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APR Report for the Year 2017-2018
2018-2019 Cycle

Section I: Program Description

IAL. Program (Select your program from the drop down list)

PRES Information Technology Services

IA2. Other Program (If your program is not on the above list, write it in here)

IB. Program Lead (Your first and last name)

Andrew Prestage

IC. Program Mission Statement

Provide the Program’s Mission Statement.

The mission of Information and Technology Services (ITS) is to recommend, coordinate and guide technology that
supports and enhances student success and student learning outcomes, by working with faculty, staff and students. ITS
is involved in every aspect of the teaching, learning and operational functions of the district.

To meet out mission we will:

* Have a strong commitment to support and promote the productive use of technology;

* Deliver technology solutions that will be secure, reliable and meet the college's needs;

* Provide information and technology that meets integrity, quality and economic standards;

* Develop positive relationships and service with all members of the college community, and;

* Promote policies and standards the protect the district.

ID. Program Summary

Provide a brief summary on the current status of the program being reviewed.

ITS provides and supports the development and use of technology throughout the district. ITS maintains the college
network infrastructure for current and future levels of technology and assists in the planning of development, testing and
costs associated with the infrastructure. ITS provides support for:

* Communications;

* Duplication;

* Information distribution;

* Networking, and;

* Mobile technology.

ITS provides safeguards for technologies used by staff, faculty and students. ITS correlates data used for departmental
and state reports and maintains the integrity of the college's administrative information systems.
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Section II: Looking Back—2017-2018

lIA. Present the Results (Rubric Criterion 3)

Provide a descriptive summary of the outcomes from the 2017-2018 cycle of program review.

1. ITS improved campus safety by replacing 7 obsolete UPS devices and associated battery packs (100% implemented).
2. ITS successfully migrated to Banner 9 (100% implemented).

3. ITS has provided limited assistance to the HR department to implement the Banner HR module. Due to other priorities,
this project has been pushed to the 2nd quarter of 2019 (20% implemented).

4. ITS met with several departments to discuss automation of manual processes utilizing Laserfiche (60% implemented).
5. ITS has improved communications relative to data governance and reporting responsibilities (100% implemented).

6. ITS has improved service orientation and communication with all user constituencies (100% implemented).

7. ITS has improved security awareness of all staff, faculty and student workers through regular communications and
phishing vulnerability assessments (100% implemented).

IIB. Probe the Results: | Wonder . . . (Rubric Criteria 1, 3)

In this section, judge whether the activities you implemented in 2017-2018 to reach your goals were effective. Did the
activities have an effect on the outcome? Please describe WHY you believe your outcomes came out the way they did.
Did you reach your goals? If yes, explain why. If you did not reach your goals, explain why.

1. Replacing obsolete UPS equipment: successful, evidenced by 0% downtime for all connected devices.

2. Migrating to Banner 9: successful -- all affected users have migrated to Banner 9.

3. Implementing HR module: partially successful due limited availability of our DBA staff member. Other projects
demanded the DBA's priority attention, limiting our ability to focus efforts on this project.

4. Automating manual processes: partially successful due to licensing restrictions, funding limitations and training
requirements associated with implementing workflow functionality.

5. Improving data governance communications: successful, evidenced by restart of data standards committee meetings.
6. improving ITS service orientation: successful, evidenced by a 60% increase in helpdesk tickets over the prior year.

7. improving security awareness: successful, evidenced by zero successful phishing attacks all year and heightened
awareness of the risks associated with clicking links and/or attachments.

lIC. Ideate Innovations: What if . . . (Rubric Criteria 1, 5)

In this section, describe activities you believe would have an effect on your 2018-2019 outcome measures.

1. The new UPS's will continue to ensure maximum uptime of equipment and eliminate the risk of phone disruption.

2. Use of Banner 9 has been institutionalized. Additional trainings will be offered to improve adoption/use of Banner 9.

3. With DBA support, the HR module should be fully implemented in 2019.

4. We will resolve problems associated with licensing restrictions in 2019 and continue working with departments to make
them aware of opportunities to automate manual processes by implementing Laserfiche functionality.

5. The ITS department will continue to attend and actively participate in 2019 data standards committee meetings.

6. The ITS department will strive to increase the number of helpdesk tickets submitted-and-resolved in 2019.

7. The ITS department will continue to conduct simulated phishing campaigns and send regular, informative messages to
all staff, informing them of the risks associated with phishing, malware and ransomware.
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Section lll: Looking Forward—2018-2019

l1l. List Your 2018-2019 Goals—Be Quantitative!

List your 2018-2019 APR goals in terms of their expected changes on the outcome measures as indicated earlier.
Each goal that requires resources, impacts other areas, or otherwise is substantive requires the submission of an APR
Goal form. Keep in mind the scoring rubric criteria:

1. The relationship between program review narrative and the APR Goal is evident and strongly supported by
evidence.

The APR Goal directly implements institutional planning document goals.
3. The outcome directly implements institutional planning outcomes, and is transferrable and/or scalable
institutionally.
4. APR Outcome indicators, methods and/or timelines use institutional measures, transferrable/scalable institutionally
5. Before/after benchmarks and timelines are completely specified, identical methods, transferrable/scalable.

1. Ensure that newly installed UPS's continue to ensure maximum uptime of equipment (as close to 100% as possible)
and eliminate the risk of phone service disruption (reduce downtime to as close to 0% as possible) in associated areas.
2. Encourage greater adoption/use of Banner 9 functionality by offering access to Banner 9 training videos and classes.
More efficient/stable use of Banner 9 will lead to increased focus of ITS resources to instructional technology initiatives.
3. Implement the Banner HR module. Implementation of the HR module will improve overall functionality of the system
due to the integrated nature of Banner.

4. Resolve Laserfiche licensing problems and seek opportunities to automate manual processes by implementing
Laserfiche functionality.

5. Continue to improve data governance by attending and actively participating in data standards committee meetings.
6. Continue to improve ITS service orientation through greater use of the ITS helpdesk.

7. Continue to improve security awareness by conducting simulated phishing campaigns and sending regular, informative
messages to all staff warning them of the risks associated with phishing, malware and ransomware.

8. Implement SSO for staff and student e-mail. Implementation of SSO for staff and student e-mail will improve security
over these resources and minimize the number of unique passwords that must be remembered.

9. Reduce the district's overall printing costs by 10%, and reduce the demand for ITS printer support by 25%, by moving
to a centralized printing environment.

10. Improve the district's reporting capabilities by upgrading Cognos from version 10 to version 11.

11. Improve access to data and information by developing a Guided Pathways electronic dashboard.

12. Improve access to and use of Banner 9 by implementing Banner 9 Self-Service functionality.
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Section IV (Optional): Evaluation of Program Review and Planning Process

IVA. Evaluation of Program Review and Program Planning Process

In this cycle of program review, what aspects of the program review and program planning process worked best and
why?

In this cycle of program review, the goals that worked best were those that were more quantifiable. Measuring success
for these goals was simpler because the data was quantifiable. For example, improving ITS department service

orientation could be measured by reviewing how many helpdesk tickets were submitted in 2018 versus in the prior year
(2017).

IVB. Evaluation of Program Review and Program Planning Process

In this cycle of program review, what aspects of the program review and program planning process would you change
and why?

In this cycle of program review, the aspects that | would consider changing would be to spread the process out a little bit.

The process of developing program goals, with all of the attendant research and data gathering to justify program goals,
is very time consuming.
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