Requirements Gathering
Satisfaction with BA's ability to understand and support the business

Satisfaction

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

100%

Compared

to Org.

17% 4

18% 4

16% 4

15% 4

15% 4

24% A

17% 4

24% A

19% 4

29% 4

17% 4

22% A

Importance
Ranking

Last Year
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OVERALL SATISFACTION CLIENT-FACING TECHNOLOGY

Dept. Satisfaction: 100% Dept. Value: 100% Department Satisfaction: 100% Department Rank: 8t

"What is your top suggestion for how IT can change or improve to better meet your needs?" "What does IT need to know about the greatest opportunity to improve customer-facing technology?"
Make requisition process easier. No additional information given.

REQUIREMENTS GATHERING DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: 100% Department Rank: 12t Department Satisfaction: 100% Department Rank: --

"What is the greatest area of improvement within requirements gathering to better support the business?" "What is your top suggestion for how IT could better meet your data, reporting and analytics needs?"
Your guys ability to stay on top of all the work orders is awesome. N/A

BUSINESS APPS IT INNOVATION LEADERSHIP

Department Satisfaction: 100% Department Rank: 6t Department Satisfaction: 100% Department Rank: 7t

"What is the biggest opportunity for IT to better meet your needs through business applications? (Is there a gap "What is your best idea for how technology can be utilized to innovate, transform and optimize performance?"

in application coverage, a process or an app that isn't effectively meeting your needs?) No additional information given

Do away with renewing passwords every month.



Operations Priorities for IT

Value

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

Satisfaction

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

17% A 100% 17%
IT Capacity and Value
- 70% 13% 80% 0%
90% 4% A 80% 3%
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT

Fom

Not At All

(]
. Tm e

Consistently Sometimes

Not Somewhat Very Very Somewhat Not
Dependent Dependent Dependent Constrained Constrained Constrained

IT Relationship Satisfaction

Relationship Satisfaction Compared to Org.

Needs 0 0

Satisfaction with IT understand your department's needs 100% 18% ¢

Execution

Satisfaction with the way IT executes your requests and meets your 100% 17% ¢ =
needs

Communication 100% 19% 4 _

Satisfaction with IT communication
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Business Satisfaction and Importance for Core Services
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The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Core Service

IT Policies
Satisfaction with policy design and enforcement around security,
governance, etc...

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

IT Innovation Leadership
Satisfaction with providing opportunities for innovation and innovation
leadership to improve the business

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Network & Comm. Infrastructure
Satisfaction with reliability of comm. Systems and networks

Data Quality

Satisfaction with providing reliable and accurate data

Business Apps
Satisfaction with applications and functionality

Requirements Gathering
Satisfaction with BA's ability to understand and support the business

Work Orders

Satisfaction with small requests and bug fixes

Projects
Satisfaction with large department or corporate projects

Analytical Capability and Reports

Satisfaction with effective standard reports, custom reports capability,

and the ability to generate business insights

Client-Facing Technology

Satisfaction with user experience and effectiveness

Satisfaction

100%

100%

100%

100%

90%

90%

90%

90%

80%

80%

80%

70%

Compared

to Org.

17% 4

16% 4

24% A

17% 4

5% P

9% A

7%

12% 4

2% b

5% Wb

4% A

1% ¥

Importance
Ranking

11"
1 st
4th
9th
12
10"

7th
8th

Last Year



President Priorities for IT

Value

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

Satisfaction

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

17% 4 100% 17% 4
IT Capacity and Value
1 00°/o 17% 1 00% 20%
90% 4% A 100% 17% A
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
(@ [ (@
m s = *m R
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All

Dependent Dependent Dependent Constrained Constrained Constrained

IT Relationship Satisfaction

Relationship Satisfaction Compared to Org.

Needs 0 0

Satisfaction with IT understand your department's needs 100% 18% ¢

Execution

Satisfaction with the way IT executes your requests and meets your 100% 17% ¢ =
needs

Communication 80% 1% _

Satisfaction with IT communication
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The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Core Service

Work Orders

Satisfaction with small requests and bug fixes

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

Data Quality

Satisfaction with providing reliable and accurate data

Projects
Satisfaction with large department or corporate projects

IT Policies
Satisfaction with policy design and enforcement around security,
governance, etc...

Network & Comm:. Infrastructure
Satisfaction with reliability of comm. Systems and networks

IT Innovation Leadership
Satisfaction with providing opportunities for innovation and innovation
leadership to improve the business

Analytical Capability and Reports
Satisfaction with effective standard reports, custom reports capability,
and the ability to generate business insights

Business Apps
Satisfaction with applications and functionality

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Client-Facing Technology

Satisfaction with user experience and effectiveness

Requirements Gathering
Satisfaction with BA's ability to understand and support the business

Satisfaction

100%

100%

100%

95%

90%

90%

90%

90%

90%

80%

80%

70%

Compared

to Org.

18% 4

16% 4

19% 4

10% 4

7%

5%

14% A

14% A

7%

3% ¥

9% A

8% W

Importance

LastY
Ranking ast vear

1 zth .

7th _

10



President Feedback

OVERALL SATISFACTION
Dept. Satisfaction: 100% Dept. Value: 100%

"What is your top suggestion for how IT can change or improve to better meet your needs?"

Maintaining current staff is important. Keeping them happy is my job and | can't always do that with limited time/resources.
Keep focusing on customer services for ALL customers not just top evil bloodsuckers like me.

REQUIREMENTS GATHERING

Department Satisfaction: Department Rank: 9t

"What is the greatest area of improvement within requirements gathering to better support the business?"

understaffed here. Too many new reports needed plus what | want in internal data reports

BUSINESS APPS

Department Satisfaction: 90% Department Rank: 8t

"What is the biggest opportunity for IT to better meet your needs through business applications? (Is there a gap

in application coverage, a process or an app that isn't effectively meeting your needs?)

| would like an easier way to get to network drives (K and T for instance)off campus. | travel often so it is nice to be able to
work from anywhere (without having to email myself the files | think | will need in advance) VPN has an inherent risk, | know.
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CLIENT-FACING TECHNOLOGY

Department Satisfaction: 80% Department Rank: 3

"What does IT need to know about the greatest opportunity to improve customer-facing technology?"

get a few complaints about website and InsideNC "can't find the schedule - etc.'

DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: 95% Department Rank: --

"What is your top suggestion for how IT could better meet your data, reporting and analytics needs?"

Speed of response sometimes.

IT INNOVATION LEADERSHIP

Department Satisfaction: 90% Department Rank: 2"

"What is your best idea for how technology can be utilized to innovate, transform and optimize performance?"

Keep on top of trends and changing student needs



Athletics Priorities for IT

Satisfaction Value

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

IT Capacity and Value

Capacity Satisfaction Compared to Org. Capacity Satisfaction Compared to Org.
77% % 87% %
Value Satisfaction Compared to Org. Value Satisfaction Compared to Org.
87% 1% A 90% 1% A
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
m > %
= e 5, om e |
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained

IT Relationship Satisfaction

Relationship Satisfaction Compared to Org.

Needs 0 0
Satisfaction with IT understand your department's needs 93% 11% ¢
Execution
Satisfaction with the way IT executes your requests and meets your 93% 10% ¢ =
needs
mmunication
Communicatio 87% 6% A _

Satisfaction with IT communication
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Business Satisfaction and Importance for Core Services

Section Responses: 3
i Total Survey Responses: 29
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The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Core Service

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

Network & Comm:. Infrastructure
Satisfaction with reliability of comm. Systems and networks

Business Apps
Satisfaction with applications and functionality

Work Orders

Satisfaction with small requests and bug fixes

IT Policies
Satisfaction with policy design and enforcement around security,
governance, etc...

IT Innovation Leadership
Satisfaction with providing opportunities for innovation and innovation
leadership to improve the business

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Data Quality

Satisfaction with providing reliable and accurate data

Projects
Satisfaction with large department or corporate projects

Analytical Capability and Reports
Satisfaction with effective standard reports, custom reports capability,
and the ability to generate business insights

Requirements Gathering
Satisfaction with BA's ability to understand and support the business

Client-Facing Technology

Satisfaction with user experience and effectiveness

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

Satisfaction

93%

93%

90%

88%

87%

83%

83%

83%

82%

80%

80%

713%

Compared

to Org.

9% A

8%

7%

6%

4% A

7%

0%

2% P

3%

4% A

2% P

2% P

Importance
Ranking

5th
2nd
1 Oth
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9th
1 2th

Last Year
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OVERALL SATISFACTION CLIENT-FACING TECHNOLOGY
Dept. Satisfaction: 93% Dept. Value: 93% Department Satisfaction: Department Rank: 6t
"What is your top suggestion for how IT can change or improve to better meet your needs?" "What does IT need to know about the greatest opportunity to improve customer-facing technology?"
No additional information given. | feel like the college website is somewhat difficult to navigate. As an employee there are times | struggle to find information

that | feel like | should know where to locate on the web but it is often not as simple as many other college websites.

REQUIREMENTS GATHERING

Department Satisfaction: 80% Department Rank: 12t

DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: 81% Department Rank: --

"What is the greatest area of improvement within requirements gathering to better support the business?"

"What is your top suggestion for how IT could better meet your data, reporting and analytics needs?"
No additional information given.

No additional information given.

BUSINESS APPS

IT INNOVATION LEADERSHIP
Department Satisfaction: 90% Department Rank: 4t

Department Satisfaction: 83% Department Rank: 5%

"What is the biggest opportunity for IT to better meet your needs through business applications? (Is there a gap
in application coverage, a process or an app that isn't effectively meeting your needs?)’ What is your best idea for how technology can be utilized to innovate, transform and optimize performance?

No additional information given. No additional information given.



Bookstore Priorities for IT

Satisfaction Value

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

IT Capacity and Value

Capacity Satisfaction Compared to Org. Capacity Satisfaction Compared to Org.
90% % 75% %
Value Satisfaction Compared to Org. Value Satisfaction Compared to Org.
85% 1% ¥ 80% 3% ¥
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
| * -
e e | L, Tom e R -
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained

IT Relationship Satisfaction

Relationship Satisfaction Compared to Org.

Needs

0, 0, —
Satisfaction with IT understand your department's needs 80% 2% *
Execution
Satisfaction with the way IT executes your requests and meets your 85% 2% ¢ =
needs
Communication
80% 1% -

Satisfaction with IT communication
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Business Satisfaction and Importance for Core Services

Section Responses: 2
i Total Survey Responses: 29
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The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Core Service

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Projects
Satisfaction with large department or corporate projects

IT Policies
Satisfaction with policy design and enforcement around security,
governance, etc...

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

Network & Comm. Infrastructure
Satisfaction with reliability of comm. Systems and networks

Analytical Capability and Reports
Satisfaction with effective standard reports, custom reports capability,
and the ability to generate business insights

Data Quality

Satisfaction with providing reliable and accurate data

Business Apps
Satisfaction with applications and functionality

Work Orders

Satisfaction with small requests and bug fixes

Requirements Gathering
Satisfaction with BA's ability to understand and support the business

IT Innovation Leadership
Satisfaction with providing opportunities for innovation and innovation
leadership to improve the business

Client-Facing Technology

Satisfaction with user experience and effectiveness

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

Satisfaction

90%

87%

80%

80%

80%

80%

80%

80%

78%

75%

70%

70%

Compared

to Org.

7%

2% P

3%

4% b

5% b

4% A

1% ¥

3%

4% b

3%

6% b

1% ¥

Importance
Ranking

5th
4th
2nd
9th

9th

Last Year
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Residence Life Priorities for IT

Satisfaction Value

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

IT Capacity and Value

Capacity Satisfaction Compared to Org. Capacity Satisfaction Compared to Org.
80% % 85% %
Value Satisfaction Compared to Org. Value Satisfaction Compared to Org.
85% 1% ¥ 85% 2% A
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
m % hi X
o e °, om e Tm
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained

IT Relationship Satisfaction

Relationship Satisfaction Compared to Org.

Needs

0 0 -
Satisfaction with IT understand your department's needs 80% 2% *
Execution
Satisfaction with the way IT executes your requests and meets your 80% 3% * =
needs
Communication
80% 1% -

Satisfaction with IT communication
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Business Satisfaction and Importance for Core Services

Section Responses: 2
i Total Survey Responses: 29
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The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Core Service

IT Policies
Satisfaction with policy design and enforcement around security,
governance, etc...

Work Orders

Satisfaction with small requests and bug fixes

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Data Quality

Satisfaction with providing reliable and accurate data

Client-Facing Technology

Satisfaction with user experience and effectiveness

Requirements Gathering
Satisfaction with BA's ability to understand and support the business

Projects
Satisfaction with large department or corporate projects

Network & Comm. Infrastructure
Satisfaction with reliability of comm. Systems and networks

Analytical Capability and Reports
Satisfaction with effective standard reports, custom reports capability,
and the ability to generate business insights

IT Innovation Leadership
Satisfaction with providing opportunities for innovation and innovation
leadership to improve the business

Business Apps
Satisfaction with applications and functionality

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

Satisfaction

85%

85%

85%

85%

85%

85%

85%

83%

80%

80%

75%

70%

Compared

to Org.

2% P

3%

1% 4

2% P

4% A

14% A

7%

2% b

5% Vb

4% A

1% ¥

13% ¥

Importance

LastY
Ranking ast vear
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Residence Life Feedback

OVERALL SATISFACTION
Dept. Satisfaction: 90% Dept. Value: 90%

"What is your top suggestion for how IT can change or improve to better meet your needs?"

Additional training to users to solve some basic tech issues on their own. Some times there are a lot work orders and
sometimes people can troubleshoot themselves with some training

REQUIREMENTS GATHERING

Department Satisfaction: 85% Department Rank: 11t

"What is the greatest area of improvement within requirements gathering to better support the business?"

No additional information given.

BUSINESS APPS

Department Satisfaction: Department Rank: 3™

"What is the biggest opportunity for IT to better meet your needs through business applications? (Is there a gap
in application coverage, a process or an app that isn't effectively meeting your needs?)"

None.

Neosho
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CLIENT-FACING TECHNOLOGY

Department Satisfaction: 85% Department Rank: 3

"What does IT need to know about the greatest opportunity to improve customer-facing technology?"

None

DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: 82% Department Rank: --

"What is your top suggestion for how IT could better meet your data, reporting and analytics needs?"

None

IT INNOVATION LEADERSHIP

Department Satisfaction: Department Rank: 9t

"What is your best idea for how technology can be utilized to innovate, transform and optimize performance?"

No additional information given.



STARS Priorities for IT

Satisfaction Value

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

IT Capacity and Value

90% °/o 70% 10%
100% 14% 4> 100% 17% A

v Department A Organization

Capacity Metrics

Dependency Capacity Need Shadow IT
m ' “ g
A S |, TOE R )
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained

IT Relationship Satisfaction

Relationship Satisfaction Compared to Org.

Needs

0, 0, —
Satisfaction with IT understand your department's needs 90% 8% ¢
Execution
Satisfaction with the way IT executes your requests and meets your 90% 7% ¢ =
needs
Communication
100% 19% 4 -

Satisfaction with IT communication
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Business Satisfaction and Importance for Core Services
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© Total Survey Responses: 29
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The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Core Service

Projects
Satisfaction with large department or corporate projects

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

Business Apps
Satisfaction with applications and functionality

Work Orders

Satisfaction with small requests and bug fixes

Network & Comm. Infrastructure
Satisfaction with reliability of comm. Systems and networks

Analytical Capability and Reports
Satisfaction with effective standard reports, custom reports capability,
and the ability to generate business insights

Data Quality

Satisfaction with providing reliable and accurate data

Requirements Gathering
Satisfaction with BA's ability to understand and support the business

IT Innovation Leadership
Satisfaction with providing opportunities for innovation and innovation
leadership to improve the business

IT Policies
Satisfaction with policy design and enforcement around security,
governance, etc...

Client-Facing Technology

Satisfaction with user experience and effectiveness

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

Satisfaction

95%

90%

90%

85%

80%

80%

80%

80%

70%

60%

90%

N/A

Compared

to Org.

10% 4

6%

7%

3%

5%

4% A

1% ¥

2%

6% Vb

23% Y

21% W

0%

Importance
Ranking

7th

1 Oth
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1 zth

Last Year
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OVERALL SATISFACTION We seem to be good with what we have.
Dept. Satisfaction: 90% Dept. Value: 90% CLIENT-FACING TECHNOLOGY
"What is your top suggestion for how IT can change or improve to better meet your needs?" Department Satisfaction: 50% Department Rank: 1%

| feel IT is stretched beyond it's limits. There are only so many hours in the day for each employee to do their job. This makes
wait time increase. Adding at least another PT employee would help. Maybe a couple of student workers to handle the
mundane stuff like equipment delivery, removal, and basic set up. The work the IT folks do is high quality. However, when The web site seems slow. Student say it is that way most of the time. | experience slow InsideNC.
everyone wants something now, and you are short handed, quality might suffer.

"What does IT need to know about the greatest opportunity to improve customer-facing technology?"

DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: 80% Department Rank: --

REQUIREMENTS GATHERING

Department Satisfaction: 80% Department Rank: 10t

"What is your top suggestion for how IT could better meet your data, reporting and analytics needs?"
"What is the greatest area of improvement within requirements gathering to better support the business?"
Some of the InsideNC/EX tools do not work properly. Not sure if it is EX or IT problem.
Itis our job to know what we do. IT does what we ask and that is all we can ask.

IT INNOVATION LEADERSHIP

Department Satisfaction: Department Rank: 8t

BUSINESS APPS

Department Satisfaction: 90% Department Rank: 3

"What is your best idea for how technology can be utilized to innovate, transform and optimize performance?"
"What is the biggest opportunity for IT to better meet your needs through business applications? (Is there a gap

in application coverage, a process or an app that isn't effectively meeting your needs?)" No additional information given.



CLC Priorities for IT

Satisfaction Value

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

IT Capacity and Value

Capacity Satisfaction Compared to Org. Capacity Satisfaction Compared to Org.
80% % 80% 0%
Value Satisfaction Compared to Org. Value Satisfaction Compared to Org.
90% 4% A 80% 3% ¥
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
- v b %
A e |, Som e o
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained

IT Relationship Satisfaction

Relationship Satisfaction Compared to Org.

Needs

0 0 -
Satisfaction with IT understand your department's needs 80% 2% *
Execution
Satisfaction with the way IT executes your requests and meets your 80% 3% * =
needs
mmunication
Communicatio 80% 1% _

Satisfaction with IT communication
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i Total Survey Responses: 29
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The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Core Service

IT Policies
Satisfaction with policy design and enforcement around security,
governance, etc...

Network & Comm. Infrastructure
Satisfaction with reliability of comm. Systems and networks

IT Innovation Leadership
Satisfaction with providing opportunities for innovation and innovation
leadership to improve the business

Data Quality

Satisfaction with providing reliable and accurate data

Client-Facing Technology

Satisfaction with user experience and effectiveness

Business Apps
Satisfaction with applications and functionality

Projects
Satisfaction with large department or corporate projects

Work Orders

Satisfaction with small requests and bug fixes

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

Requirements Gathering
Satisfaction with BA's ability to understand and support the business

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Analytical Capability and Reports

Satisfaction with effective standard reports, custom reports capability,

and the ability to generate business insights

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

Satisfaction

90%

90%

90%

90%

90%

90%

85%

80%

80%

80%

70%

N/A

Compared

to Org.

7%

5%

14% 4

9%

19% 4

7%

0%

2% b

4% b

2% P

13% ¥

0%

Importance
Ranking

7th
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2nd
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OVERALL SATISFACTION CLIENT-FACING TECHNOLOGY

Dept. Satisfaction: 80% Dept. Value: 90% Department Satisfaction: 90% Department Rank: 10t

"What is your top suggestion for how IT can change or improve to better meet your needs?" "What does IT need to know about the greatest opportunity to improve customer-facing technology?"
To remember all stakeholders in decisions, not just the obvious ones. No additional information given.

REQUIREMENTS GATHERING DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: 80% Department Rank: 8t Department Satisfaction: N/A Department Rank: --

"What is the greatest area of improvement within requirements gathering to better support the business?" "What is your top suggestion for how IT could better meet your data, reporting and analytics needs?"
No additional information given. No additional information given.

BUSINESS APPS IT INNOVATION LEADERSHIP

Department Satisfaction: 90% Department Rank: 9t Department Satisfaction: 90% Department Rank: 12t

"What is the biggest opportunity for IT to better meet your needs through business applications? (Is there a gap "What is your best idea for how technology can be utilized to innovate, transform and optimize performance?"

in application coverage, a process or an app that isn't effectively meeting your needs?) No additional information given

No additional information given.
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Overall Metrics Business Satisfaction and Importance for Core Services

SrilsiEEon Value The core services of IT are important when determining what IT should focus on. The most important services with the lowest
Overall Satisfaction and Value are key

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
indicators of the overall impression of Satisfaction Organization Value Organization

the IT department. These metrics let the Core Service Satisfaction
IT leader determine at a glance if they

80% 3% ¥
IT Capacity and Value

are meeting the needs of the business.
Service Desk 0 0 th
Projects Work Orders Satisfaction with responsiveness and effectiveness of service desk 80% 4% b /

Capacity Satisfaction Compared to Org. Capacity Satisfaction Compared to Org. Projects 80% 59 * 1 Oth
()} () -
°/

Compared | Importance
P P Last Year

to Org. Ranking
80% 3% Y IT Policies
. . . . . . 0 0, rd
Satisfaction with policy design and enforcement around security, 90% 7% 4> 3 -
governance, etc...

Devices e 90% 7% 5" -

Satisfaction with desktops, laptops, mobile devices etc.

Satisfaction with large department or corporate projects

80% X 7 60% 20%
Network & Comm. Infrastructure 80% 5% 18t N
80% 6% 80% 3% W Analytical Capability and Reports "
Satisfaction with effective standard reports, custom reports capability, 80% 4% ¢ 0 =
and the ability to generate business insights
CapaCity Metrics W Department A Organization Data Quallty 80% 1% ¥ 6th _
. Satisfaction with providing reliable and accurate data 0 °
Dependency Capacity Need Shadow IT
(g [ (g Business Apps 0 0 nd _
N S, TE A Satisfaction with applications and functionality 80% 3% ¥ 2
Not Somewhat Very Very _ Somew_hat _Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained Requirements Gathering 800/ 20/ ¢ 4th N
Satisfaction with BA's ability to understand and support the business 0 0
IT Relationship Satisfaction Work Orders 70% 12% gth N
Satisfaction with small requests and bug fixes ? °
Relationship Satisfaction Compared to Org.
IT Innovation Leadership "
Needs 90% 8% AN - Satisfaction with providing opportunities for innovation and innovation 70% 6% Y 12 -
Satisfaction with IT understand your department's needs leadership to improve the business
Execution Client-Facing Technolo th
0, 0,
Satisfaction with the way IT executes your requests and meets your 90% 7% ¢ = Satisfaction vvith%ser experiencegg/nd effectiveness 60% 11% * 11 -
needs
mmunication
Communicatio 90% 0% A -

Satisfaction with IT communication
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Human Resources Priorities for IT

Satisfaction

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

IT Capacity and Value

Capacity Satisfaction Compared to Org.
80% % 9 0%
Value Satisfaction Compared to Org.
80% 6% 100%
Capacity Metrics
Dependency Capacity Need
- b
e N .
Not Somewhat Very Very Somewhat Not
Dependent Dependent Dependent Constrained Constrained Constrained

IT Relationship Satisfaction

Needs 100%
Satisfaction with IT understand your department's needs 0
Execution
Satisfaction with the way IT executes your requests and meets your 100%
needs
Communication

100%

Satisfaction with IT communication

Relationship Satisfaction Compared to Org.

Value

Work Orders

Capacity Satisfaction Compared to Org.

10%

Value Satisfaction Compared to Org.

17% 4

v Department A Organization

Shadow IT

Consistently Sometimes

"

Not At All

18% 4 -

17% A -

19% 4 -
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The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

Core Service

IT Policies
Satisfaction with policy design and enforcement around security,
governance, etc...

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Business Apps
Satisfaction with applications and functionality

Requirements Gathering
Satisfaction with BA's ability to understand and support the business

Work Orders

Satisfaction with small requests and bug fixes

Network & Comm:. Infrastructure
Satisfaction with reliability of comm. Systems and networks

Data Quality

Satisfaction with providing reliable and accurate data

Client-Facing Technology

Satisfaction with user experience and effectiveness

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

Projects
Satisfaction with large department or corporate projects

Analytical Capability and Reports
Satisfaction with effective standard reports, custom reports capability,
and the ability to generate business insights

IT Innovation Leadership
Satisfaction with providing opportunities for innovation and innovation
leadership to improve the business

Satisfaction

100%

100%

100%

100%

95%

90%

90%

90%

80%

80%

80%

N/A

Compared | Importance
to Org. Ranking
17%4 | 2™
17% A 7t
17% A gt
22% 4 10"
13%4 1"
5% 1"
9% A 5t
19% 4 gth
4% b 3"
5% gt
4% 4 6"
0% 12t

Last Year
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Human Resources Feedback

OVERALL SATISFACTION
Dept. Satisfaction: 80% Dept. Value: 80%

"What is your top suggestion for how IT can change or improve to better meet your needs?"

| don't have any suggestions, as anytime | have had a problem, the response has been fairly quick, and resolutions are usually
reached.

REQUIREMENTS GATHERING

Department Satisfaction: 100% Department Rank: 10t

"What is the greatest area of improvement within requirements gathering to better support the business?"

No additional information given.

BUSINESS APPS

Department Satisfaction: 100% Department Rank: 4t

"What is the biggest opportunity for IT to better meet your needs through business applications? (Is there a gap
in application coverage, a process or an app that isn't effectively meeting your needs?)"

No additional information given.
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CLIENT-FACING TECHNOLOGY

Department Satisfaction: 90% Department Rank: 9t

"What does IT need to know about the greatest opportunity to improve customer-facing technology?"

No additional information given.

DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: 85% Department Rank: --

"What is your top suggestion for how IT could better meet your data, reporting and analytics needs?"

It appears that there are more fields that could be utilized within Jenzebar to obtain reports minimizing manual computations,
but the data is not currently available easily, or the lack of knowledge in knowing what is available.

IT INNOVATION LEADERSHIP
Department Satisfaction: N/A Department Rank: 12t

"What is your best idea for how technology can be utilized to innovate, transform and optimize performance?"

No additional information given.



Nursing Priorities for IT

Satisfaction Value

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

IT Capacity and Value

80% % 80% 0%
75% 11% 80% 3% ¥

v Department A Organization

Capacity Metrics

Dependency Capacity Need Shadow IT
m ' y b
B N A B e |
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained

IT Relationship Satisfaction

Relationship Satisfaction Compared to Org.

Needs

0, 0, —
Satisfaction with IT understand your department's needs 85% 3% ¢
Execution
Satisfaction with the way IT executes your requests and meets your 85% 2% ¢ =
needs
Communication
95% 14% A -

Satisfaction with IT communication
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The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Core Service

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

Network & Comm:. Infrastructure
Satisfaction with reliability of comm. Systems and networks

Business Apps
Satisfaction with applications and functionality

IT Policies
Satisfaction with policy design and enforcement around security,
governance, etc...

Work Orders

Satisfaction with small requests and bug fixes

Projects
Satisfaction with large department or corporate projects

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Client-Facing Technology

Satisfaction with user experience and effectiveness

Requirements Gathering
Satisfaction with BA's ability to understand and support the business

IT Innovation Leadership
Satisfaction with providing opportunities for innovation and innovation
leadership to improve the business

Analytical Capability and Reports
Satisfaction with effective standard reports, custom reports capability,
and the ability to generate business insights

Data Quality

Satisfaction with providing reliable and accurate data

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

Satisfaction

95%

90%

85%

80%

80%

78%

75%

75%

75%

70%

70%

70%

Compared

to Org.
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Nursing Feedback

OVERALL SATISFACTION
Dept. Satisfaction: 80% Dept. Value: 80%

"What is your top suggestion for how IT can change or improve to better meet your needs?"

New product instillation at Ottawa seems to take a long time. Faculty receiving new computers had been left to do much more
on their own than in the past.

REQUIREMENTS GATHERING

Department Satisfaction: Department Rank: 11t

"What is the greatest area of improvement within requirements gathering to better support the business?"

No additional information given.

BUSINESS APPS

Department Satisfaction: 85% Department Rank: 5%

"What is the biggest opportunity for IT to better meet your needs through business applications? (Is there a gap
in application coverage, a process or an app that isn't effectively meeting your needs?)"

Would like to see more forms be made available electronically-—-absence form, contracts, etc.
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CLIENT-FACING TECHNOLOGY

Department Satisfaction: Department Rank: 4t

"What does IT need to know about the greatest opportunity to improve customer-facing technology?"

continued improvement of wireless access for students

DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: Department Rank: --

"What is your top suggestion for how IT could better meet your data, reporting and analytics needs?"

Test analysis statistics could be improved on Inside NC.

IT INNOVATION LEADERSHIP

Department Satisfaction: Department Rank: 11t

"What is your best idea for how technology can be utilized to innovate, transform and optimize performance?"

better test analysis capabilities on Inside NC



OTA Priorities for IT

Satisfaction Value

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

IT Capacity and Value

Capacity Satisfaction Compared to Org. Capacity Satisfaction Compared to Org.
90% % 90% 1 0%
Value Satisfaction Compared to Org. Value Satisfaction Compared to Org.
90% 4% A 90% 1% A
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
m v hi
oy mme %, om e |
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained

IT Relationship Satisfaction

Relationship Satisfaction Compared to Org.

Needs

0 0 -
Satisfaction with IT understand your department's needs 70% 12% *
Execution
Satisfaction with the way IT executes your requests and meets your 80% 3% * =
needs
Communication 80% 1% _

Satisfaction with IT communication
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The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Core Service

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

Work Orders

Satisfaction with small requests and bug fixes

Projects
Satisfaction with large department or corporate projects

Network & Comm. Infrastructure
Satisfaction with reliability of comm. Systems and networks

IT Innovation Leadership
Satisfaction with providing opportunities for innovation and innovation
leadership to improve the business

Data Quality

Satisfaction with providing reliable and accurate data

Business Apps
Satisfaction with applications and functionality

IT Policies
Satisfaction with policy design and enforcement around security,
governance, etc...

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Analytical Capability and Reports
Satisfaction with effective standard reports, custom reports capability,
and the ability to generate business insights

Client-Facing Technology

Satisfaction with user experience and effectiveness

Requirements Gathering
Satisfaction with BA's ability to understand and support the business

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

Satisfaction

100%

90%

90%

90%

90%

90%

90%

80%

80%

80%

80%

70%

Compared
to Org.

16% 4

8%

5%

5%

14% A

9% A

7%

3%

3%

4% A

9% A

8% W

Importance

Ranking

Last Year

=]
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OTA Feedback

OVERALL SATISFACTION
Dept. Satisfaction: 80% Dept. Value: 90%

"What is your top suggestion for how IT can change or improve to better meet your needs?"

Continue to respond in a timely manner in communications - a definite strength of the department.

REQUIREMENTS GATHERING

Department Satisfaction: Department Rank: 5t

"What is the greatest area of improvement within requirements gathering to better support the business?"

Opportunities for "brain-storming" about IT options that | may not know about or be familiar with.

BUSINESS APPS

Department Satisfaction: 90% Department Rank: 2"

"What is the biggest opportunity for IT to better meet your needs through business applications? (Is there a gap
in application coverage, a process or an app that isn't effectively meeting your needs?)"

Collaboration for website design and navigation to offer consistency among NCCC programs and how information is
presented on the NCCC website.
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CLIENT-FACING TECHNOLOGY

Department Satisfaction: 80% Department Rank: 4

"What does IT need to know about the greatest opportunity to improve customer-facing technology?"

Apply universal design principles for learning in the graphics presentations and adaptation options.

DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: 85% Department Rank: --

"What is your top suggestion for how IT could better meet your data, reporting and analytics needs?"

Infrastructure - continue to provide reliable services for access to other reporting entities.

IT INNOVATION LEADERSHIP

Department Satisfaction: 90% Department Rank: 9t

"What is your best idea for how technology can be utilized to innovate, transform and optimize performance?"

Continue to keep systems operating efficiently.



Outreach Priorities for IT

Satisfaction Value

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

IT Capacity and Value

Capacity Satisfaction Compared to Org. Capacity Satisfaction Compared to Org.
80% % 80% 0%
Value Satisfaction Compared to Org. Value Satisfaction Compared to Org.
80% 6% ¥ 80% 3% ¥
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
- g b g
e |, “om e LA
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained

IT Relationship Satisfaction

Relationship Satisfaction Compared to Org.

Needs 0 0
Satisfaction with IT understand your department's needs 70% 12% *
Execution
Satisfaction with the way IT executes your requests and meets your 80% 3% * =
needs
mmunication
Communicatio 80% 1% _

Satisfaction with IT communication
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Business Satisfaction and Importance for Core Services

Section Responses: 1
i Total Survey Responses: 29
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The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Core Service

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

IT Policies
Satisfaction with policy design and enforcement around security,
governance, etc...

Work Orders

Satisfaction with small requests and bug fixes

Projects
Satisfaction with large department or corporate projects

Network & Comm. Infrastructure
Satisfaction with reliability of comm. Systems and networks

IT Innovation Leadership
Satisfaction with providing opportunities for innovation and innovation
leadership to improve the business

Analytical Capability and Reports
Satisfaction with effective standard reports, custom reports capability,
and the ability to generate business insights

Data Quality

Satisfaction with providing reliable and accurate data

Business Apps
Satisfaction with applications and functionality

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Requirements Gathering
Satisfaction with BA's ability to understand and support the business

Client-Facing Technology

Satisfaction with user experience and effectiveness

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

Satisfaction

90%

80%

80%

80%

80%

80%

80%

80%

80%

70%

70%

30%

Compared

to Org.

6% P

3%

2% b

5% b

5% b

4% A

4% A

1% b

3%

13% ¥

8% W

1% b

Importance
Ranking

Last Year

=]
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OVERALL SATISFACTION CLIENT-FACING TECHNOLOGY

Dept. Satisfaction: 80% Dept. Value: 90% Department Satisfaction: 30% Department Rank: 3

"What is your top suggestion for how IT can change or improve to better meet your needs?" "What does IT need to know about the greatest opportunity to improve customer-facing technology?"
No additional information given. THe search feature of our website is limiting.

REQUIREMENTS GATHERING DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: Department Rank: 12th Department Satisfaction: 80% Department Rank: --

"What is the greatest area of improvement within requirements gathering to better support the business?" "What is your top suggestion for how IT could better meet your data, reporting and analytics needs?"
No additional information given. No additional information given.

BUSINESS APPS IT INNOVATION LEADERSHIP

Department Satisfaction: 80% Department Rank: 7t Department Satisfaction: 80% Department Rank: 10t

"What is the biggest opportunity for IT to better meet your needs through business applications? (Is there a gap "What is your best idea for how technology can be utilized to innovate, transform and optimize performance?"

in application coverage, a process or an app that isn't effectively meeting your needs?) No additional information given

No additional information given.



Student Learning Priorities for IT

Satisfaction Value

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

IT Capacity and Value

Capacity Satisfaction Compared to Org. Capacity Satisfaction Compared to Org.
90% % 90% 1 0%
Value Satisfaction Compared to Org. Value Satisfaction Compared to Org.
90% 4% A 80% 3% ¥
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
m % hi %
o e °, om e o
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained

IT Relationship Satisfaction

Relationship Satisfaction Compared to Org.

Needs

0 0 -
Satisfaction with IT understand your department's needs 80% 2% *
Execution
Satisfaction with the way IT executes your requests and meets your 80% 3% * =
needs
Communication
70% 11% ¥ -

Satisfaction with IT communication
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Business Satisfaction and Importance for Core Services

Section Responses: 1
i Total Survey Responses: 29
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The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Core Service

IT Policies
Satisfaction with policy design and enforcement around security,
governance, etc...

Projects
Satisfaction with large department or corporate projects

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Work Orders

Satisfaction with small requests and bug fixes

Network & Comm. Infrastructure
Satisfaction with reliability of comm. Systems and networks

IT Innovation Leadership
Satisfaction with providing opportunities for innovation and innovation
leadership to improve the business

Requirements Gathering
Satisfaction with BA's ability to understand and support the business

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

Data Quality

Satisfaction with providing reliable and accurate data

Business Apps
Satisfaction with applications and functionality

Client-Facing Technology

Satisfaction with user experience and effectiveness

Analytical Capability and Reports
Satisfaction with effective standard reports, custom reports capability,
and the ability to generate business insights

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

Satisfaction

100%

90%

90%

85%

80%

80%

80%

70%

70%

70%

60%

90%

Compared

to Org.

17% 4

5%

7%

3%
5% b

4% A

2% P

14% ¥

11% Vb

13% ¥

11% Vb

26% Y

Importance
Ranking

8th
7th
1 st
4th
5th

12
2nd
3rd
10"

9th

Last Year
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OVERALL SATISFACTION CLIENT-FACING TECHNOLOGY

Dept. Satisfaction: 80% Dept. Value: 90% Department Satisfaction: 60% Department Rank: 6

"What is your top suggestion for how IT can change or improve to better meet your needs?" "What does IT need to know about the greatest opportunity to improve customer-facing technology?"
Provide additional training No additional information given.

REQUIREMENTS GATHERING DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: 80% Department Rank: 12t Department Satisfaction: 60% Department Rank: --

"What is the greatest area of improvement within requirements gathering to better support the business?" "What is your top suggestion for how IT could better meet your data, reporting and analytics needs?"
No additional information given. No additional information given.

BUSINESS APPS IT INNOVATION LEADERSHIP

Department Satisfaction: Department Rank: 10t Department Satisfaction: 80% Department Rank: 5t

"What is the biggest opportunity for IT to better meet your needs through business applications? (Is there a gap "What is your best idea for how technology can be utilized to innovate, transform and optimize performance?"

in application coverage, a process or an app that isn't effectively meeting your needs?)" No additional information given

No additional information given.
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Business Satisfaction and Importance for Core Services

Satisfaction Value The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

Core Service Satisfaction

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of

the IT department. These metrics let the Compared | Importance

Last Year

IT leader determine at a glance if they to Org. Ranking
are meeting the needs of the business. ..
80% 3% W 90% 7% IT Policies o '
Satisfaction with policy design and enforcement around security, 90% 7% ¢ 3 =
governance, etc...
Service Desk 90% 6% A ond 3

Satisfaction with responsiveness and effectiveness of service desk

IT Capacity and Value
Network & Comm. Infrastructure 90% 5% A 18t
Projects Satisfaction with reliability of comm. Systems and networks 0 0

Capacity Satisfaction Compared to Org. Capacity Satisfaction Compared to Org. Data Qua“ty 90% 99, ¢ 4th
()} () -
0%

Satisfaction with providing reliable and accurate data

80% b
Satisfaction with small requests and bug fixes
0, O 0, 0
80% 6% b 80% 3% b Projects 80% 5% P gth _
Satisfaction with large department or corporate projects 0 °
Devices 0 0 th
CapaCIty Metrics ¥ Department A Organization Satisfaction with desktops, laptops, mobile devices etc. 80% 3% W 12
Dependency Capacity Need Shadow IT IT Innovation Leadership "
_ (] [ (g Satisfaction with providing opportunities for innovation and innovation 70% 6% * 5 o=
m _ A - _ m leadership to improve the business
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
d d d C ined o ined C ined . .
Dependent Dependent Dependent onstraine onstraine onstraine C||ent'FaC|ng Technology 600/ 1 1 0/ * 1 »Ith ~
Satisfaction with user experience and effectiveness ¢ °
IT RelatlonShlp Satisfaction Business Apps 60% 23% b 10th
3 8 3 8 8 3 9 0 -
Relationship Compared to Org. Satisfaction with applications and functionality
Requirements Gathering 0 0 th
Needs 60% 22% Y - Satisfaction with BA's ability to understand and support the business 60% 18% ¥ 7

Satisfaction with IT understand your department's needs

Analytical Capability and Reports

SEz;E]ggtt'L?n'th the wav [T execUtes vour requests and meets vour 70% 13% * _ Satisfaction with effective standard reports, custom reports capability, N/A 0% 6th =
l onwi way I executes yourrequ you ? 0 and the ability to generate business insights
needs
Communication
70% 11% -

Satisfaction with IT communication
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Surge Tech Feedback

OVERALL SATISFACTION
Dept. Satisfaction: 80% Dept. Value: 90%

"What is your top suggestion for how IT can change or improve to better meet your needs?"

| haven't personally experienced any dissatisfaction, but | would be curious what a professional website designer would do with
our college website to ensure we are our most effective. | have had to really search for information before, and | can imagine
that the average Joe will not spend the time required to search for certain information—-he is more likely to give up and that is a
potential lost student/customer. | would like to see an online application available for my students—-but | don't know how to
make that happen. I'd like to talk with IT about that for the future.

REQUIREMENTS GATHERING

Department Satisfaction: 60% Department Rank: 7t

"What is the greatest area of improvement within requirements gathering to better support the business?"
No additional information given.

BUSINESS APPS

Department Satisfaction: 60% Department Rank: 10t

"What is the biggest opportunity for IT to better meet your needs through business applications? (Is there a gap
in application coverage, a process or an app that isn't effectively meeting your needs?)"

| am not sure | fully understand what business applications exist at this time.

CLIENT-FACING TECHNOLOGY
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Department Satisfaction: 60% Department Rank: 11t

"What does IT need to know about the greatest opportunity to improve customer-facing technology?"

Personally, | think our webpage layout could be better. For one, some important information is not readily made accessible. (I'd
like to see a front page link to syllabi, instead of found underneath a drop-down menu.) When it says, "Don't Worry! Applying is
easy!" it conveys the message that everything about NCCC is easy, anyone can do it--when that's not true. They apply to the
college, get accepted, and some new students don't even know what a tax return is so they neglect the email sent to them
from admissions and financial aid instead of being capable of finding the answers or asking for help. | realize we need to be
attractive to students so they pick us over the competition, but | think it's a slippery slope when you possibly plant a seed in
their minds saying NCCC is easl[ier] than *insert competition here* when our courses are just as rigorous (if not more so). We
have fantastic faculty and staff at our fingertips to help students be successful--but at no time do we promise it will be "easy".
(I hope this is the appropriate place to leave this comment. I'm not actually sure what "Customer-Facing Technology" really is.)

DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: N/A Department Rank: --

"What is your top suggestion for how IT could better meet your data, reporting and analytics needs?"
No additional information given.

IT INNOVATION LEADERSHIP

Department Satisfaction: 70% Department Rank: 5t

"What is your best idea for how technology can be utilized to innovate, transform and optimize performance?"

No additional information given.
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Admissions Priorities for IT

Satisfaction Value

Department Compared to Department Compared to
Satisfaction Organization Value Organization

@ 13% ¥ 3% Y

Capacity Satisfaction Compared to Org. Capacity Satisfaction Compared to Org.

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

IT Capacity and Value

90% 1 0%
Value Satisfaction Compared to Org. Value Satisfaction Compared to Org.
0 o
90% 4% A 90% 7% A
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
m b hi b
*m e °, m mme N
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained

IT Relationship Satisfaction

Relationship Satisfaction Compared to Org.

Needs 0 0

Satisfaction with IT understand your department's needs 80% 2% *

Execution

Satisfaction with the way IT executes your requests and meets your 90% 7% ¢ =
needs

Communication 90% 9% 4 B

Satisfaction with IT communication
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Community Total Survey Responses: 29

College i

Business Satisfaction and Importance for Core Services

powered by

INFO~TECH

R ESEARCH

G ROU

The core services of IT are important when determining what IT should focus on. The most important services with the lowest

satisfaction offer the largest area of improvement for IT to drive business value.

Core Service Satisfaction

Analytical Capability and Reports
Satisfaction with effective standard reports, custom reports capability, 100%
and the ability to generate business insights

Data Quality 100%

Satisfaction with providing reliable and accurate data

Work Orders 90%

Satisfaction with small requests and bug fixes

Service Desk 90%

Satisfaction with responsiveness and effectiveness of service desk

Projects 90%

Satisfaction with large department or corporate projects

IT Innovation Leadership
Satisfaction with providing opportunities for innovation and innovation 90%
leadership to improve the business

Business Apps 90%
Satisfaction with applications and functionality 0
Requirements Gathering 90%
Satisfaction with BA's ability to understand and support the business 0
Network & Comm. Infrastructure 80%
Satisfaction with reliability of comm. Systems and networks 0
Client-Facing Technology 0
D . . 70%
Satisfaction with user experience and effectiveness
Devices 60%
Satisfaction with desktops, laptops, mobile devices etc. ¢
IT Policies
Satisfaction with policy design and enforcement around security, 50%

governance, etc...

Compared

to Org.

24% A

19% 4

8%

6%

5%

14% A

7%

12% 4

5% b

1% ¥

23% Y

33% W

Importance
Ranking

9th

1 2th
2nd

4th

1St

Last Year
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Admissions Feedback

OVERALL SATISFACTION

Dept. Satisfaction: Dept. Value: 80%

"What is your top suggestion for how IT can change or improve to better meet your needs?"

It does a lot of work for this college. There are a few things that | wish could be done a little faster, but | do understand that
there is a lot of mapping of items and trying to find locations to map items to.

REQUIREMENTS GATHERING

Department Satisfaction: 90% Department Rank: 12t

"What is the greatest area of improvement within requirements gathering to better support the business?"

The transfer of data from the website into EX. We have to process so many applications. If the information was able to transfer
more smoothly, there would be a less amount of processing time.

BUSINESS APPS

Department Satisfaction: 90% Department Rank: 11t

"What is the biggest opportunity for IT to better meet your needs through business applications? (Is there a gap
in application coverage, a process or an app that isn't effectively meeting your needs?)"

| do hope that one day, the college is able link certain processes from the college website to map into EX with a little more ease
of usage.
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CLIENT-FACING TECHNOLOGY

Department Satisfaction: Department Rank: 4t

"What does IT need to know about the greatest opportunity to improve customer-facing technology?"

The wording in some areas is a little hard to read, so | would suggest making some changes there. The website is not utilizing
the 3-click rule as much as it could be. | think that adding these items into thought could make things work smoother for our
students. | also think that some wording on the website could have more emphasis then others.

DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: 100% Department Rank: --

"What is your top suggestion for how IT could better meet your data, reporting and analytics needs?"

Ant time that my department is in need of any data or reports, IT gets them to us and fast.

IT INNOVATION LEADERSHIP

Department Satisfaction: 90% Department Rank: 9th

"What is your best idea for how technology can be utilized to innovate, transform and optimize performance?"

Just having people that know what they are doing in this area, makes the process of having to change a lot better.



HIT Priorities for IT

Value

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

Satisfaction

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

IT Capacity and Value

90% % 80% 0%
90% 4% A 80% 3% V¥

v Department A Organization

Capacity Metrics

Dependency Capacity Need Shadow IT
m g p )
Dol EEee N e
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained

IT Relationship Satisfaction

Relationship Satisfaction Compared to Org.

Needs

0 0 -
Satisfaction with IT understand your department's needs 79% 7% *
Execution
Satisfaction with the way IT executes your requests and meets your 80% 3% * =
needs
mmunication
Communicatio 759% 6% b _

Satisfaction with IT communication
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Business Satisfaction and Importance for Core Services
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The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Core Service

IT Policies
Satisfaction with policy design and enforcement around security,
governance, etc...

Projects
Satisfaction with large department or corporate projects

Business Apps
Satisfaction with applications and functionality

Client-Facing Technology

Satisfaction with user experience and effectiveness

Work Orders

Satisfaction with small requests and bug fixes

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

Network & Comm. Infrastructure
Satisfaction with reliability of comm. Systems and networks

Requirements Gathering
Satisfaction with BA's ability to understand and support the business

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Data Quality

Satisfaction with providing reliable and accurate data

IT Innovation Leadership
Satisfaction with providing opportunities for innovation and innovation
leadership to improve the business

Analytical Capability and Reports
Satisfaction with effective standard reports, custom reports capability,
and the ability to generate business insights

Satisfaction

90%

90%

90%

85%

80%

80%

80%

80%

75%

95%

50%

10%

Compared
to Org.

7%

5%

7%

14% A

2% b

4% b

5% Wb

2%

8% W

26% Y

26% Y

66% Vb

Importance
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OVERALL SATISFACTION CLIENT-FACING TECHNOLOGY

Dept. Satisfaction: Dept. Value: Department Satisfaction: 85% Department Rank: 8t

"What is your top suggestion for how IT can change or improve to better meet your needs?" "What does IT need to know about the greatest opportunity to improve customer-facing technology?"
Mandatory advanced training for IT techs. Bring your IT into the 21st century No additional information given.

REQUIREMENTS GATHERING DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: 80% Department Rank: 12t Department Satisfaction: 32% Department Rank: --

"What is the greatest area of improvement within requirements gathering to better support the business?" "What is your top suggestion for how IT could better meet your data, reporting and analytics needs?"
No additional information given. Need SAS, R, etc. or some form of Data gathering algorithm

BUSINESS APPS IT INNOVATION LEADERSHIP

Department Satisfaction: 90% Department Rank: 4t Department Satisfaction: 50% Department Rank: 9th

"What is the biggest opportunity for IT to better meet your needs through business applications? (Is there a gap "What is your best idea for how technology can be utilized to innovate, transform and optimize performance?"

in application coverage, a process or an app that isn't effectively meeting your needs?) No additional information given

need a Data Analytics program
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Business Satisfaction and Importance for Core Services

Satisfaction Value The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

Core Service Satisfaction SeEICEH Hlgonciiet Last Year
@ 13% ¥
IT Capacity and Value

to Org. Ranking
80% 3% ¥ Analytical Capability and Reports "
Satisfaction with effective standard reports, custom reports capability, 80% 4% ¢ 11 =
and the ability to generate business insights
IT Policies

D li th

RO 80%  1%¥ 8 -
Satisfaction with providing reliable and accurate data

Projects Work Orders Satisfaction with policy design and enforcement around security, 70% 13% V¥ 9th --

governance, etc...

Capacity Satisfaction Compared to Org. Last Year Capacity Satisfaction Compared to Org. Last Year

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

Work Orders 0 0 th
0 0, 0, 0, ==
70 %0 1 3 /° 70 %0 1 0 /° Satisfaction with small requests and bug fixes 70% 12% * 5
Satisfaction with responsiveness and effectiveness of service desk
70% 16% ¥ 70% 13% ¥
Projects 0 0 th
Satisfaction with large department or corporate projects 70% 15% * 12
Capacity Metrics @ Department A Organization Network & Comm. Infrastructure 20° 15% ¥ gth B
. Satisfaction with reliability of comm. Systems and networks ¢ °
Dependency Capacity Need Shadow IT
(L ( ( IT Innovation Leadership
_ m — A - — m Satisfaction with providing opportunities for innovation and innovation 70% 6% 0 1 st -
Not Somewhat Very  Very Somewhat Not  Consistently Sometimes Not At All leadership to improve the business
Dependent Dependent Dependent Constrained Constrained Constrained
DSMEES o 70% | 13%¥ 2™ =

Satisfaction with desktops, laptops, mobile devices etc.

IT Relationship Satisfaction

galtl|§f2;[:£?$vl|tr:1%s1;ree(>:<22rz!g§ znd effectiveness 70% 1% * 1 Oth -
gla?:‘gcs’:ion with IT understand your department's needs 70% 12% * - SBal;Iijfiar::ic?r?vv'iAt‘r?Epilications and functionality 70% 13% * 6th -
sEzinggtEL?th the way IT executes your requests and meets your 70% 13% 0 - Ea?igfgggrweitﬂt;'gjjlgﬁgEngderstand and support the business 70% 8% * 7th -
needs

Communication 70% 11% ¥ 3

Satisfaction with IT communication
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Registration Feedback

OVERALL SATISFACTION

Dept. Satisfaction: Dept. Value: 80%

"What is your top suggestion for how IT can change or improve to better meet your needs?"

No additional information given.

REQUIREMENTS GATHERING

Department Satisfaction: Department Rank: 7t

"What is the greatest area of improvement within requirements gathering to better support the business?"

No additional information given.

BUSINESS APPS

Department Satisfaction: Department Rank: 61

"What is the biggest opportunity for IT to better meet your needs through business applications? (Is there a gap
in application coverage, a process or an app that isn't effectively meeting your needs?)"
While | enjoy having the flexibility of using a laptop as my tower so that | can take it home with me to work at home, it would be

nice to have an up-to-date model that isn't still using Vista as the platform - my staff all have newer Windows versions than | do
& it makes sharing documents hard at times.
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CLIENT-FACING TECHNOLOGY

Department Satisfaction: Department Rank: 10t

"What does IT need to know about the greatest opportunity to improve customer-facing technology?"

No additional information given.

DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: 80% Department Rank: --

"What is your top suggestion for how IT could better meet your data, reporting and analytics needs?"

No additional information given.

IT INNOVATION LEADERSHIP

Department Satisfaction: Department Rank: 15t

"What is your best idea for how technology can be utilized to innovate, transform and optimize performance?"

No additional information given.



TLC Priorities for IT

Value

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

Satisfaction

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

IT Capacity and Value

80% °/o 50% 30%
80% 6% Y 20% 33% ¥

v Department A Organization

Capacity Metrics

Dependency Capacity Need Shadow IT
m b N\ g
. NG N A
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained

IT Relationship Satisfaction

Relationship Satisfaction Compared to Org.

Needs 0 0

Satisfaction with IT understand your department's needs 60% 22% *

Execution

Satisfaction with the way IT executes your requests and meets your 60% 23% * =
needs

Communication 50% 31% ¥ _

Satisfaction with IT communication

Neosho

County
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College i

Business Satisfaction and Importance for Core Services

Section Responses: 1
i Total Survey Responses: 29
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The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Core Service

IT Policies
Satisfaction with policy design and enforcement around security,
governance, etc...

Projects
Satisfaction with large department or corporate projects

Network & Comm. Infrastructure
Satisfaction with reliability of comm. Systems and networks

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

Business Apps
Satisfaction with applications and functionality

Requirements Gathering
Satisfaction with BA's ability to understand and support the business

Work Orders

Satisfaction with small requests and bug fixes

IT Innovation Leadership
Satisfaction with providing opportunities for innovation and innovation
leadership to improve the business

Client-Facing Technology

Satisfaction with user experience and effectiveness

Analytical Capability and Reports
Satisfaction with effective standard reports, custom reports capability,
and the ability to generate business insights

Data Quality

Satisfaction with providing reliable and accurate data

Satisfaction

90%

80%

80%

70%

60%

60%

60%

90%

90%

40%

N/A

N/A

Compared

to Org.

7%

5% b

5% Y

13% ¥

24%

23% Y

18% ¥

32% ¥

26% Y

31%

0%

0%

Importance
Ranking

1St

7th

Last Year
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OVERALL SATISFACTION CLIENT-FACING TECHNOLOGY

Dept. Satisfaction: Dept. Value: Department Satisfaction: 40% Department Rank: 15t

"What is your top suggestion for how IT can change or improve to better meet your needs?" "What does IT need to know about the greatest opportunity to improve customer-facing technology?"
Increase or more accurately assess response time. No additional information given.

REQUIREMENTS GATHERING DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: 60% Department Rank: 11t Department Satisfaction: N/A Department Rank: --

"What is the greatest area of improvement within requirements gathering to better support the business?" "What is your top suggestion for how IT could better meet your data, reporting and analytics needs?"
No additional information given. No additional information given.

BUSINESS APPS IT INNOVATION LEADERSHIP

Department Satisfaction: 60% Department Rank: 8t Department Satisfaction: 50% Department Rank: 10t

"What is the biggest opportunity for IT to better meet your needs through business applications? (Is there a gap "What is your best idea for how technology can be utilized to innovate, transform and optimize performance?"

in application coverage, a process or an app that isn't effectively meeting your needs?) No additional information given

No additional information given.



Upward Bound Priorities for IT

Satisfaction Value

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

@ 13% ¥ @ 33% Y

IT Capacity and Value

Capacity Satisfaction Compared to Org. Capacity Satisfaction Compared to Org.
60% 23% 60% 20%
Value Satisfaction Compared to Org. Value Satisfaction Compared to Org.
70% 16% ¥ 60% 23% V¥
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
" * b
s, Vs R
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained

IT Relationship Satisfaction

Relationship Satisfaction Compared to Org.

Needs 0 0

Satisfaction with IT understand your department's needs 70% 12% *

Execution

Satisfaction with the way IT executes your requests and meets your 70% 13% * =
needs

Communication 60% 21% ¥ _

Satisfaction with IT communication
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Business Satisfaction and Importance for Core Services

Section Responses: 1
i Total Survey Responses: 29

powered by

INFO~TECH

R ESEARCH

G ROU

The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Core Service

Network & Comm. Infrastructure
Satisfaction with reliability of comm. Systems and networks

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Projects
Satisfaction with large department or corporate projects

Work Orders

Satisfaction with small requests and bug fixes

Data Quality

Satisfaction with providing reliable and accurate data

Client-Facing Technology

Satisfaction with user experience and effectiveness

Business Apps
Satisfaction with applications and functionality

IT Policies
Satisfaction with policy design and enforcement around security,
governance, etc...

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

IT Innovation Leadership
Satisfaction with providing opportunities for innovation and innovation
leadership to improve the business

Analytical Capability and Reports
Satisfaction with effective standard reports, custom reports capability,
and the ability to generate business insights

Requirements Gathering
Satisfaction with BA's ability to understand and support the business

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

Satisfaction

80%

80%

65%

60%

60%

60%

60%

90%

50%

90%

90%

90%

Compared

to Org.

5% b

3%

20% Y

22%

21% b

11% Y

23% Y

33% W

34% b

26% Y

26% Y

28% Y

Importance
Ranking

6th
2nd
8th
4th

—I zth

9th

7th

10™

Last Year
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Youth Activities Priorities for IT

Value

Department Compared to Department Compared to satisfaction offer the largest area of improvement for IT to drive business value.
Satisfaction Organization Value Organization

Satisfaction

Overall Metrics

Overall Satisfaction and Value are key
indicators of the overall impression of
the IT department. These metrics let the
IT leader determine at a glance if they
are meeting the needs of the business.

43% 40% 43%
IT Capacity and Value
Capacity Satisfaction Compared to Org. Capacity Satisfaction Compared to Org.
50% 30%
Value Satisfaction Compared to Org. Value Satisfaction Compared to Org.
60% 23% V¥
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
| g 't
S S, O - LA
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained

IT Relationship Satisfaction

Relationship Satisfaction Compared to Org.

Needs 0 0

Satisfaction with IT understand your department's needs 60% 22% *

Execution

Satisfaction with the way IT executes your requests and meets your 20% 63% * =
needs

Communication 20% 61% ¥ _

Satisfaction with IT communication
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County
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Business Satisfaction and Importance for Core Services

Section Responses: 1
i Total Survey Responses: 29
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The core services of IT are important when determining what IT should focus on. The most important services with the lowest

Core Service

Devices
Satisfaction with desktops, laptops, mobile devices etc.

IT Policies
Satisfaction with policy design and enforcement around security,
governance, etc...

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

Network & Comm:. Infrastructure
Satisfaction with reliability of comm. Systems and networks

Work Orders

Satisfaction with small requests and bug fixes

Projects
Satisfaction with large department or corporate projects

IT Innovation Leadership
Satisfaction with providing opportunities for innovation and innovation
leadership to improve the business

Analytical Capability and Reports
Satisfaction with effective standard reports, custom reports capability,
and the ability to generate business insights

Data Quality

Satisfaction with providing reliable and accurate data

Client-Facing Technology

Satisfaction with user experience and effectiveness

Business Apps
Satisfaction with applications and functionality

Requirements Gathering
Satisfaction with BA's ability to understand and support the business

Satisfaction

90%

70%

60%

60%

95%

N/A

N/A

N/A

N/A

N/A

N/A

N/A

Compared

to Org.

7%

13% ¥

24% Y

25% Y

27%

0%

0%

0%

0%

0%

0%

0%

Importance
Ranking

Last Year
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Youth Activities Feedback

OVERALL SATISFACTION
Dept. Satisfaction: 40% Dept. Value: 40%

"What is your top suggestion for how IT can change or improve to better meet your needs?"

When we request IT services to come to Lawrence, the rep in Ottawa always says No.

REQUIREMENTS GATHERING

Department Satisfaction: N/A Department Rank: 12t

"What is the greatest area of improvement within requirements gathering to better support the business?"

No additional information given.

BUSINESS APPS

Department Satisfaction: N/A Department Rank: 9t

"What is the biggest opportunity for IT to better meet your needs through business applications? (Is there a gap
in application coverage, a process or an app that isn't effectively meeting your needs?)"

No additional information given.
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CLIENT-FACING TECHNOLOGY

Department Satisfaction: N/A Department Rank: 8t

"What does IT need to know about the greatest opportunity to improve customer-facing technology?"

No additional information given.
DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS
Department Satisfaction: N/A Department Rank: --

"What is your top suggestion for how IT could better meet your data, reporting and analytics needs?"

No additional information given.

IT INNOVATION LEADERSHIP

Department Satisfaction: N/A Department Rank: 6t

"What is your best idea for how technology can be utilized to innovate, transform and optimize performance?"

No additional information given.



Neosho

Anonymous Feedback

College i

The IT department has been readily available to help with questions and respond to needs. Response is made in a timely and professional manner.

[ think IT does a great job! The customer service is great! Just wish they had enough help to meet all the demands put on them..

Overall, IT does an outstanding job, both in planning and operation, but are somewhat hampered by limited personnel resources and an ever-shrinking budget.
Fully satisfied with the Chanute IT department. They are more knowledgeable than the Ottawa IT department.

Some of the questions | did not understand completely.

You do a great job. Best IT department | have worked with.

IT consists of my talking to Richard, seeing him at the Ottawa Campus and toting hardware back and forth to Ottawa from Lawrence and vice versa

| have a great working relationship with the IT department at NCCC

| believe our IT department does an excellent job. Thanks for all of your hard work.

| feel that, as we are currently as risk of identity theft, this is a huge concern for me. This is an area that is being worked on and improved at the moment.
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i Total Survey Responses: 29
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Satisfaction by Department

Adult Education

SATISFACTION

CAPACITY DEPENDENCY

#1 Client-Facing Technology

Athletics

SATISFACTION

CAPACITY DEPENDENCY

#1 Service Desk

Financial Aid

SATISFACTION

Not Very
Dependent Dependen

DEPENDENCY

CAPACITY

#1 Network & Comm. Infrastructure

Development

SATISFACTION

CAPACITY DEPENDENCY

#1 Network & Comm. Infrastructure

Bookstore

SATISFACTION

CAPACITY DEPENDENCY

#1 Service Desk

Human Resources

SATISFACTION

CAPACITY DEPENDENCY

#1 Network & Comm. Infrastructure

Maintenance

SATISFACTION

CAPACITY DEPENDENCY

#1 Network & Comm. Infrastructure

Residence Life

SATISFACTION

CAPACITY DEPENDENCY

#1 Data Quality

Nursing

SATISFACTION

CAPACITY DEPENDENCY

#1 Network & Comm. Infrastructure

Neosho

County

Total Survey Responses: 29
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College i

Operations

SATISFACTION

CAPACITY DEPENDENCY

#1 Network & Comm. Infrastructure

STARS

SATISFACTION

CAPACITY DEPENDENCY

#1 Client-Facing Technology

OTA

SATISFACTION

CAPACITY DEPENDENCY

#1 Network & Comm. Infrastructure
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President

SATISFACTION

CAPACITY DEPENDENCY

#1 Network & Comm. Infrastructure

CLC

SATISFACTION

CAPACITY DEPENDENCY

#1 Devices

Outreach

SATISFACTION

CAPACITY DEPENDENCY

#1 Network & Comm. Infrastructure
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Satisfaction by Department

Student Learning Surge Tech

SATISFACTION SATISFACTION

CAPACITY

DEPENDENCY CAPACITY DEPENDENCY

#1 Work Orders #1 Network & Comm. Infrastructure

TLC Upward Bound

SATISFACTION SATISFACTION

CAPACITY

DEPENDENCY CAPACITY DEPENDENCY

#1 Client-Facing Technology #1 Service Desk

Admissions

SATISFACTION

CAPACITY DEPENDENCY

#1 IT Policies

Youth Activities

SATISFACTION

CAPACITY DEPENDENCY

#1 Network & Comm. Infrastructure

CAPACITY

Neosho

County

Total Survey Responses: 29

Community :

College i

HIT

SATISFACTION

#1 IT Policies

DEPENDENCY
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Registration

SATISFACTION

CAPACITY DEPENDENCY

#1 IT Innovation Leadership
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Requirements Gathering by Department Summary

Requirements Gathering (Service Gap Score)
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Total Survey Responses: 29
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The following charts rank departments from underserved to over served for this core service. This chart allows you to see the spread of satisfaction and the Service Gap for each department related to this core service so you can make a informed decision on aligning

resources.

Department

Youth Activities

OTA

Financial Aid

Surge Tech

Registration

Development

Upward Bound

President

CLC

TLC

Bookstore

Nursing

HIT

STARS

Residence Life

Athletics

Outreach

Adult Education

Student Learning

Human Resources

Operations

Admissions

Maintenance

-100%

-80%

-60%

-40%

-20%

o
S

20%

40%

60%

80%

100%

Service Gap Score

12

N

(=]

N N N N

(=)

-

- — - - - — - = = - = -

-
N

Service Gap Score
Satisfaction - Importance < 0

When importance outweighs satisfaction,
departments are being under-serviced. The larger
the gap, the greater the difference between
satisfaction and importance. Aim to close service
gaps to increase the effectiveness in these
departments.

Service Gap Score
Satisfaction - Importance >0

When satisfaction outweighs importance,
departments are satisfied with this specific core
service relative to the importance ranking. There
may be room to reallocate resources, but be sure to
maintain high satisfaction and improve medium to
low satisfaction in the long-term.

Highest Importance
Indicates that this core service was ranked between
Tst and 4th most important for the department.

Medium Importance
Indicates that this core service was ranked between
5th and 9th most important for the department.

Low Importance
Indicates that this core service was ranked between
10th and 12th most important for the department.
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Business Apps (Service Gap Score)

The following charts rank departments from underserved to over served for this core service. This chart allows you to see the spread of satisfaction and the Service Gap for each department related to this core service so you can make a informed decision on aligning

Medium Importance
Indicates that this core service was ranked between
5th and 9th most important for the department.

Maintenance

Student Learning (0]
President H Low Importance
GpEtians Indicates that this core service was ranked between
10th and 12th most important for the department.
CcLC

Adult Education

Development

-
—_

Admissions

-
_

resources.
Department Service Gap Score .
_ Il Service Gap Score
Financial Aid [ y) Satisfaction - Importance < 0
Upward Bound -‘ When importance outweighs satisfaction,
oTA l‘ departments are being under-serviced. The larger
the gap, the greater the difference between
Youth Activities |‘| _ satisfaction and importance. Aim to close service
gaps to increase the effectiveness in these
Bookstore ‘- departments.
-
Il Service Gap Score
Residence Life ‘- Satisfaction - Importance > 0
Registatn — e
When satisfaction outweighs importance,
TLC ‘_ _ departments are satisfied with this specific core
service relative to the importance ranking. There
Nursing ‘_ _ may be room to reallocate resources, but be sure to
) ‘ maintain high satisfaction and improve medium to
Athletics | 4 A
low satisfaction in the long-term.
Human Resources ‘_
HIT ‘_ Highest Importance
Indicates that this core service was ranked between
Outreach ‘_ Tst and 4th most important for the department.
Surge Teoh —

-100% -80% -60% -40% -20% 0% 20% 40% 60% 80% 100%
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Client-Facing Technology (Service Gap Score)
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The following charts rank departments from underserved to over served for this core service. This chart allows you to see the spread of satisfaction and the Service Gap for each department related to this core service so you can make a informed decision on aligning

fesources.
Department Service Gap Score

e e :
- _\
STARS _\
P n— —
Upward Bound _‘
Adult Education _‘
Admissions -‘
President .‘
Youth Activities I‘I _
Student Learning ‘l _
-
Nursing ‘-
Bookstore ‘- _
Operations ‘_ _
Athletics ‘_ _
Residence Life ‘_
it \_ _
Surge Tech \_
Financial Aid ‘_
Registration \_
Human Resources ‘_ _
Yol \_ _
cLe \_

-100% -80% -60% -40% -20% 0% 20% 40% 60% 80% 100%

Bl Service Gap Score
Satisfaction - Importance < 0

When importance outweighs satisfaction,
departments are being under-serviced. The larger
the gap, the greater the difference between
satisfaction and importance. Aim to close service
gaps to increase the effectiveness in these
departments.

Il Service Gap Score
Satisfaction - Importance >0

When satisfaction outweighs importance,
departments are satisfied with this specific core
service relative to the importance ranking. There
may be room to reallocate resources, but be sure to
maintain high satisfaction and improve medium to
low satisfaction in the long-term.

Highest Importance
Indicates that this core service was ranked between

Tst and 4th most important for the department.

Medium Importance
Indicates that this core service was ranked between
5th and 9th most important for the department.

H Low Importance
Indicates that this core service was ranked between
10th and 12th most important for the department.
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Data Quality (Service Gap Score)

The following charts rank departments from underserved to over served for this core service. This chart allows you to see the spread of satisfaction and the Service Gap for each department related to this core service so you can make a informed decision on aligning

resources.
Department Service Gap Score .
_ Il Service Gap Score
HIT ] 2 Satisfaction - Importance < 0
Student Learning _‘ When importance outweighs satisfaction,
e I‘I _ departments are being under-serviced. The larger
the gap, the greater the difference between
Youth Activities |‘| satisfaction and importance. Aim to close service
gaps to increase the effectiveness in these
Residence Life ‘- departments
— .
. Il Service Gap Score
Operations ‘_ Satisfaction - Importance > 0
When satisfaction outweighs importance,
Outreach ‘_ _ departments are satisfied with this specific core
service relative to the importance ranking. There
Dl ‘_ _ may be room to reallocate resources, but be sure to
o ‘ maintain high satisfaction and improve medium to
Financial Aid I A
low satisfaction in the long-term.
Human Resources ‘_
N ‘_ _ Highest Importance
Indicates that this core service was ranked between
Adult Education ‘_ _ Tst and 4th most important for the department.
preice —
Medium Importance
Registration ‘_ _ Indicates that this core service was ranked between
oL ‘ - 5th and 9th most important for the department.
I
issi |
Admissions ‘ H Low Importance
A ‘_ _ Indicates that this core service was ranked between
10th and 12th most important for the department.
Atets ——
Upward Bound I
STaRS I
— I e

-100% -80% -60% -40% -20% 0% 20% 40% 60% 80% 100%
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Analytical Capability and Reports (Service Gap Score)

The following charts rank departments from underserved to over served for this core service. This chart allows you to see the spread of satisfaction and the Service Gap for each department related to this core service so you can make a informed decision on aligning

resources.
Department Service Gap Score .
_ Il Service Gap Score
HIT ] 4 Satisfaction - Importance < 0
Adult Education I‘ . When importance outweighs satisfaction,
Surge Tech I‘ departments are being urﬁer—serwced. The larger
the gap, the greater the difference between
TLC |‘ satisfaction and importance. Aim to close service
gaps to increase the effectiveness in these
Youth Activities I‘ departments
cLC |‘

Il Service Gap Score

Student Learning Satisfaction - Importance >0

Nursing
When satisfaction outweighs importance,

departments are satisfied with this specific core
service relative to the importance ranking. There

Human Resources

Upward Bound g may be room to reallocate resources, but be sure to
e maintain high satisfaction and improve medium to
low satisfaction in the long-term.
President

Maintenance

Highest Importance
Indicates that this core service was ranked between

Operations Tst and 4th most important for the department.
Athletics
Medium Importance
Outreach Indicates that this core service was ranked between
5th and 9th most important for the department.
Financial Aid
Admissions

H Low Importance
Indicates that this core service was ranked between
10th and 12th most important for the department.

Residence Life

Bookstore

N

Registration

OTA

-
—_

- — - = -

Development

-
N

-100% -80% -60% -40% -20% 0% 20% 40% 60% 80% 100%
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Devices (Service Gap Score)

College :

The following charts rank departments from underserved to over served for this core service. This chart allows you to see the spread of satisfaction and the Service Gap for each department related to this core service so you can make a informed decision on aligning

resources.

Department

Service Gap Score

Bl Service Gap Score

cLe D 1 Satisfaction - Importance < 0
Admissions _‘ When importance outweighs satisfaction,
Registration _‘ departments are being under-serviced. The larger
the gap, the greater the difference between
Nursing _‘ satisfaction and importance. Aim to close service
gaps to increase the effectiveness in these
Upward Bound _‘ departments.
Athletics -‘
Il Service Gap Score
OTA .‘ Satisfaction - Importance >0
STARS |‘| 2
When satisfaction outweighs importance,
Outreach ‘. departments are satisfied with this specific core
service relative to the importance ranking. There
Rlaicicnes ‘_ may be room to reallocate resources, but be sure to
Financial Aid ‘_ maintain high satisfaction and improve medium to
low satisfaction in the long-term.
Youth Activities ‘_
Adult Education ‘_ Highest Importance
Indicates that this core service was ranked between
Student Learning ‘_ Tst and 4th most important for the department.

HIT

Residence Life

Bookstore

Development

Human Resources

TLC 2
President
Surge Tech 1
Operations 11

-100% -80% -60% -40% -20% 0% 20% 40% 60% 80%

100%

Medium Importance
Indicates that this core service was ranked between
5th and 9th most important for the department.

H Low Importance
Indicates that this core service was ranked between
10th and 12th most important for the department.
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IT Innovation Leadership by Department Summary

IT Innovation Leadership (Service Gap Score)

The following charts rank departments from underserved to over served for this core service. This chart allows you to see the spread of satisfaction and the Service Gap for each department related to this core service so you can make a informed decision on aligning

resources.

Department

Registration

President

Upward Bound

Human Resources

Youth Activities

Surge Tech

HIT

Student Learning

TLC

Development

Athletics

STARS

Residence Life

Operations

Bookstore

Nursing

Adult Education

Maintenance

Outreach

OTA

Admissions

Financial Aid

CLC

-100% -80% -60% -40% -20% 0% 20% 40% 60% 80%
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Bl Service Gap Score
Satisfaction - Importance < 0

When importance outweighs satisfaction,
departments are being under-serviced. The larger
the gap, the greater the difference between
satisfaction and importance. Aim to close service
gaps to increase the effectiveness in these
departments.

Il Service Gap Score
Satisfaction - Importance >0

When satisfaction outweighs importance,
departments are satisfied with this specific core
service relative to the importance ranking. There
may be room to reallocate resources, but be sure to
maintain high satisfaction and improve medium to
low satisfaction in the long-term.

Highest Importance
Indicates that this core service was ranked between

Tst and 4th most important for the department.

Medium Importance
Indicates that this core service was ranked between
5th and 9th most important for the department.

H Low Importance
Indicates that this core service was ranked between
10th and 12th most important for the department.
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Network & Comm. Infrastructure by Department

Summary

Network & Comm. Infrastructure (Service Gap Score)
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The following charts rank departments from underserved to over served for this core service. This chart allows you to see the spread of satisfaction and the Service Gap for each department related to this core service so you can make a informed decision on aligning

resources.

Department

Youth Activities

Outreach

Financial Aid

STARS

TLC

Admissions

OTA

Operations

Nursing

President
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Bl Service Gap Score
Satisfaction - Importance <0

When importance outweighs satisfaction,
departments are being under-serviced. The larger
the gap, the greater the difference between
satisfaction and importance. Aim to close service
gaps to increase the effectiveness in these
departments.

Il Service Gap Score
Satisfaction - Importance >0

When satisfaction outweighs importance,
departments are satisfied with this specific core
service relative to the importance ranking. There
may be room to reallocate resources, but be sure to
maintain high satisfaction and improve medium to
low satisfaction in the long-term.

Highest Importance
Indicates that this core service was ranked between

Tst and 4th most important for the department.

Medium Importance
Indicates that this core service was ranked between
5th and 9th most important for the department.

Low Importance
Indicates that this core service was ranked between
10th and 12th most important for the department.
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The following charts rank departments from underserved to over served for this core service. This chart allows you to see the spread of satisfaction and the Service Gap for each department related to this core service so you can make a informed decision on aligning

resources.
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10th and 12th most important for the department.
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The following charts rank departments from underserved to over served for this core service. This chart allows you to see the spread of satisfaction and the Service Gap for each department related to this core service so you can make a informed decision on aligning
resources.
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Work Orders (Service Gap Score)

The following charts rank departments from underserved to over served for this core service. This chart allows you to see the spread of satisfaction and the Service Gap for each department related to this core service so you can make a informed decision on aligning

resources.
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Service Gap Score
Satisfaction - Importance < 0

When importance outweighs satisfaction,
departments are being under-serviced. The larger
the gap, the greater the difference between
satisfaction and importance. Aim to close service
gaps to increase the effectiveness in these
departments.

Service Gap Score
Satisfaction - Importance >0

When satisfaction outweighs importance,
departments are satisfied with this specific core
service relative to the importance ranking. There
may be room to reallocate resources, but be sure to
maintain high satisfaction and improve medium to
low satisfaction in the long-term.

Highest Importance
Indicates that this core service was ranked between
Tst and 4th most important for the department.

Medium Importance
Indicates that this core service was ranked between
5th and 9th most important for the department.

Low Importance
Indicates that this core service was ranked between
10th and 12th most important for the department.
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IT Policies (Service Gap Score)

The following charts rank departments from underserved to over served for this core service. This chart allows you to see the spread of satisfaction and the Service Gap for each department related to this core service so you can make a informed decision on aligning
resources.
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