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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IT Satisfaction Scorecard

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.
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IT Support Breakdown

The IT Support Breakdown charts are indicators of the percent of stakeholders that fall into three important categories. Promoters
are loyal enthusiast of IT. Neutral stakeholders are satisfied but unenthusiastic about IT. Detractors are unhappy stakeholders who
can damage your reputation.
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IT Support
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+67%

Neutral (scored 7)
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IT Support
Breakdown

Net IT Support Score: Value

RRRRRRRRE

IT Support Breakdown = Supporters - Detractors

+76%

IT Relationship Satisfaction

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

0, 0,
Satisfaction with IT's understanding of your needs. 86% 4% ¢
Execution 86% 3% 4
Satisfaction with the way IT executes your requests and meets your needs. 0 ¢
Communication
83% 2% A

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

Core Service

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

Data Quality

Satisfaction with providing reliable and accurate data

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

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

Projects
Satisfaction with large department or corporate projects

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

Work Orders

Satisfaction with small requests and bug fixes

Client-Facing Technology

Satisfaction with user experience and effectiveness

Business Apps
Satisfaction with applications and functionality

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Satisfaction
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88%
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85%

85%
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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
satisfaction offer the largest area of improvement for IT to drive business value.
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IT Capacity Scorecard
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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.
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Financial Aid Development STARS Reg|strat|on Outreach Nursing President

Showing 8 of 18 departments

Projects Capacity Satisfaction

Satisfaction with the ability to get IT capacity to complete Projects

Capacity Satisfaction IT Support Breakdown: Satisfaction Support Score
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Ability to Deliver Effective Projects

Satisfaction with completed IT Projects ability to meet your business needs

Value Satisfaction IT Support Breakdown: Value Support Score
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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.
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Business Office TLC Upward Bound  Financial Aid Athletics President Development
Showing 8 of 18 departments

Capacity Needs

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

B, ——

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?"

Consistently Sometimes Not At All

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.
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Showing 8 of 18 departments
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Service Gap Score

The chart below shows a comparison of satisfaction vs. Importance for all core services. Red — : . . "
) i . ) ) - Importance Variation Core Service Satisfaction Variation
bars with a negative score indicate an underserved core service. Green bars with a positive . -
score highlight core services that are potentially over-provisioned. ) .
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Score: Satisfaction - Importance

Importance Ranking

Low Satisfaction

High Satisfaction

Min. Value

Max. Value

Importance Value
1

Standard Dev. (Low) Standard Dev. (High)

Importance Variation by Core Tool

Focusing on core services have a high degree of
consensus around a high importance score will
have a broad impact across the organization.

Satisfaction Variation by Core Tool

Outlying satisfaction scores can artificially inflate
or defalte the average satisfaction score. When
this occurs, take a closer look at specific
departments that are pulling the score down to
isolate the pain point.

Min. Satisfaction

Max. Satisfaction

Avg. Satisfaction
1

- ® |

Standard Dev. (Low) Standard Dev. (High)



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.

18% 4 100% 16% 4
IT Capacity and Value
100% 15%¢ 10%4‘ 100% 18%@ 10%¢
100% 16% 4 10% 4> 100% 16% 4 20% 4
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
( L (g
| oY e, T .
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 0
Satisfaction with IT understand your department's needs 100% 14% ¢ 20% ¢
Execution

Satisfaction with the way IT executes your requests and meets your 100% 14% ¢ 20% ¢
needs

Communication 100% 17% 4 20% 4

Satisfaction with IT communication
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Business Satisfaction and Importance for Core Services

Section Responses: 1
i Total Survey Responses: 21
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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

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

Client-Facing Technology

Satisfaction with user experience and effectiveness

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Business Apps
Satisfaction with applications and functionality

Satisfaction

100%

100%

100%

100%

100%

100%

100%

100%

100%
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60%

60%

Compared
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OVERALL SATISFACTION CLIENT-FACING TECHNOLOGY

Dept. Satisfaction: 100% Dept. Value: 100% Department Satisfaction: 90% Department Rank: 12t

"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. This really isn't your problem it's a problem for everyone else at the college. We don't keep our webpages up-to-date.

REQUIREMENTS GATHERING DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: 100% Department Rank: 4t 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?"
No additional information given. No additional information given.

BUSINESS APPS IT INNOVATION LEADERSHIP

Department Satisfaction: 60% Department Rank: 5t Department Satisfaction: 100% Department Rank: 8t

"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.



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.
93% %4‘ 16%4* 100% 18%4* 13%4‘
Value Satisfaction Compared to Org. Value Satisfaction Compared to Org.
93% 9% 4> 6% 4 100% 16% 4 10% 4
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
m % )
m 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 97% 11% * 4% ¢
Execution

Satisfaction with the way IT executes your requests and meets your 97% 11% 4 4% 4>
needs

Communication 97% 14% A 10% 4

Satisfaction with IT communication
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Business Satisfaction and Importance for Core Services

Section Responses: 3
i Total Survey Responses: 21
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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

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

Business Apps
Satisfaction with applications and functionality

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.

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

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
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Adult Education 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% °/o 20% 80% % 20%
Value Satisfaction Compared to Org. Value Satisfaction Compared to Org.
80% 4% 20% Y 80% 4% Y 20% Y
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
m Y 't
s = BN .
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 0
Satisfaction with IT understand your department's needs 80% 6% * 20% *
Execution

Satisfaction with the way IT executes your requests and meets your 90% 4% ¢ 10% *
needs

Communication 90% 7% A 10% ¥

Satisfaction with IT communication

Neosho

County
Community :

College i

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

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

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

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

Projects
Satisfaction with large department or corporate projects

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

90%

90%

90%

90%

90%

90%

80%

80%

80%

80%

80%

80%

Compared

to Org.

2% P
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8%

4% A

2% P

7%

6% b

3%

2% b

5% b

3% ¥

4% b

Importance
Ranking
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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

Capacity Satisfaction Compared to Org. Capacity Satisfaction Compared to Org.
90% %4* 10% 90% %4‘ 10%4‘
Value Satisfaction Compared to Org. Value Satisfaction Compared to Org.
90% 6% 4 15% A 90% 6% 4 10% 4
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
m ' * 't
el = BN = .
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, 0,
Satisfaction with IT understand your department's needs 90% 4% ¢ % *
Execution
Satisfaction with the way IT executes your requests and meets your 90% 4% ¢ 5% ¢
needs
mmunication
Communicatio 90% 7% A 5% N

Satisfaction with IT communication
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Business Satisfaction and Importance for Core Services

Section Responses: 1
i Total Survey Responses: 21
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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

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

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%

90%

90%

90%

90%

90%

Compared

to Org.

18% 4

4% A

7%

5%

2% P

5%

8%

4% A

2% P

7%

7%

6%

Importance
Ranking

Last Year

5% A

10% 4

10% 4

12% A

0%
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20% 4

15% 4
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15% 4



Neosho

powered by

. 5no County i .
OTA Priorities for IT B INFO~TECH

mmunity
o UTYE RESEARGCH G ROUP

College i

Business Satisfaction and Importance for Core Services

Ove ra I | M etrl CS Satisfaction 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 S | T e
the IT department. These metrics let the Core Service Satisfaction P P _ Last Year
IT leader determine at a glance if they to Org. Ranking
are meeting the needs of the business. 89 ¢ 6% ¢ S Dedk q
(o () 0 0 r 0
Satisfaction with responsiveness and effectiveness of service desk 100% 18% ¢ 3 0%
Projects 0 0 th 0
Satisfaction with large department or corporate projects 100% 15% ¢ 8 10% ¢
IT Capacity and Value Network & Comm. Infrastructure nd
pactty - 100% | 12% 4 2 10% 4

Satisfaction with reliability of comm. Systems and networks
Projects Work Orders

e R — —
Capacity Satisfaction Compared to Org. Capacity Satisfaction Compared to Org. Satisfaction with applications and functionality 100% 17% ¢ 12 10% ¢
89 0%

100% 15% ¢ 10% 90% /o o Requirements Gathering 100% 16% A gth 30%
Satisfaction with BA's ability to understand and support the business 0 0
Work Orders 0 0 th 0
100% 1 6% 1 O% 100% 1 6% 1 00/0 Satisfaction with small requests and bug fixes 95% 12% ¢ 7 % ¢
IT Policies "
Satisfaction with policy design and enforcement around security, 90% 4% 4 4 10% ¢
Capacity Metrics W Department A Organization governance, etc...
Dependency Capacity Need Shadow IT IT Innovation Leadership "
P J Satisfaction with providing opportunities for innovation and innovation 90% 5% A 6 0%
N sl N i ) leadership to improve the business
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained DeViCGS o o st o
Satisfaction with desktops, laptops, mobile devices etc. 90% 8% ¢ 1 10% ¢
IT Relationship Satisfaction Analytical Capability and Reports +
' ] _ ] Satisfaction with effective standard reports, custom reports capability, 90% 4% A 11 10% 4
Relationship Compared to Org. and the ability to generate business insights
Needs D li
A . 100% 14% 30% ata Quality 0 0 th 0
Satisfaction with IT understand your department's needs 0 0 ¢ 0 ¢ Satisfaction with providing reliable and accurate data 90% 2% ¢ 10 0%
Execution Client-Facing Technology th
0, 0, 0,
Satisfaction with the way IT executes your requests and meets your 100% 14% 4> 20% A Satisfaction with user experience and effectiveness 90% 7% A 3 10% 4
needs
mmunication
Communicatio 100% 17% 4 20% A

Satisfaction with IT communication

10



Neosho

powered by

. c onc County i .
President Priorities for IT B INFO~TECH

mmunity
e utyi RESEARGCH G ROUP

College i

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

Overall Metrics

Overall Satisfaction and Value are key

indicators of the overall impression of
Compared | Importance

the IT department. These metrics let the Core Service Satisfaction ' Last Year
IT leader determine at a glance if they to Org. Ranking
are meeting the needs of the business. ..
8% A 6% AP IT Policies "

Satisfaction with policy design and enforcement around security, 100% 14% ¢ 12 10% @

governance, etc...

Projects nd

oJects | 90% 5% 4 2 5% b

Satisfaction with large department or corporate projects

IT Capacity and Value
IT Innovation Leadership d
Projects Satisfaction with providing opportunities for innovation and innovation 90% 5% ¢ 3r 0%

leadership to improve the business
Capacity Satisfaction Compared to Org. Last Year Capacity Satisfaction Compared to Org. Last Year
°/

CoT00% 154 0% 0% 1% 30%% LTS OIS 80% | 3%% 8" 20%%

Satisfaction with small requests and bug fixes

Value Satisfaction Compared to Org. Value Satisfaction Compared to Org. Service Desk 80% 29, * 9th 20% *
()} (] (s
4% Y 6% A4
o o

Satisfaction with responsiveness and effectiveness of service desk

80% 10% 90% 10% Y
Network & Comm. Infrastructure 0 0 st 0
Satisfaction with reliability of comm. Systems and networks 80% 8% * 1 10% *
CapaCity Metrics W Department A Organization Data Quallty 0 0 th 0
. Satisfaction with providing reliable and accurate data 80% 8% * 4 20% *
Dependency Capacity Need Shadow IT
(L (_ (L Business Apps 0 0 th 0
N A N -l ) Satisfaction with applications and functionality 80% 3% ¥ / 10% ¥
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained Requirements Gathering o o th o
Satisfaction with BA's ability to understand and support the business 80% 4% * 11 10% ¢
IT Relationship Satisfaction Devices 0 0 th 0
Satisfaction with desktops, laptops, mobile devices etc. 70% 12% * 6 10% *
Relationship Compared to Org.
Analytical Capability and Reports h
Ne.eds' ' | 90% 4% ¢ 10% * Satisfaction with effective standard reports, custom reports capability, 70% 16% * 10 20% *
Satisfaction with IT understand your department's needs and the ability to generate business insights
Execution Client-Facing Technolo th
0, 0, 0,
Satisfaction with the way IT executes your requests and meets your 80% 6% ¥ 20% ¥ Satisfaction vvith%ser experiencggnd effectiveness 70% 13% ¥ 3 10%
needs
mmunication
Communicatio 80% 3% W 0%

Satisfaction with IT communication
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President 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?"

Balancing the needs of the IT department with other needs of the college in order to understand the context of the request and
the allocation of resources.

REQUIREMENTS GATHERING

Department Satisfaction: 80% Department Rank: 11t

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

More work needed in student process from application, though enrollment, financial aid and billing. Issues every semester.
Again, not ITs fault per se, but still all data flows through their river.

BUSINESS APPS

Department Satisfaction: 80% Department Rank: 7t

"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?)"

More training is needed on campus. we had a massive failure this year of email, but are taking steps to repair now. Disaster
recover lagged others but is catching up now

CLIENT-FACING TECHNOLOGY
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Community :
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Department Satisfaction: Department Rank: 5%

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

Website continues to be outdated in places. Our web portal needs better mobile interface (an app) for inside NC. Resigned is
underway and is needed.

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?"

Still waiting on my fancy enrollment reports, relying on email data. | know issues came up but | don't have an effective
enrollment dashboard. | know those cost money, but it doesn't stop me from wanting it.

IT INNOVATION LEADERSHIP

Department Satisfaction: 90% Department Rank: 3"

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

We are in the process of being paper free and improving our processes. We still have folks making changes to the database
without telling others and screwing up the data down the line, Not ITs fault but still such actions are hindering us from good
execution of information flow. We are trying new things like enhanced billing but that roll-out failed on the first attempt. Greater
oversite of data is needed at all points to achieve better results. Too many folks with the ability to make changes that are not
communicated.



Registration 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.

8% A 6% A

IT Capacity and Value

Capacity Satisfaction Compared to Org. Capacity Satisfaction Compared to Org.
90% 9% 4* 20% 90% 8% 4‘ 20% 4‘
Value Satisfaction Compared to Org. Value Satisfaction Compared to Org.
90% 6% 4 20% A 90% 6% 4 20% 4
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
m ' % 't
Il = “m 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 0
Satisfaction with IT understand your department's needs 90% 4% ¢ 20% ¢
Execution

Satisfaction with the way IT executes your requests and meets your 90% 4% ¢ 20% ¢
needs

Communication 90% 7% A 20% 4

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

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

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

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Client-Facing Technology

Satisfaction with user experience and effectiveness

Satisfaction

90%

90%

90%

90%

90%

90%

90%

90%

90%

90%

80%

N/A

Compared

to Org.

4% A

7%

8%

5%

2% P

5%

4% A

2% P

7%

6% P

2% b

0%

Importance
Ranking

9th

Last Year

20% 4

20% 4

20% 4

20% 4

20% 4

20% 4

10% 4

10% 4

20% 4

20% 4

10% 4

0%

=]
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Residence Life 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.

8% A 6% A

IT Capacity and Value

Work Orders

Capacity Satisfaction Compared to Org.
90% 9% 4* 10% 90% 8% 4* 5%
Value Satisfaction Compared to Org. Value Satisfaction Compared to Org.
90% 6% 5% P 90% 6% A 5%
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
o b b %
m e " om mme *m
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained

Projects

Capacity Satisfaction Compared to Org.

IT Relationship Satisfaction

Relationship Satisfaction Compared to Org.

Needs 0 0 0
Satisfaction with IT understand your department's needs 90% 4% ¢ 10% ¢
Execution
Satisfaction with the way IT executes your requests and meets your 90% 4% ¢ 10% ¢
needs

mmunication
Communicatio 90% 7% A 10% 4>

Satisfaction with IT communication
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Business Satisfaction and Importance for Core Services
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i Total Survey Responses: 21
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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.

Data Quality

Satisfaction with providing reliable and accurate data

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

Client-Facing Technology

Satisfaction with user experience and effectiveness

Business Apps
Satisfaction with applications and functionality

Satisfaction

90%

90%

90%

90%

90%

90%

90%

90%

80%

70%

70%

N/A

Compared

to Org.

4% A

7%

8%

5%

2% P

5%

8%

2% P

4% b

16% ¥

13% ¥

0%

Importance
Ranking

1 Oth
4th
2nd
5th
1 st
8th
6th
7th
9th
3rd
1 1th

1 zth

Last Year

5% A

5% A

5% A

7%

10% 4

15% 4

5% A

5% A

5% Y

10% N

15% ¥

0%
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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

Capacity Satisfaction Compared to Org. Capacity Satisfaction Compared to Org.
90% % % 90% 8% 4* 20% 4‘
Value Satisfaction Compared to Org. Value Satisfaction Compared to Org.
90% 6% 4 10% ¥ 90% 6% 4 10%
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
m ' § %
s e, om .
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 0
Satisfaction with IT understand your department's needs 90% 4% ¢ 0%
Execution

Satisfaction with the way IT executes your requests and meets your 100% 14% ¢ 10% ¢
needs

Communication 90% 7% A 10% ¥

Satisfaction with IT communication

Neosho
County
Community :

College i

Business Satisfaction and Importance for Core Services

Section Responses: 1
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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

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%

90%

90%

90%

90%

90%

90%

Compared

to Org.

4% A

7%

8%

5%

2% P

5%

8%

4% A

2% P

7%

7%

6%

ImR[;c;rl'iianngce Last Year
5t 30% 4
it 5% 4>
18t 0%
ik 5%
a 10% 4
gt 20%
6l 90%
fjgih 10% 4
A 10% 4
gth 40% A
i 0%
10™ 10% A

15



STARS Feedback

OVERALL SATISFACTION
Dept. Satisfaction: 90% Dept. Value: 100%

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

| still feel IT staff is stretched too thin. More student and full time staff would help with more timely service delivery. | think IT
does a good job.

REQUIREMENTS GATHERING

Department Satisfaction: 90% Department Rank: 10

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

No additional information given.

BUSINESS APPS

Department Satisfaction: 90% 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?)"

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: 90% 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: 90% Department Rank: 8t

"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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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

Overall Metrics

Overall Satisfaction and Value are key

indicators of the overall impression of
Compared | Importance

the IT department. These metrics let the Core Service Satisfaction Last Year
IT leader determine at a glance if they to Org. Ranking
are meeting the needs of the business.
8% A 4% ¥ Work Orders 0 5 th 0
Satisfaction with small requests and bug fixes 95% 12% ¢ 4 35% ¢
Service Desk 0 0 th 0
Satisfaction with responsiveness and effectiveness of service desk 90% 8% ¢ 5 40% ¢
IT Capacity and Value Network & Comm. Infrastructure 90% 29, A ond 10% 4
Satisfaction with reliability of comm. Systems and networks 0 0 0
Data Qualit th
80°/ 5% 0 20% ¢ 100°/ 18% ¢ 40% ¢ Projects d
° ° i ° ° ° J 80% | 5% g 15% 4

Satisfaction with large department or corporate projects
Value Satisfaction Compared to Org. Value Satisfaction Compared to Org.
4% Y

. . . 60 . IT Innovation Leadership "
80% 10% 4 90% 6% 4 30% 4 Satisfaction with providing opportunities for innovation and innovation 80% 5% ¥ 10 30% 4>

leadership to improve the business

Analytical Capability and Reports "
Capacity Metrics W Department A Organization Satisfaction with effective standard reports, custom reports capability, 80% 6% 12 30% 4
and the ability to generate business insights

Dependency Capacity Need Shadow IT
(L [ (_ Client-Facing Technology 0 0 th 0
_ m _ A - _ m Satisfaction with user experience and effectiveness 80% 3% 8 20% 4
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained BUSineSS AppS o o th o
Satisfaction with applications and functionality 80% 3% * 6 20% ¢
IT Relationship Satisfaction Requirements Gathering 80% 4% & 11t 30% 4
Satisfaction with BA's ability to understand and support the business 0 ° ¢
Relationship Compared to Org.
Devices 0 0 st 0
Needs 80% 6% * 10% ¢ Satisfaction with desktops, laptops, mobile devices etc. 70% 12% * 1 10% *
Satisfaction with IT understand your department's needs
) IT Policies "
Execution Satisfaction with policy design and enforcement around security, 50% 36% * 0 0%
Satisfaction with the way IT executes your requests and meets your 80% 6% * 10% ¢ governance, etc...
needs
mmunication
Communicatio 80% 3% W 20% M

Satisfaction with IT communication
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OVERALL SATISFACTION CLIENT-FACING TECHNOLOGY

Dept. Satisfaction: 90% Dept. Value: 80% Department Satisfaction: 80% 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?"
An IT website with do-it-yourself fixes to simple problems No additional information given.

REQUIREMENTS GATHERING DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: 80% Department Rank: 11t Department Satisfaction: 85% 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: 6% 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.



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.
85% °/o °/o 75% °/o °/o
Value Satisfaction Compared to Org. Value Satisfaction Compared to Org.
80% 4% 5% ¥ 75% 9% ¥ 5%
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
m % '
el BN .
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, 0,
Satisfaction with IT understand your department's needs 85% 1% * % *
Execution
Satisfaction with the way IT executes your requests and meets your 85% 1% * 0%
needs
mmunication
Communicatio 85% 2% A 5% 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

Data Quality

Satisfaction with providing reliable and accurate data

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

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

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

Devices
Satisfaction with desktops, laptops, mobile devices etc.

Client-Facing Technology

Satisfaction with user experience and effectiveness

Business Apps
Satisfaction with applications and functionality

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

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

95%

90%

85%

83%

80%

80%

80%

80%

80%

75%

75%

75%

Compared

to Org.

7%

4% A

3%

2% b

6% b

2% b

2% b

3%

3%

8%

10% N

9% b

Importance
Ranking

4th

9th

1St

6th
7th

2nd

1 zth

9th

Last Year

15% 4

10% 4

5% A

4% b

0%

0%

10% N

10% 4

0%

3%

5% A

0%
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Bookstore Feedback

OVERALL SATISFACTION
Dept. Satisfaction: 80% Dept. Value: 85%

"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: 9t

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

No additional information given.

BUSINESS APPS

Department Satisfaction: 80% 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?)"
The MBS software may not be effectively meeting all of our needs at the bookstore, but | believe this system was not selected

by IT and due to the nature of the system most of the support for the system is provided from MBS not NCCC IT. Our IT assists
as they are able.
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CLIENT-FACING TECHNOLOGY

Department Satisfaction: 80% Department Rank: 7t

"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: 92% 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: 12t

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

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% °/o % 80% % %
Value Satisfaction Compared to Org. Value Satisfaction Compared to Org.
80% 4% 10% Y 90% 6% 4 10% 4
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
m vl - %
el - = BN g |
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 0
Satisfaction with IT understand your department's needs 70% 16% * 10% *
Execution

Satisfaction with the way IT executes your requests and meets your 70% 16% * 10% *
needs

Communication 70% 13% ¥ 10% V¥

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

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

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

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

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

Devices
Satisfaction with desktops, laptops, mobile devices etc.

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

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

90%

90%

85%

80%

80%

80%

80%

80%

80%

80%

N/A

N/A

Compared

to Org.

4% A

2% P

2% P

2% b

5% b

5% b

2% b

3%

3%

4% b

0%

0%

|mR;;c;r;?nngCe Last Year
1" 0%
oy
grd 5% 4
st 0%
gth 5% Y
19t 10% ¥
g 10% 4
50 10%
6" 10% W
10" L
9th 0%
7th 0%
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OVERALL SATISFACTION CLIENT-FACING TECHNOLOGY

Dept. Satisfaction: 80% Dept. Value: 90% Department Satisfaction: 80% Department Rank: 5%

"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?"
Follow up on help tickets. No additional information given.

REQUIREMENTS GATHERING DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: 80% Department Rank: 10t 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: 80% Department Rank: 6% Department Satisfaction: 80% 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

Can't think of anything.
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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
are meeting the needs of the business.
80% 2%
IT Capacity and Value
Network & Comm. Infrastructure 0 0 st 0
Projects Work Orders Satisfaction with reliability of comm. Systems and networks 80% 8% * 1 0%

Capacity Satisfaction Compared to Org. Capacity Satisfaction Compared to Org. IT Innovation Lead ership
5% ¥ °/

Compared | Importance
P P Last Year

to Org. Ranking
80% 4% ¥ IT Policies i
Satisfaction with policy design and enforcement around security, 90% 4% ¢ 7 0%
governance, etc...

Projects 80% | 5% 8" 0%

Satisfaction with large department or corporate projects

800/ 700/ 129 * . 00/ Satisfaction with providing opportunities for innovation and innovation 80% 5% * 9th 10% @
o o 0 0 0 0 leadership to improve the business

Value Satisfaction Compared to Org. Value Satisfaction Compared to Org. Devices 80% 99 * 3rd 10% *
4% b 0%
o ("

Satisfaction with desktops, laptops, mobile devices etc.
80% 70% 14% ¥ 10% Y

Analytical Capability and Reports

. . : . . 0 0 th 0
Satisfaction with effective standard reports, custom reports capability, 80% 6% * 12 0%
and the ability to generate business insights

CapaCity Metrics W Department A Organization
Dependency CapaC|ty Need Shadow IT Satisfaction with providing reliable and accurate data 0 ° °
( (L (g
N sl EERE - . Client-Facing Technology 80% sy 100 20% 4
Not Somewhat Very  Very Somewhat Not  Consistently Sometimes Not At All Satisfaction with user experience and effectiveness Y © g
Dependent Dependent Dependent Constrained Constrained Constrained
Business A h
LSness Spbs 80% | 3% ¥ 6' 0%

Satisfaction with applications and functionality

IT Relationship Satisfaction

Requirements Gathering 0 0 th 0

Relationship Compared to Org. Satisfaction with BA's ability to understand and support the business 80% 4% 11 0%
Needs 9 9 9 Work Orders th
Satisfaction with IT understand your department's needs 80% 6% * 10% * Satisfaction with small requests and bug fixes 70% 13% * 4 0%
Execution Service Desk

0 0 nd 0
Satisfaction with the way IT executes your requests and meets your 70% 16% * 20% * Satisfaction with responsiveness and effectiveness of service desk 60% 22% * 2 20% *
needs
mmunication

Communicatio 80% 3% ¥ 10% ¥

Satisfaction with IT communication
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Human Resources 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¢ 10% 90% °/o °/o
90% 6% P 10% 4 90% 6% P 10% Y

v Department A Organization

Capacity Metrics

Dependency Capacity Need Shadow IT
m o BN -y
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 0
Satisfaction with IT understand your department's needs 100% 14% ¢ 0%
Execution

Satisfaction with the way IT executes your requests and meets your 100% 14% ¢ 0%
needs

Communication 100% 17% 4 0%

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

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

Business Apps
Satisfaction with applications and functionality

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

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

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

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

90%
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OVERALL SATISFACTION CLIENT-FACING TECHNOLOGY
Dept. Satisfaction: 80% Dept. Value: 80% Department Satisfaction: 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. Inside NC seems to load slowly quite often which can be very frustrating at times.
REQUIREMENTS GATHERING DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS
Department Satisfaction: 90% Department Rank: 12t Department Satisfaction: 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. Still a work in process. Every time Jenzebar makes an update, the reports don't always work. Don't know how to make that

better, but maybe more knowledge on what is available that we are not using due to unawareness.

BUSINESS APPS

IT INNOVATION LEADERSHIP
Department Satisfaction: 90% Department Rank: 5t

Department Satisfaction: N/A 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?)’ 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.



RSVP 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% 12%
90% 6% P 80% 4% N

v Department A Organization

Capacity Metrics

Dependency Capacity Need Shadow IT
m *m o . oy
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% 4% ¢
Execution
Satisfaction with the way IT executes your requests and meets your 90% 4% ¢ =
needs
Communication 80% 3% 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

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

Service Desk
Satisfaction with responsiveness and effectiveness of service desk

Work Orders

Satisfaction with small requests and bug fixes

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%
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90%
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RSVP 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?"

respond to Help requests a little more timely, at least respond that you'll get to it soon

REQUIREMENTS GATHERING

Department Satisfaction: 90% 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: 90% 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?)"

All fine.

Neosho
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College i

CLIENT-FACING TECHNOLOGY

Department Satisfaction: 90% Department Rank: 9t

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

not sure.
DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS
Department Satisfaction: 90% Department Rank: --

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

All fine.
IT INNOVATION LEADERSHIP
Department Satisfaction: 90% Department Rank: 12t

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

All fine.



TLC 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

IT Capacity and Value

70% 15% 10% 70% 12% 0 20%
70% 14% ¥ 10% Y 70% 14% ¥ 20% A
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
L (g
m *.u o . 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 0
Satisfaction with IT understand your department's needs 80% 6% * 20% ¢
Execution
Satisfaction with the way IT executes your requests and meets your 80% 6% * 20% ¢
needs

mmunication
Communicatio 70% 13% ¥ 20% A

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...

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

Client-Facing Technology

Satisfaction with user experience and effectiveness

Business Apps
Satisfaction with applications and functionality

Work Orders

Satisfaction with small requests and bug fixes

Projects
Satisfaction with large department or corporate projects

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.

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

90%

80%

80%

80%

80%

80%

70%

70%
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N/A

N/A

N/A

Compared

to Org.

4% A

8% W

6% b
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3% ¥

13% ¥
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0%
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0%
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OVERALL SATISFACTION

Dept. Satisfaction: Dept. Value: 80%

CLIENT-FACING TECHNOLOGY

Department Satisfaction: 80% Department Rank: 2"

n N N N f)H
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?"

Maybe more verbal or personal follow up on tickets/requests. Sometimes we get the automated message that a ticket has
been closed/resolved, but the issue is still current or the ticket says a certain timeframe but that time passes without anyone
checking in. | guess just to have some more detail about what is holding a request up, or why, would be nice.

No additional information given.

DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: 80% Department Rank: --

REQUIREMENTS GATHERING
Department Satisfaction: N/A Department Rank: 12t
"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?" No additional information given.

| don't know if | fully understand what "accurately collect requirements” is pertaining to?

IT INNOVATION LEADERSHIP

BUSINESS APPS Department Satisfaction: N/A Department Rank: 11t

Department Satisfaction: 80% Department Rank: 6%
"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.

No additional information given.



Outreach 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.

60% 22% Y 24% Y
IT Capacity and Value
80% °/o % 60% 22% 20%
90% 6% A 10% 4 60% 24% YV 20% ¥
CapaCity Metrics W Department A Organization
Dependency Capacity Need Shadow IT
L (L (g
m “m 2 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 0
Satisfaction with IT understand your department's needs 80% 6% * 10% ¢
Execution

Satisfaction with the way IT executes your requests and meets your 80% 6% * 0%
needs

Communication 50% 33% 30% ¥

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

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

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

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

Business Apps
Satisfaction with applications and functionality

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

Projects
Satisfaction with large department or corporate projects

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

Satisfaction

100%

100%

100%

100%

90%

90%

90%

90%

85%

80%

60%

90%

Compared

to Org.
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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
@ 52% ¥
IT Capacity and Value

to Org. Ranking
54% < Analytical Capability and Reports "
Satisfaction with effective standard reports, custom reports capability, 90% 4% ¢ 7 ==
and the ability to generate business insights
Client-Facing Technology 80% 3% ¥ 11t

Data Quality 0 0 th
Satisfaction with providing reliable and accurate data 90% 2% ¢ 4
Projects Work Orders Satisfaction with user experience and effectiveness
0 (o --

Satisfaction with reliability of comm. Systems and networks

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.

30% 55% 40% 42%
Devices 50% 32% ¥ 6th -
Value Satisfaction Compared to Org. Last Year Value Satisfaction Compared to Org. Last Year Satisfaction with desktops, laptops, mobile devices etc. 0 0
30% 54% ¥ 40% 44% Y Work Orders 40% 43% ¥ 3rd _
Satisfaction with small requests and bug fixes 0 °
Business Apps 40% 43% ¥ 18t .
Capacity Metrics W Department A Organization Satisfaction with applications and functionality 0 0
Dependency Capacity Need Shadow IT IT Policies th
Y (L Satisfaction with policy design and enforcement around security, 30% 56% 0 5 =
N - Lad N - . governance, etc...
Not Somewhat Very Very Somewhat Not Consistently Sometimes Not At All
Dependent Dependent Dependent Constrained Constrained Constrained Service DeSk o o nd
Satisfaction with responsiveness and effectiveness of service desk 30% 92% * 2 B
IT Relationship Satisfaction Projects 30% 559% 1ot N
Satisfaction with large department or corporate projects 0 °
Relationship Satisfaction Compared to Org.
IT Innovation Leadership "
Needs 40% 46% Vb - Satisfaction with providing opportunities for innovation and innovation 30% 55% 8 -
Satisfaction with IT understand your department's needs leadership to improve the business
Execution Requirements Gathering th
. . 0 0 -
Satisfaction with the way IT executes your requests and meets your 30% 96% * - Satisfaction with BA's ability to understand and support the business 30% 4% * 10
needs
Communication
30% 53% Y -

Satisfaction with IT communication
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OVERALL SATISFACTION CLIENT-FACING TECHNOLOGY

Dept. Satisfaction: 30% Dept. Value: 30% Department Satisfaction: 80% Department Rank: 11t

"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?"
respond to all help requests and phone calls. No additional information given.

REQUIREMENTS GATHERING DATA QUALITY, ANALYTICAL CAPABILITY AND REPORTS

Department Satisfaction: 30% Department Rank: 10t Department Satisfaction: 90% 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: 40% Department Rank: 15t Department Satisfaction: 30% Department Rank: 8t

"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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| think NCCC IT does a good job. As in any relationship, sometimes communication/understanding can be an issue, but that is usually not the case. | think some of our program requests for work directly related to serving students are thought to be staff services and we
don't get student priority service, but that doesn't happen very often. Overall | am satisfied with the work done by NCCC IT.

Small thing - the tech in my office was not exactly turnkey when | moved in - lots of little issues and | think it was months before everything worked. that didn't inspire confidence. In a larger sense | think better communication between departments is needed, including
between IT and the rest of the college. | grow tired of issues because PUG should have known, or BLANK didn't enter the fields right, or "that's a ticket to Jenzabar that was turned in 90 days ago." stuff like that. At the end of the day it is our students and our reputation that
suffers. | know IT is not to blame, but the others didn't ask me to fill out a survey so you get it instead. | get asked, "what does INSERT NAME even do here?" that's not a good sign for the job of that person. IT is like that though. No one knows your name until something
breaks, then they certainly do. Overall | am pleased with our IT department. Good work guys! However, there is always work to do to get better, but | do see some areas of improvement needed.

| am satisfied with the IT department in Chanute. I've heard the employee at the Ottawa campus is leaving due to health issues. I'm sorry to hear about his health. | hope we get someone more knowledgeable.
Overall, | have not had problems with IT completing help tickets, but sometimes things are overlooked, and followup tickets are needed.
Working in IT can be very difficult sometimes. | appreciate all the IT personnel and their hard work. Thank you!

The IT staff is friendly, knowledgeable and helpful, although sometimes it seems it takes a long time to get my Help requests addressed.



Satisfaction by Department
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Requirements Gathering by Department Summary

Requirements Gathering (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

TLC

Business Office
Nursing

Adult Education
Development
Outreach
Bookstore
Residence Life
CLC

Athletics
Upward Bound
President
Financial Aid
STARS

RSVP

OTA
Registration

Human Resources

-100%

-80%

-60%

-40%

-20%

0

% 20% 40%

o
o
=S

80%

100%

Service Gap Score

12

—
o

- -_— -_— - - -_— - -_—

—
o

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
resources.

Department Service Gap Score

Bl Service Gap Score

Development -‘

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

Residence Life |‘| 12 departments.

Bookstore I‘

Il Service Gap Score
Satisfaction - Importance >0

STARS ‘-

Adult Education ‘-

RSVP ‘-
Registration ‘-
Upward Bound ‘_

Highest Importance
. . . #
Financial Aid ‘_ - - Indicates that this core service was ranked between

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.

Tst and 4th most important for the department.
TLC —
cLC ‘_
Human Resources ‘_
President ‘—
Nursing —

Athletics ‘

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.

Outreach

OTA

-100% -80% -60% -40% -20% 0% 20% 40% 60% 80% 100%
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Client-Facing Technology (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

Human Resources
TLC

Registration

Service Gap Score

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

President departments.
Nursing B Service Gap Score
Satisfaction - Importance >0
CLC
When satisfaction outweighs importance,
departments are satisfied with this specific core
Outreach P . . Pe
service relative to the importance ranking. There
may be room to reallocate resources, but be sure to
OTA maintain high satisfaction and improve medium to
low satisfaction in the long-term.
Bookstore

Upward Bound
Athletics

Residence Life

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.

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

Adult Education
Business Office

Development
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-60%
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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

Bl Service Gap Score

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.

CLC " 7 Satisfaction - Importance < 0
. When importance outweighs satisfaction,
President ‘.

Financial Aid ‘-
Business Office ‘-
Human Resources ‘_
Athletics ‘_
Bookstore ‘_
Registration ‘_
Upward Bound ‘_
STARS —
Adult Education ‘_
Residence Life ‘_
TLC —
RSVP —

Nursing

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.

OTA 10
Development

Outreach
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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

== Bl Service Gap Score
Residence Life - 3 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.

CLC I‘
Athletics ‘-
il ‘_
Human Resources ‘_
TLC —
RSVP —
Business Office ‘_
President ‘_
TSI ‘—
Development ‘_

Nursing

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.

—
o

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.

—
o

- -
—_— N

Upward Bound

Low Importance
Indicates that this core service was ranked between

10th and 12th most important for the department.

—_
N

Financial Aid
Registration

OTA

-
—_—

STARS

Adult Education

- -_—
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Devices (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

Upward Bound I 1
oTA =

Adult Education -‘
Business Office -‘ -
Financial Aid I‘
Nursing l‘

.\.
Human Resources ‘.
.
President ‘- -
Athletics ‘-
Bookstore ‘_ -
—
STARS — 6
Residence Life ‘_ -
Registration ‘_ “
Development —

Outreach

-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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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 Service Gap Score

== Bl Service Gap Score
Business Office - 8 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.

TLC |‘

Human Resources |‘
President ‘-
oTA —

Financial Aid ‘_
STARS —
Adult Education ‘_
Residence Life ‘_
Outreach ‘—

Upward Bound ‘_

Development

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.

—
o

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

- -_— - -_—

Bookstore ‘_ 12
Low Importance
. . #
Reg'Stratlon ‘_ 10 - Indicates that this core service was ranked between
10th and 12th most important for the department.
CLC ‘_ 12
Nursing ‘_ 12
RSVP ‘_
Athletics ]
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Network & Comm. Infrastructure (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

== Bl Service Gap Score
President _ 1 Satisfaction - Importance < 0

. . . When importance outweighs satisfaction,
Financial Aid _‘

departments are being under-serviced. The larger
Lo E—

the gap, the greater the difference between
satisfaction and importance. Aim to close service
gaps to increase the effectiveness in these

Human Resources -‘ departments.
Residence Life -‘ Bl Service Gap Score
Satisfaction - Importance >0
Nursing -‘
When satisfaction outweighs importance,
departments are satisfied with this specific core
Upward Bound i P9 . . P
service relative to the importance ranking. There
) may be room to reallocate resources, but be sure to
Adult Education I maintain high satisfaction and improve medium to
low satisfaction in the long-term.
CLC I‘

KN
KN
KN
KN

Highest Importance
Indicates that this core service was ranked between

Tst and 4th most important for the department.

OTA ‘-
Bookstore ‘-
STARS ‘-
Outreach ‘-
Business Office ‘-
Athletics ‘_
Registration ‘_
RSVP ‘_
bevelopment —

-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.

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.
Department Service Gap Score
Upward Bound B 3
Registration l‘
President l‘

RSVP ‘-
Development ‘-
L —
Business Office ‘_ 12
Residence Life ‘_
Outreach ‘_
Financial Aid ‘_
cLe —
Adult Education ‘_
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Athletics ‘_
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Human Resources ‘_ 10
STARS ‘_
Nursing _
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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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Service Desk (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

Bl Service Gap Score

When importance outweighs satisfaction,
Outreach I - By
departments are being under-serviced. The larger
Financial Aid _‘

the gap, the greater the difference between
satisfaction and importance. Aim to close service
cLe I
Lo .

gaps to increase the effectiveness in these
Bookstore -‘

departments.
RSVP -‘
STARS -‘

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.

Residence Life I‘
Highest Importance
Development " Indicates that this core service was ranked between
Tst and 4th most important for the department.
Athletics ‘I
) Medium Importance
Adult Education . Indicates that this core service was ranked between

5th and 9th most important for the department.

OTA ‘-
Registration ‘_
Upward Bound ‘_
Human Resources ‘_
Nursing —
President —

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

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.

Department Service Gap Score

Business Office I 3

RSVP _‘
Financial Aid .‘
Bookstore .‘
STARS |‘

\-

:
Registration ‘-
Development ‘-
Adult Education ‘-
Residence Life ‘-
Upward Bound ‘_
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President ‘— n

Human Resources ‘_
Nursing —
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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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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

Business Office I 5
Outreach _‘

Registration
Human Resources
TLC

OTA

Upward Bound

Lo
STARS
Athletics
Financial Aid
Nursing -
Bookstore
Adult Education
Residence Life
CLC
Development
RSVP
President
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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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