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Unit Mission Statement:  
The mission of Academic Computing Services is to support the faculty, students, and staff in the use of technology in as many varied and creative ways as possible to achieve the best possible instruction, scholarship and service by making current and reliable computing and networking infrastructures available to students, faculty and staff, and through the use of emerging information and multimedia technologies. 

Unit Description: 

The mission of Academic Computing Services is integral to the college mission as we promote and support excellence and innovation in teaching, learning and research. Indirectly, through shared computing and networking services, we support all academic and administrative functions in their pursuit of the college mission. Specifically, our services are indispensable to Core Goal II, "Literacy in Information and Multimedia Technology."
1.
Academic Computing Services provides shared computing and networking services for all units of the college, both academic and administrative.  Shared computing and networking services include our router, firewall and packet shaping services which give the college access to the internet, email and web mail servers, anti-spam and anti-virus services, collaboration and file service. 
2.
Academic Computing Services provides and maintains state-of-the-art desktop computers and software for faculty offices, academic departments, the library, and student-use computer labs and classrooms.

3.
Academic Computing Services provides technical support for students, faculty, and staff using computing, networking, or learning technology.

4.
Academic Computing Services, working with and through Instructional Technology Services, provides hardware, software and projection support in college classrooms.

5.
Academic Computing Services, through Educational Technology, supports e-learning through online courses and video-conferencing.
6.
 The Director of Web Communications now reports to the office of External Relations, but Academic Computing Services remains responsible for developing interactive technology in support of the web site, and for server maintenance.

Unit Outcomes:

1.
Shared computing services and network performance will be sufficiently reliable and robust to facilitate the academic, administrative and social functions of the college community. 
2.
All computers for faculty offices, academic departments, computer labs and computer classrooms will be replaced every three years, and standard software applications will be maintained in current versions.

3.
Students, faculty, and staff will receive effective, courteous and timely technical support.
4.
Curricular and extra-curricular programs will receive a high level of computer hardware, software and projection support through Instructional Technology Services.
5.
Faculty who wish to do so can easily and effectively create and administer web-enhanced or web-based courses.  Courses may be offered through video-conferencing where it is appropriate to do so.
6.
The office of the Director of Web Communications, which reports to External Relations, will receive excellent programming, hosting and logistical support for the web site and web server.
Measure/Tool/Evidence of achievement of outcome: 

a. Measurement method (Source of assessment data and any evaluation criteria):
1. Academic Computing Services took the following steps in 2007-08 to improve shared computing and network performance:

A. We upgraded our web mail service from EmuMail to @Mail, which we believed would give us improved performance and reliability.

B. In the Fall 2007 semester it became clear that @Mail was not a satisfactory webmail service.  In January 2008 we migrated student email accounts to Google’s mail service for colleges and universities.

C. Also in the Fall 2007 semester, spam mail reaching our anti-spam gateway increased by more than 300%, to such a level that our newly-purchased Barracuda 400 could no longer keep up, and creating unacceptable latencies.  By setting our MX records to Google’s mail servers, we were able to take advantage of their anti-spam service, reducing the load on our anti-spam gateway to manageable levels.
D.
We upgraded our email (POP and SMTP) server hardware and software to Red Hat Enterprise Linux running on a new Dell 6850 server, addressing capacity and performance issues which had developed over the past one or two years.

E.
We upgraded our web server hardware and software to Red Hat Enterprise Linux running on a new Dell 2850 server.  This allows us now to take advantage of current PHP/MySQL technology to develop content management and other interactive features on the web site.

F. 
We implemented Windows Active Directory Service in anticipation of the new administrative system software.  We purchased a Dell 2950 server running Windows 2003 for this purpose. System administrator Kelly Duran attended a week-long training course in Active Directory.  Active Directory is the technology which will allow us to integrate mail, file service and interactive features on the web site with the student information system.

2. Academic Computing Services is currently responsible for approximately 450 standard desktop and laptop computers, and a common suite of standard software.  In the 2007-08 year, we 
A.
purchased and installed 129 desktop or laptop Dell computers for faculty, staff or lab use.

B. 
purchased and installed 29 desktop or laptop Apple computers faculty, staff or lab use.

C.
licensed Microsoft Office for all employees and all undergraduate students.

D.
licensed Dreamweaver for up to 500 concurrent users.

E.
licensed Symantec antivirus software for all employees and all resident students.

F.
Converted our existing SPSS statistics software license to a network license for students and faculty.

G.
licensed miscellaneous software packages as needed for specific classes.

3.
Academic Computing Services continued to provide extensive technical support to the Webmaster, who now reports to the Vice President for External Relations.  Our support included PHP/MySQL programming, server maintenance, and some routine editing and updating of content.
4.


A.
John Zaepfel responded to an estimated 260 support requests, generally within 24 hours, and made an estimated 50 visits to faculty offices.

B.
Rosemary Holmstrom responded to an estimated 1100 requests related to accounts or email lists, generally within 24 hours.

C.
John Zaepfel offered 35 workshops for learning Dreamweaver and Microsoft Office.
5.
Instructional Technology Services replaced 9 obsolete computers in classrooms.  4 single input projectors were replaced with new equipment with the capability for an additional laptop to be integrated, so that anyone with their own laptop can now project.
6.
Educational Technology Services purchased servers and ancillary equipment in anticipation of a planned upgrade to Blackboard’s Enterprise version.
b. Summary of Results (Data Collected and Analysis related to intended outcome):    

Based on 2007-08 data, the following statements were true:

1. Students responded with considerable enthusiasm to the switch to Google webmail service.  Anecdotally, they appreciate the robustness and high availability of the interface, and the effectiveness of the spam filtering.

2. Email services for faculty and staff are in need of much improvement.  POP access from offices is adequate, but web access through our existing @Mail server is poor, and both are plagued by spam which we are unable to filter with our current anti-spam gateway.  Additionally, we will be in need of mail service which can be integrated with the Datatel Portal by the end of ‘08-09.
3. Account creation continued to be a laborious and time-consuming process, while we wait for the completion of the Datatel project.  In the short run, acquisition and processing of registration information is more difficult than before. 
4. The level of satisfaction with desktop computers and end-user support from faculty and academic departments appeared to continue to be high, as a result of the implementation of the 3 year refresh program.

5. The level of satisfaction with technical support appeared to be high, reflecting adequate staffing in this area, and reflecting well on their excellent work.  The level of satisfaction with account maintenance appeared to be satisfactory, given the difficulties attendant upon the lack of an integrated student information system.
6. We experienced difficulties making simultaneous video connections to multiple for the nursing program.

7. Blackboard course creations increased 10% over ‘07-‘08 levels, from 608 to 669.
c. Action plan for change, modification, and/or improvement:   
For the year 2008-09, we are responding with the following measures:

1. Plan and implement technology in the new Center for Information, Research and Community Programs.  

2. Migrate faculty and staff email accounts to Google’s email service.  This is a considerably more complex task than the student migration, because most faculty are POP client users, and considerable configuration will be required.  Also, there will be an inevitable learning process for end-users.  However, it is clear that this will be the most cost-effective way to provide a better experience to faculty and staff users, and to provide single-sign-on access to mail and calendar services through the new Datatel Portal.

3. Work on Google APIs, methods to automate and integrate Google account creation with Active Directory, which can, in turn, be integrated with Datatel Colleague.
4.
Continue with the three-year technology refresh program:
A.
Purchase and install approximately 75 desktop or laptop computers for faculty, lab or classroom use, and another 15 computers to replace older ones in the “smart” classrooms. 

This number is reduced from previous years due to the purchase of new computers for the new Center for Information, Research and Community Programs. 
B.
Continue and upgrade software licensing agreements.  

5.
Continue excellent end-user technical support to students, faculty and staff.  

6. Implement multicasting technology on our backbone switches in order to support multiple video connections for the nursing program.

7.
Improve documentation of support activity. 

8.
Improve account maintenance through integration with the new student information system.

9. 
Put Instructional Technology Services requests online, allowing faculty and students to request equipment directly via a database-driven web form.  This will eliminate re-entry of information and improve delivery of services and accuracy of reporting.

Changes/Improvements to Assessment Plan:
1. We need better measurements of satisfaction with department services.  Improved measurements were planned in the past, but not carried out.  In 2008-09 we will initiate online surveys for

A. Student satisfaction with shared computing, network performance, technical support and workshops.

B. Satisfaction with the Blackboard Learning Management System from all constituencies.

C. Satisfaction with Smart Classroom and Instructional Technology Services from all constituencies.

2. We will better document technical support activity in Academic Computing and in Instructional Technology Services by daily logging.

Department Resources: Administrator/Staff 
1. Chris Wilson, Director of Academic Computing Services, has overall responsibility for all activities of the department.  He has been particularly involved in the development of new networking and server technologies as well as interactive and database driven services on the web site.

2. Darrell Moore, Director of Computer Support Services, has responsibility for the computer refresh program, and for supporting faculty and academic departmental staff computer users.  He also supervises Ann Marie Taggart and Chris Pack.  

3. Kelly Duran, System Administrator, has responsibility for the development and maintenance of server and network systems, including router, firewalls, domain name service, dhcp, packet-filtering, policy enforcement, anti-spam, anti-virus, mail, web, file and collaboration servers.  She has accomplished a great deal in the past year, with the result that we are now supporting more shared computing services than would normally be supported by a single person.
4. John Zaepfel is responsible for the development of new interactive and database driven services on the web site. He also continues to support Windows systems for faculty with whom he has established a relationship.  

5. Ann Marie Taggart, Lab Supervisor, is responsible for the computer lab in Canavan and provides technical support to students. Serves as the help desk for student support.  
6. Chris Pack, Computer Lab Supervisor, is responsible for the computer labs in the business and commerce building, and computer classrooms BC 204 and 207. In addition, he serves as the college's Macintosh expert, and supports the graphic design department, as well as those faculty and staff using Macintosh computers.
7. Rosemary Holmstrom, Web Editor, assists in the maintenance of web pages and is responsible for maintaining email and computer accounts for all members of the college community and maintaining email lists.

8. Tony Klejna, Director of Educational Technology, is responsible for developing, promoting and coordinating faculty and student use of educational technology, distance education and on-line learning.

9. Jim Bachraty, Director of Instructional Technology Services, is responsible for supporting technology in the classroom with audio-visual, computer and projection equipment, as well as the general audio-visual needs for administrative and student life units of the college.
The level of staffing is generally adequate for the most of the outcomes described. However, the department and the college could clearly benefit from increased staffing in the areas of system administration and web development.  In the near term the plan is to supplement the efforts of the System Administrator and the Webmaster by drawing upon the skills of others in the department.

For the academic year 2008 – 09, opening the new Center for Information, Research and Community Programs with more than 100 additional computers will necessitate the addition of another support staff position.
Department Resources: Operating and physical space resources 
The operating and physical space resources include the server room in Canavan Hall, computer labs in Canavan Hall and the Business building, and staff offices in Canavan Hall and the Business building.  The computer lab in Canavan Hall has old and somewhat makeshift furnishings, and does not present the best appearance, but will continue to be functionally adequate for one more semester, after which it will be replaced by the college’s new Center for Information, Research and Community Programs information commons.  
The operating and physical space resources are adequate for the outcomes and action plans described.
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