
 

 

 

 

 
 

 
Results of the District Services Satisfaction Survey 

April 2017 
 
 
 

As part of the Rancho Santiago Community College District’s (RSCCD) district-wide planning 
process, district services conducts an ongoing assessment, similar to the colleges’ program 
review process, to promote efficiency and effectiveness.  The Planning and Organizational 
Effectiveness Committee (POE), made up of representatives from both colleges and district 
services, reviews these departmental documents and prioritizes specific recommendations prior 
to consideration by the District Council.     
 
Each department creates a portfolio that describes its department, assesses its functions and 
services (in terms of staffing, budgeting, customers and services), identifies its service initiative 
and unit outcomes as they relate to the RSCCD goals and strategic plan objectives, and resources 
(personnel, technology, and fiscal needs) to compliment the work it produces.  The two-year 
cycle of evaluation encourages department staff to regularly assess their program and the manner 
in which the needs of their clients/customers are addressed in order to maximize the 
department’s strengths and implement improvements wherever possible.  This survey was 
administered in April 2017 to be used in the initiation of the 2017-19 planning cycle. 
  
To assist staff in their assessment, members of the POE committee designed a very simple, but 
comprehensive survey of the 30 district services departments.  This document is a compilation of 
the results by department and data are organized by respondents at Santa Ana College (SAC), at 
Santiago Canyon College (SCC) and at District Operations (DO) so that departments may 
respond accordingly, should there be an imbalance of services as rated by site staff and faculty.   
 
The three hundred seventy-seven participants were diverse in terms of work site, employee 
groups and status:   
• Fifty-four percent of respondents were from SAC, 30% from SCC and 16% from DO, 
• Forty-four percent of respondents were confidential/classified, 43% faculty and 13% 
supervisory/management, and  
• Seventy-three were full-time and 27% part-time staff.  
 
Participants were also given an opportunity to make additional comments and suggestions for 
each department which are included in this report.  District Services departments will review the 
data and their progress, and address areas in need of improvement, if needed.  

 
  



 
ITS TECHNICAL SUPPORT is responsible for all classrooms and offices districtwide (including 
SAC, SCC, DO and approved satellite locations); installing software and hardware and providing 
technical expertise, providing procurement quotes, guidelines and standards to help ensure 
accessibility compliance, responding to technical service requests, and collaborating with Media 
Services department to support mediated classrooms. 
 
How often do you use the services of the ITS Technical Support? (N=353) 

19% Weekly 
34% Monthly 
16% Quarterly 
 13% Twice a Year 
  7% Once a Year 
11% Never  
 

Ratings for the ITS Technical Support 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=166) 58% 28% 12% 1% 1% 4.41 
Santiago Canyon College (N=91) 47% 32% 20% 0% 1% 4.25 
District Operations (N=51) 86% 14% 0% 0% 0% 4.86 
Total (N=308) 59% 27% 12% 1% 1% 4.44 
Staff knowledge   

    
 

Santa Ana College (N=165) 54% 35% 10% 1% 1% 4.41 
Santiago Canyon College (N=87) 46% 41% 11% 0% 1% 4.32 
District Operations (N=49) 82% 16% 2% 0% 0% 4.80 
Total (N=301) 56% 34% 9% 0% 1% 4.45 
Timeliness of response to my request(s) 

     
 

Santa Ana College (N=166) 36% 36% 21% 4% 3% 3.96 
Santiago Canyon College (N=90) 36% 28% 28% 3% 6% 3.87 
District Operations (N=50) 74% 24% 2% 0% 0% 4.72 
Total (N=306) 42% 32% 20% 3% 3% 4.06 
Availability of assistance 

     
 

Santa Ana College (N=167) 37% 34% 20% 7% 2% 3.92 
Santiago Canyon College (N=89) 33% 34% 25% 3% 6% 3.87 
District Operations (N=49) 76% 20% 4% 0% 0% 4.71 
Total (N=305) 42% 31% 19% 5% 3% 4.03 
Services provided fit the needs of my area 

     
 

Santa Ana College (N=164) 45% 35% 14% 2% 3% 4.18 
Santiago Canyon College (N=88) 35% 42% 20% 1% 1% 4.09 
District Operations (N=49) 80% 18% 2% 0% 0% 4.78 
Total (N=301) 48% 35% 14% 2% 2% 4.25 
Overall quality of services       

Santa Ana College (N=163) 47% 34% 13% 2% 3% 4.22 
Santiago Canyon College (N=90) 37% 41% 19% 0% 3% 4.11 
District Operations (N=48) 81% 17% 2% 0% 0% 4.79 
Total (N=301) 50% 34% 13% 1% 3% 4.28 
 

 



 
 
 

Additional feedback and suggestions for ITS Technical Support: 
 

• Appreciate your support. 
• As we all have been ""put-out"" with recent construction, it would be beneficial  for at least someone in 

the staff to remain in their location, as it is easy for my proximity to walk over and ask my question. I 
was left without use of my computer on two occasions recently, and the help desk was not available and 
couldn’t find anyone in the office. It took several trips for myself and a student to locate help.  
However, once someone was found the help was immediate, professional and they completely resolved 
the issue! The Staff of ITS are super great and they are a life saver! 

• Availability of appropriate hardware to areas in need. 
• They are so busy, sometimes it take a little while for them to come and take care of the issue.  Most of 

the time I don't need to contact them, because I rarely have an issue with my computer. 
• Every time I have requested IT support, they have always been excellent in solving the issues in a 

timely manner. 
• Every time I need their service, they are ready to help.   I have nothing but compliments about this 

department. Thanks. 
• Extremely friendly staff! 
• Follow up to help tickets is not usually done. There is no confirmation the work was completed or what 

was needed or what can be do to prevent errors from happening. 
• Glenn is awesome. He is very quick, friendly and a real asset to ITS 
• Glenn is great to work with.  He is courteous, patient with all my questions, his response time is quick, 

and his knowledge is excellent. 
• Glenn Lott and Rick Sturrus are both great assets to RSCCD. Thank you for all your help and 

support.  Always fast and efficient. 
• Helpdesk is very good. (3) 
• Here at the DO we have very knowledgeable and helpful staff in IT.  It is a pleasure to work with them. 
• I always get a timely response to my inquiry when I have a program, computer, or other problem. I 

know that if the problem is urgent to follow-up with a phone call once I have put in a request. 
• I am sure they do what they can with what is available to them. 
• I can't say enough about IT services at CEC. Each person has been so helpful 
• I have a few tickets that have been open for some time and they won’t respond to them. 
• I have had excellent support with any office or classroom issues with computers. I have received 

inadequate support with accessibility compliance even though I have been to training. 
• I have left messages for ITS and never heard back. This happened on several occasions. 
• I have worked with Solo and he is awesome- Thanks 
• I only recently moved to SCC. Before that, I was at another location. For one issue I had a hard time 

with the ITS person. They were vague with instructions and not helpful. Too technical and obtuse for 
no particular reason. Also I have had times when the response time was VERY LONG. Other times the 
help is very helpful, friendly, and quick. When installing multi use printers, please make sure all the 
functions work before saying ok done and leaving. Nothing more annoying to a user than having only 
one function work and finding one at a time the other 3 functions don't and having to call/email over 
and over for tech to return and basically finish the install. For the most part ITS crew is helpful and 
friendly. 

• I work for this department. 
• Internet availability 

  



 
 

• IT is an area that needs more personnel. 
• It seems to me that lately we have had IT in our office for many reasons, but it seems that the main 

reason is printer network issues. It is very frustrating to be in situations where office printers do not 
work. Also, would it be possible to know when we request a quote, how long it should take to get one? 
An ETA. 

• It will be nice if they were more accessible instead of sending emails 
• ITS does a great job in fulfilling my requests. 
• ITS is extremely helpful and is able to provide the necessary services to assist our department. 
• ITS is usually very quick to respond and resolve issues, especially through the help desk. 
• ITS needs to work with colleges to determine who does what work when it comes to placing work 

orders for work that needs to be done in the classroom and our media person.  I have placed work 
orders with ITS and they have re-directed the work order to our Admin. Services.  Finger pointing 
begins as to who should do the work. 

• ITS staff need more people skills. They are rude to people sometimes. They could take more time to let 
people explain what the technical issues are. Maybe they are overworked and do not have time, but it'll 
be useful when all the problems are known before they attempt to fix the issue once and for all. 

• Jim at the Help Desk is amazing! Solo needs to be cloned because he helps so many people in Russell 
Hall. Thank you, Gentlemen!! 

• Johnny Reyes has been great for us with any problems at OEC. He is always ready to solve problems. 
Al is helpful as well. 

• Keep up the good work. Larry from SCC ITS is great and knowledgeable employee who is always 
willing to help! 

• Many things seem to take way to long to upgrade or make changes to or add electronic processes. 
• Most of the ITS support is good you have a couple that don't want to do the work.  When we seek 

___________ assistance he is not very accommodating nor does he want to leave the office to help 
people out.  This has been consistent behavior of his for 10+ years. 

• No service on Saturdays 
• Norac has always been there for me as I teach a Film History course that frequently requires the use of 

a projector, good sound and functioning media presentation technology. Even late in the evening, he 
responds instantaneously so that my students aren't kept waiting when a glitch or bug hits the system. 
He has always come through for me and I'm very grateful to him for that! 

• Our equipment is old, and getting only the shell of the applications and online services we purchase 
make things difficult for us and also for them. SAC needs to invest more in technology to make things 
easier, run smoothly, and everything more productive for us to service our students. ITS does a great 
job trying to put out fires, and develop patches for us to work with what little we have. They are all 
great!! 

• Our ITS seems antiquated and not up to date on current educational applications. I had a smart board 
installed in my classroom and the IT person giving us the training did not know how to turn it on.  They 
had no knowledge of the different application and resources for educators. We have dabblers in 
technology and no experts in educational technology and applications. I would like to know that I can 
rely on IT to help me create interesting classes but they do not seem capable. 

• Overall, very good service. 
• SCC ITS Supervisorial response is slow and not always customer focused. 
• Service when they get here is great.  BUT getting service is tough.  These guys are way understaffed.  

They need 2-3x as many people in that department.  I do not use them as much as I should because I 
know how long the wait time is. 

  



 
 

• Sometimes I feel that instead of fully resolving technical problems, we are given ""workarounds"" to 
handle an issue without permanently taking care of it.  We have had some equipment installation 
problems and it seems that there are usually delays in getting things fixed. 

• Sometimes we don't get any response after submitting a work order, and then a few days later suddenly 
we get an update stating that repair has been completed and ticket is closed. 

• Tammy is awesome. If she doesn't know- she gets ahold of someone who does. However, I contacted 
the link for getting windows 360 on my HP laptop from digital dons, and crickets! I still haven't heard 
back from my help desk ticket. Who is running that show? 

• Thanks for all your hard work! 
• The DO ITS department is fantastic!  Very responsive.  Lee has done a terrific job with the department 

I love that we have access to Office 365 and Adobe software for home use. 
• The ITS department at SAC is fantastic! Staff are knowledgeable, friendly, and supportive. 
• The ITS Tech Support department is phenomenal! Thank you for your much appreciated work. 
• The ITS technicians at SAC have wonderful customer service skills and are professional. However, the 

quick response time to assist instructors who are in class has vanished. 
• The needs that ITS has provided for me have been done in a timely manner. 
• The Networking Team and Programming team are great! 
• The people that have come to help me out have been great and have helped me with a positive attitude 

and smile. 
• The SAC Team is very responsive to my requests. The District team is distant and invisible, not part of 

the overall team.  You only know them because of ""form letters"" to inform of districtwide efforts, 
which are not always known about at the college level. 

• The staff in ITS always shows concern for our issues and work diligently to make correct system issues 
and help us figure out user errors that we make.  Never get frustrated with us and always have a smile.  
Love our team! 

• The techs are nice and helpful once they arrive but the time for response is ridiculously long 
• There should be a ""live"" person available during business hours. It is extremely frustrating when an 

issue develops and one has to leave a voice mail or send an email. Response time is poor. 
• They are just wonderful! 
• They are very helpful and greatly appreciated by their hard work! 
• They are very responsive, with the exception of getting ink for printers. 
• They are wonderful when you can find one, but link gold at the end of a rainbow they aren't easy to pin 

down to one location 
• They hold electronics that departments have ordered on POs for an absurd amount of time. Printers, fax 

machines, tablets should all be delivered to the department and IT can then come do what they need to 
do. Our culture is evolving to be as paperless as possible meaning we need these devices to do our jobs. 
These items are NOT theirs and frequently the attitude is held that it is theirs. Not their money, not their 
machine.  There are a few (NOT ALL) member of IT who become very frustrated when technical 
questions are asked about what was installed before delivering to the department. This is not acceptable. 
Sometimes the answer to that question is ""don't worry about it, it's just stuff for us"" or ""why do you 
need to know?"" Individuals in IT are not the only individuals who are technically capable and anyone 
asking a question should not be brushed aside.     Furthermore, when we ask to please leave the old 
machine for a week until we are sure the new machine is working properly, please let us do so. We ask 
because we know that all too often something is not properly set up or the new machine breaks in some 
way, and we need our old machines to continue our jobs until the new machines are fixed. 

• They never fail to respond immediately. I really appreciate it.     One suggestion I have for the 
institution is to dedicate more help to Site Improvement fixing of web pages. I have no time for the 
level of investigation needed to ameliorate problems I don't even understand. 
 



 
 

• This is hard to rate because it depends on the individual. As a part-time instructor at night, Norac is 
extremely fast, friendly and very knowledgeable consistently through the years. The full-time staff are 
gone when I teach in a room full of computers for night classes and Saturdays. It is great to know that I 
can call on Norac if something goes wrong so I can continue teaching. Not so on Saturdays. If 
computers fail, then I'm alone with no help. All ITS staff are friendly and care about helping. Tickets 
are assigned and handled very fast. Great Help Desk ticket system. However if a problem is ""can't 
fix"" the ticket, it is closed without discussing what a possible solution could be. You can feel their 
stress and sense of very little time to help because of not having enough staff to support the huge 
campus demand. 

• Ticket requests are expedited very quickly and our reps are professional, courteous and always willing 
to go the extra mile to get what you need or improve what you have. 

• Very friendly, personable ITS professionals! 
• Very professional and quick resolution of issues 
• We need better technology in the classrooms and offices.  The white boards in B Bldg are very old. 
• We need more IT staff involved in Datatel. More knowledgeable. 
• We obviously need more IT staff. 
• With Larry leaving SCC, the campus is short a competent technician.  There was always at least one 

tech you could count on and now we have none.  I hope ITS can make a couple of good hires because 
the campus is short techs.  Everyone knows to always call the competent one and not the bad ones.  
Unfortunately, that tends to burn out the good tech and leave.  So it's become a revolving door of good 
techs at SCC.  The good techs leave for a more balanced work environment and the bad ones remain. 

• Working at Centennial Education Center ITS is very helpful, but at Santa Ana College the technical 
support rarely responds to requests and when they do they do not fulfill the request they instead address 
some separate issue. It takes weeks for a response. It would be helpful if they responded directly to the 
requestor. Also, night staff would be greatly benefited if ITS came during the evening period so that the 
technical issues could be explained. 

  



 
The ACCOUNTS PAYABLE performs the primary non-payroll disbursement function for the District. 
We process for payment the general obligations in accordance with current state and federal laws, 
education code, district policies and procedures and audit practices. We ensure the accuracy, 
completeness and appropriateness of payments made to outside vendors for goods and services, 
to staff for expense reimbursements and to students for grants, tuition refunds, stipends and other 
reimbursements. 
 
How often do you use the services of the Accounts Payable? (N=338) 

15% Weekly 
14% Monthly 
  8% Quarterly 
  7% Twice a Year 
  8% Once a Year 
48% Never  
 

Ratings for the Accounts Payable 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=86) 45% 36% 13% 5% 1% 4.20 
Santiago Canyon College (N=48) 60% 35% 2% 2% 0% 4.54 
District Operations (N=40) 73% 23% 5% 0% 0% 4.68 
Total (N=174) 56% 33% 8% 3% 1% 4.40 
Staff knowledge 

     
 

Santa Ana College (N=83) 45% 41% 12% 1% 1% 4.27 
Santiago Canyon College (N=48) 60% 38% 2% 0% 0% 4.58 
District Operations (N=40) 68% 30% 3% 0% 0% 4.65 
Total (N=171) 54% 37% 7% 1% 1% 4.44 
Timeliness of response to my request(s) 

     
 

Santa Ana College (N=85) 40% 34% 15% 5% 6% 3.98 
Santiago Canyon College (N=47) 53% 32% 11% 0% 4% 4.30 
District Operations (N=40) 65% 30% 5% 0% 0% 4.60 
Total (N=172) 49% 33% 12% 2% 4% 4.21 
Availability of assistance 

     
 

Santa Ana College (N=84) 43% 37% 12% 7% 1% 4.13 
Santiago Canyon College (N=46) 59% 24% 15% 0% 2% 4.37 
District Operations (N=40) 68% 30% 3% 0% 0% 4.65 
Total (N=170) 53% 32% 11% 4% 1% 4.32 
Services provided fit the needs of my area 

     
 

Santa Ana College (N=83) 46% 35% 13% 4% 2% 4.18 
Santiago Canyon College (N=46) 57% 33% 11% 0% 0% 4.46 
District Operations (N=40) 73% 28% 0% 0% 0% 4.73 
Total (N=169) 55% 33% 9% 2% 1% 4.38 
Overall quality of services       

Santa Ana College (N=84) 44% 38% 12% 4% 2% 4.18 
Santiago Canyon College (N=48) 58% 35% 4% 2% 0% 4.50 
District Operations (N=40) 68% 33% 0% 0% 0% 4.68 
Total (N=172) 53% 36% 7% 2% 1% 4.38 

 



 
 

Additional feedback and suggestions for Accounts Payable: 

• Everybody is great! (3) 
• Accounts Payable STAFF are always willing to help and go the extra mile to fulfill deadlines. 
• Always helpful 
• Candi and Debbie are absolutely amazing. These ladies go above and beyond the standard role of 

someone in Accounts Payable in any other company/business/industry. Ruby is greatly missed but 
Candi and Debbie are fantastic! Thank you ladies for all you do! I hope you are recognized and 
rewarded for your outstanding work! 

• Candi, Debbie, Roxana and the new staff are all so helpful and accommodating. 
• Debbie Perales is #1.  Everyone should learn from her.  She is available, approachable, and responsive 

with a smile even if it is something I need to do to complete a process.  Candi Easter is very helpful as 
well.  Don't know many others in the office - again they are distant and invisible to the college. 

• Debbie Perales, Roxana Pleitez, and Candi Easter are always so helpful whenever I need assistance 
when dealing with accounts payable issues.  Debbie has always gone above and beyond with helping 
me...and believe me, I need all the help I can get! 

• Easy to use 
• Everyone is especially knowledgeable and helpful. 
• I do this but go through the division 
• It would be great if the process such as confirming items have been received could be 

automated/streamlined more.  PO's could have more information about end users, contact details,   and 
the system could provide notes at the front screen instead of drilling down. 

• Sherri Basham should be promoted to Chancellor. She is extremely knowledgeable, responsive and 
always helpful. 

• The Accounts Payable staff is extremely knowledgeable and they are always willing to assist in getting 
payments made. They truly go above and beyond the call of duty. 

• The AP group is always willing to listen to our concerns and help us through processes if we have 
questions.  Great group of team players! 

• The conference request process is difficult. The travel agent does not provide good value. We are 
having to pay too much for airline tickets from our grant funds. 

• The whole staff is very helpful! 
• VERY helpful and professional response time and assistance. Could not be more satisfied! 
• Very poor follow-through when an account with an outside vendor (based in Canada) was involved.  

The account was forgotten when delegation of the task was passed on from individual after individual.  
There were no email correspondence to us to explain the long delay in the process (took over two 
months to resolve) when it should have taken 2-3 weeks at max to process the payment.  Extremely 
poor management and handling of the situation which gave us bad reputation as an unreliable 
school/client who is delinquent in payment. 

• Very thorough department.  I appreciate the follow-up that is always provided. 
• Way to slow creating accounts, processing budget change forms, etc. Very frustrating. 
• When I have reached out the payroll services, they have been helpful and always answer my questions. 
• When speaking to or calling AP, you sense they are understaffed and overloaded with their workload.  

Our assistance is ensuring what we submit to them is accurate and complete helps them process their 
workload and helps those requesting items to receive payments in a timely manner. 

• Would like a better way to see status of grant accounts.  More Datatel training for people who are PIs 
on grants. 

 
  



 
APPLICATION SUPPORT SERVICES is responsible for management and integration of Ellucian 
Colleague products as well as third party and custom developed software such as ImageNow, 
Attendance Tracking, and Canvas; monitoring the performance of systems, services and processes to 
maintain system stability, acting as technical liaison between campus and district departments for 
evaluating technology solutions based on strategic initiatives and needs, providing project 
implementation and post implementation support for applications and enhancements to existing systems, 
and providing State and Federal reporting support and services. 
 
How often do you use the services of the Application Support Services? (N=326) 

12% Weekly 
  7% Monthly 
  5% Quarterly 
  5% Twice a Year 
  2% Once a Year 
69% Never  
 

Ratings for the Applications Support Services 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (n=38) 32% 34% 24% 8% 3% 3.84 
Santiago Canyon College (n=28) 32% 54% 11% 4% 0% 4.14 
District Operations (n=26) 81% 19% 0% 0% 0% 4.81 
Total (n=92) 46% 36% 13% 4% 1% 4.21 
Staff knowledge 

     
 

Santa Ana College (n=37) 30% 30% 38% 0% 3% 3.84 
Santiago Canyon College (n=28) 39% 46% 14% 0% 0% 4.25 
District Operations (n=26) 77% 23% 0% 0% 0% 4.77 
Total (n=91) 46% 33% 20% 0% 1% 4.23 
Timeliness of response to my request(s) 

     
 

Santa Ana College (n=38) 18% 45% 21% 11% 5% 3.61 
Santiago Canyon College (n=28) 32% 54% 11% 4% 0% 4.14 
District Operations (n=25) 72% 20% 4% 4% 0% 4.60 
Total (n=91) 37% 41% 13% 7% 2% 4.04 
Availability of assistance 

     
 

Santa Ana College (n=38) 21% 32% 29% 13% 5% 3.50 
Santiago Canyon College (n=29) 31% 55% 10% 3% 0% 4.14 
District Operations (n=27) 70% 26% 4% 0% 0% 4.67 
Total (n=94) 38% 37% 16% 6% 2% 4.03 
Services provided fit the needs of my area 

     
 

Santa Ana College (n=37) 22% 38% 32% 8% 0% 3.73 
Santiago Canyon College (n=29) 31% 55% 14% 0% 0% 4.17 
District Operations (n=27) 78% 19% 4% 0% 0% 4.74 
Total (n=93) 41% 38% 18% 3% 0% 4.16 
Overall quality of services       

Santa Ana College (n=37) 22% 32% 27% 14% 5% 3.51 
Santiago Canyon College (n=29) 34% 52% 14% 0% 0% 4.21 
District Operations (n=27) 74% 22% 4% 0% 0% 4.70 
Total (n=93) 41% 35% 16% 5% 2% 4.08 



 
Additional feedback and suggestions for Application Support Services: 

 
• Distant and invisible; sometimes taking into consideration what is best from their point of view and 

unable to see the end users’ point of view. 
• I am pretty upset that we are moving to Canvas in the fall and we do not have access to it right now to 

start setting up our courses!!!! 
• I enjoy the regular sessions of training provided.  Sometimes we need refreshers on new procedures or 

sometimes we forget and need reminders. 
• I fix your issues for you. 
• I need assistance or training with Attendance Tracking system. 
• I'm Adjunct Faculty teaching at SAC and SCC for many years and I have never heard of these services. 

Maybe because I'm only a part-time instructor. 
• Many things seem to take way too long to add or upgrade electronic services. 
• Rock stars! 
• Seems there are updates every weekend and something always changes and makes things more difficult 
• Stuart and his team are fabulous.  Thank you for your prompt assistance. 
• Stuart's team is great. 
• The new status change form process is a problem, many glitches and when the problems are beyond 

what Application Support Services can assist with, the next step is to contact ______ in HR.  ______ 
provides zero assistance and refers you back to ITS. 

• The staff in Application Services that oversee ImageNow and Ellucian are great, but at times they are at 
the mercy of Ellucian support who is slow to respond and does not seem to know much more than most 
end users. 

• Time frame of project completion takes longer than most.  I assume this is, most likely, due to the 
nature of the beast and the priority in the overall scheme of the District's need. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
The BENEFITS DEPARTMENT manages the medical, dental, and vision plans for eligible employees 
and their dependents as well as other fringe benefits such as life insurance, Employee Assistance 
Program, Hyatt Legal, and United Pet Care. 
 
How often do you use the services of the Benefits Department? (N=324) 

  1% Weekly 
  5% Monthly 
9% Quarterly 
19% Twice a Year 
36% Once a Year 
30% Never  
 

Ratings for the Benefits Department 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=109) 58% 32% 8% 1% 1% 4.45 
Santiago Canyon College (N=65) 49% 43% 8% 0% 0% 4.42 
District Operations (N=49) 80% 20% 0% 0% 0% 4.80 
Total (N=223) 60% 33% 6% 0% 0% 4.52 
Staff knowledge 

     
 

Santa Ana College (N=106) 54% 37% 8% 1% 1% 4.42 
Santiago Canyon College (N=65) 46% 45% 9% 0% 0% 4.37 
District Operations (N=49) 73% 24% 2% 0% 0% 4.71 
Total (N=220) 56% 36% 7% 0% 0% 4.47 
Timeliness of response to my request(s) 

     
 

Santa Ana College (N=107) 53% 35% 10% 1% 1% 4.38 
Santiago Canyon College (N=64) 41% 50% 8% 0% 2% 4.28 
District Operations (N=49) 78% 22% 0% 0% 0% 4.78 
Total (N=220) 55% 36% 7% 0% 1% 4.44 
Availability of assistance 

    
  

Santa Ana College (N=106) 56% 30% 11% 1% 2% 4.37 
Santiago Canyon College (N=64) 39% 47% 14% 0% 0% 4.25 
District Operations (N=49) 73% 22% 4% 0% 0% 4.69 
Total (N=219) 55% 33% 11% 0% 1% 4.41 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=104) 55% 36% 8% 1% 1% 4.42 
Santiago Canyon College (N=64) 41% 48% 11% 0% 0% 4.30 
District Operations (N=49) 67% 31% 2% 0% 0% 4.65 
Total (N=217) 53% 38% 7% 0% 0% 4.44 
Overall quality of services       

Santa Ana College (N=108) 55% 34% 9% 1% 1% 4.41 
Santiago Canyon College (N=64) 44% 45% 11% 0% 0% 4.33 
District Operations (N=49) 76% 22% 2% 0% 0% 4.73 
Total (N=221) 56% 35% 8% 0% 0% 4.46 
 
 
 
 



 
Additional feedback and suggestions for the Benefits Department: 

 
• Although I have not used this service often, I have had a very quick and helpful response. 
• Always responsive and answer their phones.  Even though I don't need them every day, they are 

personable, approachable, and friendly.  Very helpful when it counts the most. 
• Always return calls or emails. Always helpful and kind. 
• As a new employee, I feel that navigating this department is confusing.  It seems that you need to know 

the name of the proper person to contact, and it hasn't been clear on my materials who that person is. 
• Diane Hill and Don Maus are amazing! 
• Diane Loya is ready and available to answer any questions that I may have.  Her knowledge gives me 

the answers that I need to go in the direction that serves my family best and myself. 
• Diane Loya, very kind, knowledgeable and professional. (3) 
• Fast turn around and very sincere in wanting to help. 
• Great Department, and always happy to assist. (3) 
• Great group of people.  Very caring, helpful and patient with me.  Kudos to Diane Hill, Diane Loya & 

Don Maus. 
• Great service, no complaints 
• I appreciate the Vision Plan that we have had for the past couple of years. My doctor accepts it! 
• I marked ""poor"" under ""Availability of assistance"" because it's hard to know WHO to call in the 

Benefits Department.  Also, I believe that the District has an inconsistent and arbitrary manner of 
deciding who should have to show proof of marriage and who should not.  Because I chose not to take 
the name of my husband when I married, the department made me bring in a marriage certificate.  
However, they said if I had taken my husband's last name, they wouldn't have asked me for a marriage 
certificate.  That is an example of discrimination and sexism.  It's highly problematic and it seems like a 
policy that needs to be reviewed, if it hasn't been already. 

• I miss the flex week benefits overview meetings that they use to have.  Those were very helpful. 
• I typically only utilize the services of the Benefits department at open enrollment or if I have a life 

event that may affect my benefits. 
• It would be nice to have an opportunity to get more information on all benefits we are entitled to before 

we make decisions for next year’s benefits. I know they have offered time where we can go to District 
and get information from benefits tables their representatives, where we can ask questions. It is very 
time restricted so would it be possible to receive a general frequently asked questions and answers? 
And if we have more questions in regards to specific benefits who we can call? 

• Larger window of time for open enrollment.  Informational meetings with changes to plans discussed. 
• On the average, I only contact Benefits once a year.  They are always great. 
• Only used during the enrollment period, but never had any issues with the helpfulness of this 

department in answering questions. 
• The benefits department is always very prompt and helpful in solving issues. (3) 
• The Benefits department is very professional, courteous and has a helpful spirit. 
• The entire department is very helpful.  Both Diane’s rock! 
• The staff in this department know me by name and I love the friendly customer service I receive 

whenever I call on any subject related to this department. 
• This department always assists me with a smile on their face!  Very friendly and knowledgeable. 
• Unfortunately part-time staff DO NOT get any benefits!!! (2) 
• I can never get anyone on the phone and have to try to find someone’s email. Typically, because I am 

not sure who to email my request gets passed around a few times before I am able to get my questions 
answered. Maybe it would be helpful to have an HR go to email list, something that tells us which 
individuals to contact for which inquiries? 

  



The BOOKSTORES provide the necessary educational tools to serve and benefit students, faculty 
and staff at all college locations including textbooks, course materials, office supplies and 
technology supplements. We also offer services that include a comprehensive textbook rental 
program, digital textbooks and provide alternate sources for students to purchase their course 
materials at the lowest price possible through comparison websites. 
 
How often do you use the services of the Bookstores? (N=316) 

  8% Weekly 
15% Monthly 
21% Quarterly 
14% Twice a Year 
  9% Once a Year 
33% Never  

 

Ratings for the Bookstores 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=131) 63% 22% 12% 2% 2% 4.43 
Santiago Canyon College (N=69) 71% 28% 1% 0% 0% 4.70 
District Operations (N=10) 40% 30% 30% 0% 0% 4.10 
Total (N=210) 64% 24% 10% 1% 1% 4.50 
Staff knowledge 

     
 

Santa Ana College (N=126) 60% 25% 11% 2% 2% 4.40 
Santiago Canyon College (N=69) 71% 26% 3% 0% 0% 4.68 
District Operations (N=10) 40% 30% 30% 0% 0% 4.10 
Total (N=205) 63% 25% 9% 1% 1% 4.48 
Timeliness of response to my request(s) 

     
 

Santa Ana College (N=124) 56% 29% 9% 3% 3% 4.31 
Santiago Canyon College (N=67) 70% 28% 1% 0% 0% 4.69 
District Operations (N=11) 45% 18% 18% 0% 18% 3.73 
Total (N=202) 60% 28% 7% 2% 3% 4.40 
Availability of assistance 

    
  

Santa Ana College (N=127) 54% 28% 13% 2% 3% 4.26 
Santiago Canyon College (N=68) 66% 31% 3% 0% 0% 4.63 
District Operations (N=10) 40% 30% 20% 10% 0% 4.00 
Total (N=205) 57% 29% 10% 2% 2% 4.37 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=125) 54% 26% 14% 2% 3% 4.27 
Santiago Canyon College (N=67) 66% 33% 0% 1% 0% 4.63 
District Operations (N=10) 50% 20% 30% 0% 0% 4.20 
Total (N=202) 58% 28% 10% 1% 2% 4.39 
Overall quality of services       

Santa Ana College (N=128) 55% 27% 14% 2% 2% 4.30 
Santiago Canyon College (N=68) 68% 31% 1% 0% 0% 4.66 
District Operations (N=11) 45% 18% 27% 0% 9% 3.91 
Total (N=207) 58% 28% 11% 1% 2% 4.40 
 
  



 
Additional feedback and suggestions for the Bookstores: 

 
• At SAC, the bookstore is in a trailer in a parking lot. I like that students work in the store, which helps 

them make some money while attending college. The offerings the bookstore has are weak. 
Merchandise is cheap, and I never see anyone wearing any SAC stuff. The cost of textbooks is insane, 
and faculty keep choosing the most expensive books for students that can't afford the book. This must 
have a direct impact on student success. The bookstore should make it easier to register for classes and 
buy books at the same time, or at least allow students to understand how expensive a class is when they 
sign up. That might encourage faculty to choose textbooks that will allow students to afford the class, 
and more students will register for the class.  Please, make the store more professional and more retail 
centric, with apparel and technology. At other colleges, professional bookstore operators run 
bookstores. We should look at that. 

• Best bookstore manager ever! 
• Bill Jeffery & Maria Macias at the Hawk Bookstore are so great to work with! Always a pleasure to 

know working with them will be a great collaboration! 
• Bill is always willing to help with the book issues. 
• Bill Jeffery is such a great guy. We are lucky to have him at SCC! 
• Bill Jeffery has taken care of my needs by ordering things I requested many times. He does an 

excellent job of running the SCC Bookstore. 
• Bill Jeffery and his team are amazing. 
• Chris Wild is awesome! He always tried to help us make things easier for our students. 
• Chris Wild is amazing.  He understands what customer service is and he executes it at the highest 

level. 
• Chris Wild is great to work with. He is quick to respond and is always very helpful with book 

purchases. A++ 
• Definitely understaffed but do their best! 
• Every time I need supplies, they are there to help. Thanks 
• Excellent and quick service 
• General student feedback of books sold at SAC bookstore is nearly twice as much or more in 

comparison to books purchased online or the bookstore across the street of the college.  As such, many 
students opt to skip purchasing textbooks altogether (when instructors don't give any assignments in the 
textbook) and just rely on obtaining information for the class from lectures and their notes. 

• Great job 
• Great staff!  Nothing but good things to say, each employee of the bookstore surpasses my needs 

whenever I have a need or a question. 
• Great staff! Especially Raul Quiñoñez and Chris Wild. Fast, friendly and excellent service every time! 
• Horrible! 
• I cannot complain they stand strong with their great customer service. Always willing to help. Thank 

you! 
• I don't understand why students should not be required to buy books as soon as they register for an ESL 

class. This forces teachers to sell books, keep track of the money, and since it is done in class (many 
times as the students walk in without a book) and it wastes class time, I feel that it is very unproductive.    
If the students bought the book as soon as they registered, they would have to make a relatively small 
financial commitment (probably between $25 and $35) and they would have some ""skin in the game"", 
if they decided to drop the class, which they are already attending for free. 

• I have always found the Bookstore staff to be accommodating and helpful.  Quotes are received in a 
timely manner, assistance with events and program processes are handled quickly and always with a 
smile. 

  



 
 

• I have had a Saturday class at Centennial for many years and until this semester the bookstore was open 
just once a semester on Saturday, a difficult situation for many only-weekly students; only this semester 
was it open three or four Saturdays, a definite improvement that I hope continues in the future. 

• I only work with Bill, but he goes above and beyond to support us. 
• I teach on Saturdays and the bookstore is not open for my students to get supplies (scantrons) now that 

the vending machine are empty. 
• I work closely with Chris and Raul- They are always very helpful and supportive of our dept. needs 

and our students. 
• Michelle Morales, Chris Wild, and Hector Rodriguez go above and beyond in order to ensure 

Student Services' needs our met with last minute requests for items, invoices, etc. 
• Online book orders/requests have never worked for me. 
• Outstanding service and follow up. 
• SAC Bookstore staff is fabulous.  They are responsive and approachable, always looking out for 

making it better for our students.  They treat everyone like family. 
• Service from the student workers has been average. Have not been very helpful.  Why can't we provide 

healthy snacks at the portable bookstore? Very unfortunate 
• Simply terrible. Unreliable and unprofessional. Dismissive of students. Rude. 
• Some employees are not familiar with our textbooks (for continuing ed) 
• Staff is flexible and always willing to collaborate with me to provide textbooks and supplies to my 

program participants in the most efficient approach. They are extremely sensitive to the complexities of 
program coordinating! 

• Super helpful group, especially Chris Wild! 
• The best! 
• The Bookstore use to provide timely information to the District, but since the manager left and it was 

taken over by the Student Business Office, important information/deadlines are often missed causing 
delays in the operation of other departments. 

• The CEC Bookstore Coordinator has been known to go the extra mile and hand deliver many boxes of 
books for our staff and students. Because of our location here at SAC and theirs at Centennial, this has 
been deeply appreciated. 

• The location of the bookstore does not serve the entire campus due to construction.  Not easily 
accessible.  Students cannot obtain scantrons or testing resources in a timely fashion. 

• The SCC Bookstore can use more classified assistance. Although the student assistants are helpful, I 
know that it can use more classified staffing for efficiency. 

• The student assistant lack customer service skills. 
• Wonderful in every way! 

  



 
The CASHIERS OFFICES collect and process all student enrollment fee payments and refunds, 
issue photo ID cards and handle parking permit and bus pass sales for students, faculty and staff. 
We are responsible for all Accounts Receivable and billing services for students' deferred tuition 
and scholarships for Veterans Services, Active Military, Department of Rehabilitation, Journalism, 
EOPS, Employment Development Department, PSI Business Seminars, Fire Academy, Criminal 
Justice Academy and Apprenticeship Programs. 
 
How often do you use the services of the Cashiers Offices? (N=314) 

  8% Weekly 
  8% Monthly 
11% Quarterly 
13% Twice a Year 
18% Once a Year 
42% Never  
 

Ratings for the Cashiers Offices 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=101) 50% 38% 10% 1% 1% 4.36 
Santiago Canyon College (N=68) 60% 32% 6% 1% 0% 4.51 
District Operations (N=13) 54% 31% 15% 0% 0% 4.38 
Total (N=182) 54% 35% 9% 1% 1% 4.42 
Staff knowledge 

     
 

Santa Ana College (N=99) 44% 43% 10% 2% 0% 4.30 
Santiago Canyon College (N=68) 60% 32% 7% 0% 0% 4.53 
District Operations (N=13) 46% 31% 23% 0% 0% 4.23 
Total (N=180) 51% 38% 10% 1% 0% 4.38 
Timeliness of response to my request(s) 

     
 

Santa Ana College (N=95) 51% 36% 9% 4% 0% 4.33 
Santiago Canyon College (N=67) 64% 28% 6% 1% 0% 4.55 
District Operations (N=13) 46% 15% 23% 15% 0% 3.92 
Total (N=175) 55% 31% 9% 4% 0% 4.38 
Availability of assistance 

    
  

Santa Ana College (N=99) 48% 37% 11% 2% 1% 4.30 
Santiago Canyon College (N=68) 65% 25% 10% 0% 0% 4.54 
District Operations (N=13) 46% 31% 15% 8% 0% 4.15 
Total (N=180) 54% 32% 11% 2% 1% 4.38 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=94) 50% 37% 13% 0% 0% 4.37 
Santiago Canyon College (N=67) 60% 31% 7% 1% 0% 4.49 
District Operations (N=13) 54% 23% 23% 0% 0% 4.31 
Total (N=174) 54% 34% 11% 1% 0% 4.41 
Overall quality of services       

Santa Ana College (N=100) 49% 39% 11% 1% 0% 4.36 
Santiago Canyon College (N=68) 63% 28% 7% 1% 0% 4.53 
District Operations (N=13) 54% 23% 23% 0% 0% 4.31 
Total (N=181) 55% 34% 10% 1% 0% 4.42 
 



 
Additional feedback and suggestions for the Cashiers Offices: 

 
• Always willing to accommodate our needs. Thank you for your help. 
• Christine, Wendy, & Jody are always so helpful when I have a Datatel question. The lines they take 

on at the beginning of each semester is always intense but they handle with such grace! 
• Free parking for staff, our paychecks are fairly small compared to the rest of the campus community. 
• Great! 
• I constantly use this department to rebill students fees from non-resident fees to resident fees. It is 

always a smooth process and students aren’t bounced back and forth between admission and financial 
aid and the cashiers office. 

• I only use the cashiers office to purchase movie tickets on a monthly basis or when purchasing theme 
park tickets. 

• I wish their office were open during lunch and maybe later one evening for night students and faculty 
who cannot make it to campus due to day job. Glad to have parking passes paid online now. 

• I work with the SCC Cashier's Office on a regular basis.  They are always helpful and accommodating. 
• It is just too far to walk over to drop off deposits 
• Knowledgeable, professional service 
• Love their movie tickets! 
• Only interaction is to buy a parking permit once per year. 
• Please do not abbreviate this office as the CO. We can't remember what that is! Always give the room 

number for this office as it is now in the Village. 
• Rhonda Langston and her team are a pleasure to work with. 
• Staff is friendly and helpful. 
• Tawny Canaday and Yasmina Briceño are AWESOME 
• The last time I was in the cashier's office there were 3 staff and only one helping people. The person 

helping was rude. 
• The office needs to be flexible, i.e. hours, procedures. 
• The SBO seems to have hours that are not helpful to student needs. Seems like they are closed a lot! 

Please open the SBO more regularly and stop cutting out early. 
• They seclude themselves to just their department.  They are not the friendliest bunch.  They serve others 

but do it with a smile for their friends. 
• We, at CEC, are indeed fortunate that this office is located next to us in the Village. 
• When I need information regarding student refunds, Christine Martinez is always very quick to 

respond and has solutions to just about any issue that arises. Unfortunately, the rest of the staff 
responsible for student enrollment fees and accounts receivable are not nearly as responsive to District 
requests. 

• Words cannot express how grateful I am for their outstanding service. Wendy Davis is a "Can Do" 
person that if she doesn't have an immediate answer, she will definitely follow up and never drops the 
ball.    I enjoy referring our students to this office, as well as when I need to purchase discount tickets 
for me. 

  



 
The CHANCELLOR'S OFFICE is responsible for all District Services and college operations. This 
office is also responsible for agendas, minutes, and operations of the Board of Trustees and its 
committees. The Chancellor is the chief executive officer of the district and represents the district 
in all official matters. 
 
How often do you use the services of the Chancellor’s Office? (N=315) 

  4% Weekly 
  8% Monthly 
  6% Quarterly 
  4% Twice a Year 
  6% Once a Year 
73% Never  

 

Ratings for the Chancellor’s Office 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=36) 50% 38% 10% 1% 1% 3.75 
Santiago Canyon College (N=21) 60% 32% 6% 1% 0% 4.10 
District Operations (N=22) 54% 31% 15% 0% 0% 4.73 
Total (N=79) 54% 35% 9% 1% 1% 4.11 
Staff knowledge 

     
 

Santa Ana College (N=35) 44% 43% 10% 2% 0% 3.94 
Santiago Canyon College (N=21) 60% 32% 7% 0% 0% 4.10 
District Operations (N=22) 46% 31% 23% 0% 0% 4.77 
Total (N=78) 51% 38% 10% 1% 0% 4.22 
Timeliness of response to my 
request(s) 

     
 

Santa Ana College (N=34) 51% 36% 9% 4% 0% 3.71 
Santiago Canyon College (N=20) 64% 28% 6% 1% 0% 4.05 
District Operations (N=23) 46% 15% 23% 15% 0% 4.74 
Total (N=77) 55% 31% 9% 4% 0% 4.10 
Availability of assistance 

    
  

Santa Ana College (N=35) 48% 37% 11% 2% 1% 3.71 
Santiago Canyon College (N=21) 65% 25% 10% 0% 0% 4.05 
District Operations (N=23) 46% 31% 15% 8% 0% 4.74 
Total (N=79) 54% 32% 11% 2% 1% 4.10 
Services provided fit the needs of my 
area 

    
  

Santa Ana College (N=32) 50% 37% 13% 0% 0% 3.59 
Santiago Canyon College (N=21) 60% 31% 7% 0% 0% 3.95 
District Operations (N=23) 54% 23% 23% 0% 0% 4.78 
Total (N=76) 54% 34% 11% 1% 0% 4.05 
Overall quality of services       

Santa Ana College (N=37) 49% 39% 11% 1% 0% 3.62 
Santiago Canyon College (N=21) 63% 28% 7% 1% 0% 3.95 
District Operations (N=23) 54% 23% 23% 0% 0% 4.78 
Total (N=81) 55% 34% 10% 1% 0% 4.04 

 



 
 

Additional feedback and suggestions for the Chancellor’s Office: 
 

• All of these responses are in reference to the chancellor himself and to the current Board of Trustees 
and not to their unfortunate support staff.  He and the BOT are self-serving, and the lies they all tell are 
becoming quite Trumpish, i.e., so easily proven wrong.  Facts do matter. 

• Arrogant. Privileged. Dismissive. 
• Chancellor himself assisted me, did not interact with staff. 
• Chancellor is not in touch with faculty needs workload or service to the mission and perceived as 

passive aggressive and unfriendly to faculty. 
• Chancellor seems to disrespect faculty. This response is based on the way negotiations and his response 

to those negotiations. Additionally, he was scheduled to have lunch with the entire continuing ed. part-
time faculty in January and he simply did not show up. 

• Chancellor's office is very helpful, professional, has a mentoring attitude, always willing to lend a 
teaching hand to assist you in performing your duties, knowledge of the district and to assist you in 
professional growth. 

• Debra and Anita are very helpful. 
• Debra and Anita are very responsive and helpful. 
• Debra is great. 
• Don't work with the Chancellor directly but not happy about the controversies. 
• Everyone is always helpful. 
• Excellent! 
• Faculty need a contract. Please negotiate in good faith and provide us with the contract we are 

requesting. 
• I've never met this person. 
• If we are rating the Chancellor's staff, they are excellent.  However, this is a problematic survey, 

because WHAT the Chancellor does, or does not do, is not here for us to survey.  That should be part of 
the survey as well. SO overall quality of the Chancellor, “Poor”. 

• It takes way too long to get Instructional Aides approved (on the agenda for a Board meeting, etc.).  
Everything having to do with that office is slow. 

• More transparency and good communication with college community regarding budget and goals.  
Provide a fair summary of expectations with a no-nonsense, honest approach. 

• The Chancellor is not a leader. The communications from the office are almost always justification for 
an unpopular policy.    Provide some vision...step above petty in-fighting and be a leader. 

• This group feels untouchable. A better sense of community and availability would be nice. 
• This rating is on the office staff or the Chancellor himself? 
• Very responsive to questions and any help needed. 

 

  



 
The CHILD DEVELOPMENT SERVICES is responsible for the operation of 4 childcare centers at 
District facilities (SAC, SCC, CEC, and SAC-E) through the administration of several funding 
sources, including fee for service, California State Preschool, California General Childcare, Early 
Head Start, CCAMPIS, and the Orange County Children and Families Commission. The childcare 
centers also function as lab schools for students studying human development and nursing. 
 
How often do you use the services of the Child Development Services? (N=314) 

  4% Weekly 
  3% Monthly 
  1% Quarterly 
  2% Twice a Year 
  2% Once a Year 
89% Never  
 

Ratings for the Child Development Services 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=20) 55% 20% 10% 5% 10% 4.05 
Santiago Canyon College (N=7) 43% 43% 0% 0% 14% 4.00 
District Operations (N=11) 82% 18% 0% 0% 0% 4.82 
Total (N=38) 61% 24% 5% 3% 8% 4.26 
Staff knowledge 

     
 

Santa Ana College (N=20) 50% 25% 15% 5% 5% 4.10 
Santiago Canyon College (N=7) 43% 43% 0% 0% 14% 4.00 
District Operations (N=11) 82% 18% 0% 0% 0% 4.82 
Total (N=38) 58% 26% 8% 3% 5% 4.29 
Timeliness of response to my request(s) 

     
 

Santa Ana College (N=20) 50% 25% 10% 5% 10% 4.00 
Santiago Canyon College (N=7) 43% 43% 0% 0% 14% 4.00 
District Operations (N=11) 73% 27% 0% 0% 0% 4.73 
Total (N=38) 55% 29% 5% 3% 8% 4.21 
Availability of assistance 

    
  

Santa Ana College (N=20) 50% 25% 15% 0% 10% 4.05 
Santiago Canyon College (N=7) 43% 43% 0% 0% 14% 4.00 
District Operations (N=11) 82% 18% 0% 0% 0% 4.82 
Total (N=38) 58% 26% 8% 0% 8% 4.26 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=19) 53% 21% 16% 0% 11% 4.05 
Santiago Canyon College (N=7) 29% 43% 0% 0% 29% 3.43 
District Operations (N=11) 82% 18% 0% 0% 0% 4.82 
Total (N=37) 57% 24% 8% 0% 11% 4.16 
Overall quality of services       

Santa Ana College (N=20) 50% 25% 15% 0% 10% 4.05 
Santiago Canyon College (N=7) 43% 43% 0% 0% 14% 4.00 
District Operations (N=11) 82% 18% 0% 0% 0% 4.82 
Total (N=38) 58% 26% 8% 0% 8% 4.26 
 
 



 

Additional feedback and suggestions for the Child Development Services: 

• At SCC, there was an issue with staffing of teachers, which meant that many students were shuffled 
around throughout the year. Also, the teachers put in place were not master teachers, but interns. 

• I have a child there. 
• I really wanted to use childcare services through SAC / CEC but was unable to. At CEC, I wasn't able 

to use childcare services because my family didn't qualify for financial assistance.  I also tried to use 
childcare services at SAC. I only needed care 4 days a week because of my teaching schedule.   I could 
have signed up for 5 days a week but because I didn't need full-time care and didn't need coverage all 
five days, it wasn't an economically feasible option.  I would have been paying over 800 dollars a 
month for 16 hours of childcare. I really wanted my daughter to go to preschool in the community 
where I work, but there were just too many obstacles in the way. 

• I used to take my kids there and they were great! 
• I was disappointed when the district moved to a different schedule and cost for the Child Development 

Center.  I pulled my child out before his last year because of this.  I understand that the cost needs to go 
up, that is not the problem.  The problem I did have was with the scheduling: 2 days, 3 days, or 5 days 
and the 2 days was ONLY Tuesday/Thursday and the 3 day was ONLY Monday, Wednesday, and 
Friday.  I was forced to pay for 5 days when I only needed 3 (MTW). 

• My child attends the CDC and I'm always impressed and appreciative for their OUTSTANDING help 
and support. 

• My students patiently wait for services at the Child Development Center. Poor communication for 
students waiting for childcare. 

• Our two children attended SCC CDC. The Directors and staff are very helpful, kind and excellent 
teachers to the children. 

• Staff are invisible and not known across campus.  They no longer attend SAC Management Council 
meetings. 

• The ratings address the Director and the executive director. NOT THE TEACHERS or the office staff. 
The director and executive director do not seem to understand that the school is supposed to be a lab 
school. I have NEVER had students able to use the Child Development Center for observations, child 
interviews, etc. These are activities necessary for CDEV students to complete their education. I tell my 
students not to even bother trying to get permission to do their work in the facility. When I contacted a 
master teacher at the school, she too expressed frustration at how the director and executive director 
don't want students coming in to do their assignments. Ridiculous! From what I have heard- staff is 
great! But director and executive director do not possess the skills or knowledge needed to operate a lab 
school. It is also disappointing that the school does not meet accreditation standards. 

• We work closely with this group and Janneth as well as all the directors are extremely helpful and easy 
to work with 

• When our department needs anything from Child Development Services they are typically responsive 
and provide the necessary information, as would be expected. 

  



The DEPUTY SECTOR NAVIGATOR FOR GLOBAL TRADE and LOGISTICS/CENTER FOR 
INTERNATIONAL TRADE DEVELOPMENT - OC (OC CITD) is an economic/workforce development 
program that assists California businesses to expand internationally as well as help colleges become more 
globalized. OC CITD also connects local businesses and industry partners to the faculty and students at 
the colleges via student internships, faculty externships, company tours and industry advisory 
committees that guide curriculum and program development. Additionally, the OC CITD provides 
global business and industry credential training as well as credential exam subsidies for students and 
faculty. 
 

How often do you use the services of the OC CITD? (N=311) 
  1% Weekly 
  1% Monthly 
  2% Quarterly 
  1% Twice a Year 
  1% Once a Year 
95% Never  

Ratings for the OC CITD 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=6) 50% 33% 17% 0% 0% 4.33 
Santiago Canyon College (N=2) 50% 50% 0% 0% 0% 4.50 
District Operations (N=8) 75% 13% 13% 0% 0% 4.63 
Total (N=16) 63% 25% 13% 0% 0% 4.50 
Staff knowledge 

    
  

Santa Ana College (N=6) 50% 33% 17% 0% 0% 4.33 
Santiago Canyon College (N=2) 50% 50% 0% 0% 0% 4.50 
District Operations (N=8) 75% 13% 13% 0% 0% 4.63 
Total (N=16) 63% 25% 13% 0% 0% 4.50 
Timeliness of response to my request(s) 

    
  

Santa Ana College (N=6) 50% 33% 17% 0% 0% 4.33 
Santiago Canyon College (N=2) 50% 50% 0% 0% 0% 4.50 
District Operations (N=8) 75% 13% 13% 0% 0% 4.63 
Total (N=16) 63% 25% 13% 0% 0% 4.50 
Availability of assistance 

    
  

Santa Ana College (N=6) 50% 33% 17% 0% 0% 4.33 
Santiago Canyon College (N=2) 50% 50% 0% 0% 0% 4.50 
District Operations (N=8) 75% 13% 13% 0% 0% 4.63 
Total (N=16) 63% 25% 13% 0% 0% 4.50 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=6) 50% 17% 33% 0% 0% 4.17 
Santiago Canyon College (N=2) 50% 50% 0% 0% 0% 4.50 
District Operations (N=8) 63% 25% 13% 0% 0% 4.50 
Total (N=16) 56% 25% 19% 0% 0% 4.38 
Overall quality of services       

Santa Ana College (N=6) 50% 33% 17% 0% 0% 4.33 
Santiago Canyon College (N=2) 50% 50% 0% 0% 0% 4.50 
District Operations (N=8) 75% 13% 13% 0% 0% 4.63 
Total (N=16) 63% 25% 13% 0% 0% 4.50 
 



 

Additional feedback and suggestions for OC CITD: 

• Do we even need this department? 
• If we are going into stabilization, why do we need this office?  Most employees of RSCCD do not 

know about this program. 
• No idea what the benefit of this department is. 
• Sounds cool, but it is not known amongst the general classified employees. 
• Staff is courteous and helpful when asked for resources, guidance, or services they provide. 
• Who are they and what do they do? 

 
 
  



 
The DEPUTY SECTOR NAVIGATOR FOR SMALL BUSINESS is an economic/workforce development 
program that provides funding and resources to entrepreneurs and small businesses to stimulate 
California’s economic growth. The Small Business Sector collaborates with industry and education to 
improve and expand business and entrepreneurial curriculum. We connect these businesses to the faculty 
and students at the colleges via student internships, faculty externships, company tours and industry 
advisory committees that guide curriculum and program development. 
 

How often do you use the services of the DSN Small Business? (N=309) 
  1% Weekly 
  1% Monthly 
  2% Quarterly 
  1% Twice a Year 
  2% Once a Year 
94% Never  

 

Ratings for the DSN Small Business 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=9) 56% 33% 11% 0% 0% 4.44 
Santiago Canyon College (N=3) 100% 0% 0% 0% 0% 5.00 
District Operations (N=8) 88% 0% 13% 0% 0% 4.75 
Total (N=20) 75% 15% 10% 0% 0% 4.65 
Staff knowledge 

   
0% 0%  

Santa Ana College (N=9) 56% 22% 22% 0% 0% 4.33 
Santiago Canyon College (N=3) 100% 0% 0% 0% 0% 5.00 
District Operations (N=8) 88% 0% 13% 0% 0% 4.75 
Total (N=20) 75% 10% 15% 0% 0% 4.60 
Timeliness of response to my request(s) 

   
0% 0%  

Santa Ana College (N=9) 44% 33% 22% 0% 0% 4.22 
Santiago Canyon College (N=3) 100% 0% 0% 0% 0% 5.00 
District Operations (N=8) 88% 0% 13% 0% 0% 4.75 
Total (N=20) 70% 15% 15% 0% 0% 4.55 
Availability of assistance 

   
0% 0%  

Santa Ana College (N=9) 56% 33% 11% 0% 0% 4.44 
Santiago Canyon College (N=3) 100% 0% 0% 0% 0% 5.00 
District Operations (N=8) 88% 0% 13% 0% 0% 4.75 
Total (N=20) 75% 15% 10% 0% 0% 4.65 
Services provided fit the needs of my area 

   
0% 0%  

Santa Ana College (N=9) 67% 22% 11% 0% 0% 4.56 
Santiago Canyon College (N=3) 100% 0% 0% 0% 0% 5.00 
District Operations (N=7) 86% 0% 14% 0% 0% 4.71 
Total (N=19) 79% 11% 11% 0% 0% 4.68 
Overall quality of services    0% 0%  

Santa Ana College (N=9) 56% 33% 11% 0% 0% 4.44 
Santiago Canyon College (N=3) 100% 0% 0% 0% 0% 5.00 
District Operations (N=8) 88% 0% 13% 0% 0% 4.75 
Total (N=20) 75% 15% 10% 0% 0% 4.65 

 
 



 

Additional feedback and suggestions for the DSN Small Business: 

• Elizabeth is amazing; I highly value her efforts and assistance. 
• Excellent awareness of upcoming events, workshops and benefits of the Small Business Sector. 
• I had no idea this existed within RSCCD. 
• No idea what the benefit of this department is. 
• Sounds good - have no relations with that department. 
• What does this office do? Does it report to the colleges of their success or failures?? Does it share with 

the rest of the employees the mission statement? 
• Who? 

  



The DISTRICT RESEARCH, PLANNING and INSTITUTIONAL EFFECTIVENESS DEPARTMENT 
conducts and coordinates research about the District and its colleges for a wide variety of users. 
Oversees and facilitates districtwide planning framework and procedures, coordinates planning 
timelines and documents districtwide processes and progress. Serves as district liaison to colleges for 
accreditation reviews, self-evaluation and data/reports. Coordinates and completes state and federal 
mandates (including government reporting, support of grant-funded programs), validates course 
placement tests used at colleges and coordinates projects conducted by non-District researchers using 
students and/or staff as subjects.  
 
How often do you use the services of the District Research, Planning and Institutional Effectiveness 
Department? (N=308) 

  2% Weekly 
  5% Monthly 
  8% Quarterly 
10% Twice a Year 
  9% Once a Year 
66% Never  

Ratings for the District Research, Planning 
and Institutional Effectiveness Department 

Excellent Good Average Below 
Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=30) 59% 25% 14% 2% 0% 4.41 
Santiago Canyon College (N=31) 61% 29% 6% 3% 0% 4.48 
District Operations (N=29) 83% 0% 11% 6% 0% 4.61 
Total (N=90) 64% 22% 11% 3% 0% 4.47 
Staff knowledge 

     
 

Santa Ana College (N=30) 58% 31% 12% 0% 0% 4.46 
Santiago Canyon College (N=31) 66% 25% 6% 3% 0% 4.53 
District Operations (N=29) 83% 0% 11% 6% 0% 4.61 
Total (N=90) 65% 24% 10% 2% 0% 4.51 
Timeliness of response to your request(s) 

     
 

Santa Ana College (N=30) 51% 25% 18% 4% 2% 4.20 
Santiago Canyon College (N=31) 58% 29% 10% 3% 0% 4.42 
District Operations (N=29) 78% 6% 11% 6% 0% 4.56 
Total (N=90) 58% 23% 14% 4% 1% 4.33 
Availability of assistance 

    
  

Santa Ana College (N=30) 48% 29% 17% 4% 2% 4.17 
Santiago Canyon College (N=31) 55% 33% 9% 3% 0% 4.39 
District Operations (N=29) 72% 11% 11% 6% 0% 4.50 
Total (N=90) 54% 27% 14% 4% 1% 4.30 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=30) 48% 27% 19% 4% 2% 4.15 
Santiago Canyon College (N=31) 55% 32% 13% 0% 0% 4.42 
District Operations (N=29) 78% 6% 6% 11% 0% 4.50 
Total (N=90) 55% 25% 15% 4% 1% 4.30 
Overall quality of services       

Santa Ana College (N=30) 50% 29% 17% 2% 2% 4.23 
Santiago Canyon College (N=31) 58% 30% 12% 0% 0% 4.45 
District Operations (N=29) 78% 6% 6% 11% 0% 4.50 
Total (N=90) 57% 25% 14% 3% 1% 4.35 



 
Additional feedback and suggestions for District Research, Planning and Institutional Effectiveness  
Department: 
 

• Excellent awareness and communication of surveys and invitations to provide employee input. 
• Great team! 
• I am amazed at the guidance Nga gives in helping me with data for my work with the high schools. 
• I really don't see much research or real planning from this department. 
• I use the services of Nga, Christina and Janet on a regular basis.  They are always responsive and 

helpful. 
• It is a pleasure to work with Nga and the entire staff. 
• It's problematic that you can receive a grant that you've worked so hard to earn, and then have to give 

the District office part of your grant money, even though that office did little, if anything, to help you 
earn the grant.  Why is that the case? 

• Many years ago when I began teaching a Saturday class at Centennial I could see the obvious progress 
of my students who could attend only on the weekends month after month; the misguided guidelines 
that dumped the classes for three months in summer were an unfortunate flaw in planning and 
effectiveness in our program.  But why should we resign ourselves to the situation as an un-improvable 
blunder?  Others may agree with me that progress can sometimes be an option. 

• Nga is always so helpful and ready to assist in any needs that I have. 
• Nga Pham is amazing! We wish we had more interaction with her at SAC but are grateful to have our 

own research office. 
• Nga Pham is excellent in everything she helps me with and the information she provides. 
• Nga Pham is the only person I have connected with and she responds quickly and appropriately.  

Others in the department are unknown.  It is not seen how they support the colleges; they seem to be a 
department for the district and not a collaboration of the college and district. 

• Provides no useful information to keep district apprised of enrollment, marketing efforts, and research 
results related to students both current and future unless you specifically request it.  Usually the answer 
is “why do you need that”.  Hence the colleges having to hiring their own researchers. 

• The district research department needs more staff to respond to requests in a timely manner. They are 
extremely understaffed. 

• The staff is wonderful. 
• They are a small office, but they help us greatly on our reports/data needs. 
• They continue to help us even though we have our own researchers that I am told are not available to 

assist me.  Excellent services. 
• When we have questions about timelines or specific questions about the proper way to fill out forms 

they send out, they don't seem to have much useful feedback. At times they will send out a 
questionnaire to complete, and then several weeks later send a revised version to complete which 
results in significant inefficiencies especially for those departments that complete requests in a timely 
manner. 

 
 
  



 
The FACILITIES PLANNING, CONSTRUCTION AND SUPPORT SERVICES provide oversight and 
management for all district facilities including capital facility outlay projects, renovation, new 
construction, maintenance and operations. Our staff provide guidance and oversee compliance for 
activities in planning, design, agency approvals, scheduled and preventative maintenance, hiring of 
consultants and contractors, oversee bidding and project delivery, assist in project budgeting and 
accounting, ensure Division of State Architect approvals and certification, and meet the office of the State 
Chancellor's requirements and annual deadlines. 
 
How often do you use the services of the Facilities Planning, Construction and Support Services? (N=308) 

10% Weekly 
10% Monthly 
  9% Quarterly 
  3% Twice a Year 
  4% Once a Year 
64% Never  

Ratings for the Facilities Planning, 
Construction and Support Services 

Excellent Good Average Below 
Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=52) 38% 33% 12% 8% 10% 3.83 
Santiago Canyon College (N=24) 33% 42% 21% 4% 0% 4.04 
District Operations (N=30) 83% 13% 0% 3% 0% 4.77 
Total (N=106) 50% 29% 10% 6% 5% 4.14 
Staff knowledge 

     
 

Santa Ana College (N=52) 38% 33% 15% 4% 10% 3.87 
Santiago Canyon College (N=25) 52% 24% 20% 4% 0% 4.24 
District Operations (N=29) 86% 14% 0% 0% 0% 4.86 
Total (N=106) 55% 25% 12% 3% 5% 4.23 
Timeliness of response to my request(s) 

     
 

Santa Ana College (N=50) 28% 32% 20% 8% 12% 3.56 
Santiago Canyon College (N=24) 29% 38% 17% 8% 8% 3.71 
District Operations (N=30) 67% 30% 0% 0% 3% 4.57 
Total (N=104) 39% 33% 13% 6% 9% 3.88 
Availability of assistance 

    
  

Santa Ana College (N=52) 29% 23% 27% 8% 13% 3.46 
Santiago Canyon College (N=24) 33% 25% 25% 8% 8% 3.67 
District Operations (N=30) 73% 23% 0% 3% 0% 4.67 
Total (N=106) 42% 24% 19% 7% 8% 3.85 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=52) 29% 31% 19% 12% 10% 3.58 
Santiago Canyon College (N=25) 40% 32% 16% 12% 0% 4.00 
District Operations (N=30) 80% 17% 0% 3% 0% 4.73 
Total (N=107) 46% 27% 13% 9% 5% 4.00 
Overall quality of services       

Santa Ana College (N=52) 29% 33% 17% 12% 10% 3.60 
Santiago Canyon College (N=26) 38% 27% 23% 12% 0% 3.92 
District Operations (N=30) 80% 17% 0% 3% 0% 4.73 
Total (N=108) 45% 27% 14% 9% 5% 3.99 

 



 
 

Additional feedback and suggestions for Facilities Planning, Construction and Support Services: 

• A vast improvement compared to the staffing and knowledge of this department 5-7 years ago. 
• Carri Matsumoto, Darryl Taylor, and Simone Wolfe are very professional and get the job done!  

They are a very good team that I enjoy working with. 
• Carrie, Darryl, Alex and the staff are a very positive, helpful group.  I work with them directly and 

often and their positive attitudes, knowledge and hard work are appreciated. 
• Do not work directly with the district services but it does take a long time for repair requests at SAC 
• Excellent services!!! 
• Facilities goes above and beyond when asked for assistance especially with all the planning and 

remodeling at the District office. 
• First and foremost, the bathrooms at Santa Ana College are atrocious. Furthermore, Maintenance and 

Operations staff do the bare minimum for any request and it takes weeks or months to get them to 
complete the request. We have several areas on campus in which parts of the ceiling are coming down, 
there are holes in walls, and stucco/spackle hanging off interior and exterior walls. 

• For the most part, facilities staff work with colleges, however, they work on a business schedule and do 
not take into consideration the life of a student or the academic calendar.  They need to learn more 
about the campus needs and address them more appropriately. 

• Getting definitive, time-efficient answers is next to impossible.  We are told by them, to go to them for 
almost everything and then it gets pushed back to the campus to resolve.  This is not helpful. 

• Have you tried navigating SAC lately? Or for the last two years?  Then you understand. 
• I have noticed that the overall M&O Dept. has decreased in size, over the last 10 years particularly. It 

seems that with all the growth on campus, that the staff who maintains it would also grow, not decrease 
in size. The Maintenance Department has always been there when we needed them and I have noticed 
that not all the classrooms are being cleaned the way they used to. I have heard they have less 
custodians working the overnight shift, which is the only time the rooms can be accessed to be cleaned 
without interrupting classes.    With that said, I think that the Maintenance and Grounds Dept. both do 
an exemplary job considering their diminutive size as compared with the other Colleges and 
Universities I have visited. 

• I like the weekly e-mails with construction updates. 
• It issued e-blasts about the construction immediately as necessary which helps students and staff 

maneuver around the construction easier. 
• Maintenance is not much more than emptying trash.  Need to vacuum classrooms, fix electrical hazards, 

missing ceiling tiles, etc. 
• Maintenance personnel do not clean our bathroom or classrooms well. The classrooms are never dusted, 

and the cabinets and desks have to be cleaned by instructors. The bathrooms really need a deep 
cleaning. We should not have to feel like we are afraid to use our restroom at work. Repairs are very 
slow to occur. 

• Not collegial. 
• The campus faculty and probably classified staff would really appreciate hearing what is going on with 

the deferred maintenance and path of travel accommodations/ corrections for ADA here at SCC. 
• The entire staff is great.  Carri was a great hire!  She has put together a great team. 
• The majority of the facilities department is extremely knowledgeable about the construction process. At 

times the response time and availability of assistance varies depending on who within the department is 
responsible for the task. 
 
 

 



 
 

• They are a very busy department but they all get along well. Good atmosphere 
• This ongoing construction saga at SAC is one problem after another and way beyond the anticipated 

date of completion.  Our students and staff have been resilient.  Who is paying for this nightmare? Are 
the taxpayers aware of the extent on money involved? 

• Use only as a result of construction impact and needed mitigation.  Initially, pedestrian signage and 
information on changes in construction activity and changing conditions was very lacking. It has 
improved during Spring 2017 semester emails on changing conditions and signage is much more 
available. 

• We have been trying to get vending machines out in the V building for our students- I am not sure if 
this is the right department, but it is taking a very long time and it is important. 

• We need more maintenance staff to keep our campus clean. The construction at SAC has been difficult 
for all on campus. Bathrooms need more frequents cleaning. Thank you. 

• When I have contacted John Martinez, he has assisted in a timely fashion. 
• The staff is mixed. Some helpful, some not.  
• The maintenance employees are THE BEST!! 

 

 

  



 
The FISCAL, BUDGET, AND ACCOUNTING SERVICES ensure all district accounts and funds 
undergo an annual independent financial audit and follow-up and resolve any related audit issues. 
We prepare a variety of financial and investment reports, forecasts and projections, cash flow statements, 
and various other information, calculations and reports for use by internal and external users. We 
prepare the annual budget assumptions for review and discussion with the Fiscal Resources Committee, 
establish the revenue budgets, and provide the campuses with their expenditure allocations. 
 
How often do you use the services of the Fiscal, Budget, and Accounting Services? (N=302) 

12 % Weekly 
11% Monthly 
  6% Quarterly 
  5% Twice a Year 
  5% Once a Year 
62% Never  

 

Ratings for the Fiscal, Budget, and 
Accounting Services 

Excellent Good Average Below 
Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=50) 30% 40% 20% 8% 2% 3.88 
Santiago Canyon College (N=27) 48% 33% 15% 4% 0% 4.26 
District Operations (N=33) 58% 30% 9% 0% 3% 4.39 
Total (N=110) 43% 35% 15% 5% 2% 4.13 
Staff knowledge 

     
 

Santa Ana College (N=51) 29% 49% 10% 8% 4% 3.92 
Santiago Canyon College (N=27) 52% 41% 7% 0% 0% 4.44 
District Operations (N=33) 64% 27% 6% 3% 0% 4.52 
Total (N=111) 45% 41% 8% 5% 2% 4.23 
Timeliness of response to my request(s) 

     
 

Santa Ana College (N=51) 27% 47% 12% 12% 2% 3.86 
Santiago Canyon College (N=27) 37% 41% 19% 0% 4% 4.07 
District Operations (N=32) 66% 28% 3% 3% 0% 4.56 
Total (N=110) 41% 40% 11% 6% 2% 4.12 
Availability of assistance 

    
  

Santa Ana College (N=50) 28% 46% 14% 8% 4% 3.86 
Santiago Canyon College (N=28) 39% 39% 18% 0% 4% 4.11 
District Operations (N=33) 61% 36% 0% 3% 0% 4.55 
Total (N=111) 41% 41% 11% 5% 3% 4.13 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=49) 29% 45% 14% 8% 4% 3.86 
Santiago Canyon College (N=28) 39% 43% 14% 0% 4% 4.14 
District Operations (N=32) 63% 31% 3% 3% 0% 4.53 
Total (N=109) 41% 40% 11% 5% 3% 4.13 
Overall quality of services       

Santa Ana College (N=49) 27% 49% 12% 8% 4% 3.86 
Santiago Canyon College (N=27) 41% 41% 19% 0% 0% 4.22 
District Operations (N=33) 61% 33% 3% 3% 0% 4.52 
Total (N=109) 40% 42% 11% 5% 2% 4.15 

 



 

Additional feedback and suggestions for Fiscal, Budget, and Accounting Services: 

• Better communication college-wide. 
• Excellent help in preparation of the college's Annual Fiscal Report for ACCJC. 
• I have been in contact with someone in this office since I need an account for our center. There has 

been no response to my emails over a month of emails. I filled out the form on my own and submitted 
it. Still no response. I called twice and left voicemails but no response. I finally got a hold of the person 
in the office and they said they would email me. It has been three weeks and still no email. I know this 
is the case with another center as well needing an account to be created. It is has been a two month total 
process and still no response or account number. 

• It would be nice to be informed when a document (conference request form) is revised and should be 
used, instead of being told 3-4 months later.  We all process forms and can follow the rules, when they 
are known. 

• __________ and __________ in fiscal services are disconnected from how things are run at the school 
level and a personnel level.  They have no idea of the office needs on campus. Candi Easter is the 
most helpful. 

• Some of our processes are unwieldy. Please review processes, particularly those used with grant funds, 
so that we can hire and pay staff more efficiently. 

• Thao Nguyen is always very helpful and courteous whenever I need assistance in this area. 
• The fiscal, budget and accounting departments are very helpful and respond to requests in a very timely 

manner. They try to tailor their services to meet the needs of the various constituencies that they serve. 

 
 
 
  



 
The GRAPHIC COMMUNICATIONS SERVICES establish, enhance and maintain the visual image of 
the district and its colleges. Print and digital graphic design and desktop publishing services are 
provided for a wide range of needs—class schedules, catalogs, brochures, posters, newsletters, eblasts, 
announcements, advertisements, campus signage, booklets and more. 
 
How often do you use the services of the Graphic Communications Services? (N=305) 

  4% Weekly 
  4% Monthly 
13% Quarterly 
  7% Twice a Year 
  8% Once a Year 
 65% Never  

 

Ratings for the Graphic Communications 
Services 

Excellent Good Average Below 
Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=51) 53% 25% 12% 10% 0% 4.22 
Santiago Canyon College (N=32) 53% 22% 22% 3% 0% 4.25 
District Operations (N=23) 74% 17% 0% 9% 0% 4.57 
Total (N=106) 58% 23% 12% 8% 0% 4.30 
Staff knowledge 

     
 

Santa Ana College (N=51) 51% 35% 12% 0% 2% 4.33 
Santiago Canyon College (N=32) 53% 31% 16% 0% 0% 4.38 
District Operations (N=23) 70% 22% 0% 9% 0% 4.52 
Total (N=106) 56% 31% 10% 2% 1% 4.39 
Timeliness of response to my request(s) 

     
 

Santa Ana College (N=51) 49% 27% 16% 8% 0% 4.18 
Santiago Canyon College (N=32) 47% 19% 22% 6% 6% 3.94 
District Operations (N=23) 57% 35% 4% 0% 4% 4.39 
Total (N=106) 50% 26% 15% 6% 3% 4.15 
Availability of assistance 

    
  

Santa Ana College (N=51) 45% 25% 20% 4% 6% 4.00 
Santiago Canyon College (N=33) 45% 27% 21% 3% 3% 4.09 
District Operations (N=23) 61% 30% 4% 0% 4% 4.43 
Total (N=107) 49% 27% 17% 3% 5% 4.12 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=51) 51% 25% 12% 10% 2% 4.14 
Santiago Canyon College (N=32) 47% 25% 25% 0% 3% 4.13 
District Operations (N=23) 70% 22% 0% 4% 4% 4.48 
Total (N=106) 54% 25% 13% 6% 3% 4.21 
Overall quality of services       

Santa Ana College (N=51) 47% 29% 14% 8% 2% 4.12 
Santiago Canyon College (N=32) 56% 13% 25% 3% 3% 4.16 
District Operations (N=23) 70% 22% 0% 9% 0% 4.52 
Total (N=106) 55% 23% 14% 7% 2% 4.22 

 
 
 



 

Additional feedback and suggestions for the Graphic Communications Services: 

• ______ did not finish my project and I will have to reengage him after spring break. 
• David is very helpful. 
• David Styffe is excellent to work with! 
• Eric Harsen’s team is very helpful. 
• Expedite services in a timely manner, very helpful in providing suggestions or assistance with jobs 

submitted. 
• Helped make a logo for our center, the same week when requested! 
• Hiring of Reprographics Technician could be prioritized higher. 
• I am new to RSCCD. 
• I enjoy the staff's eagerness and patience while collaborating in projects. They have a keen eye and a lot 

of insight while delivering their services. Thank you! 
• I think additional staff is needed in this area. Miranda Medrano and David Styffe are great in 

responding but I hear we are losing David.  I hope we are adding additional positions to assist in the 
colleges renewed outreach/marketing efforts in the community. 

• If the graphics department is not going to produce all the fliers/website/posters/signs/etc, they should 
NOT throw such a fit when something is done exactly to their standard. We know our students because 
we interact with them more than just conducting surveys. (read the book How To Lie With Statistics) 
We know what our students will respond to. We enjoy what freedom we do have to reach our students 
but if there is an issue, rather than complaining directly to the supervisors (tacky), come to us and 
NICELY explain how we can fix it and make it be as it should for colors/fonts/etc. 

• Is this the department that Dean manages? Dean is awesome.  He is efficient, responsive and 
knowledgeable.    He helped us produce a great product.  Thank you Dean!!! 

• Just started last month for a conference It is awesome I appreciate Miranda. 
• Miranda is the best. So helpful and understands our students and staff, the SAC culture, and has great 

attention to detail. She seems like a one-person band. I wish she could get some quality help. 
• Not very responsive 
• Printing/copying departments needs to be available beyond 4:00 p.m. and open on Fridays. 
• Response time is slow.  More creativity is needed 
• The Santa Ana College class schedule looks great this year. 
• The staff is stressed because there is not enough resources.  It is bummer because they are talented 

individuals. 
• They do great work; however, it is a difficult process to get a project started, especially with the 

manager at one site and the employee at a different site and the limited day of availability - they don't 
work on Fridays.  Very unstable. 

• We are consistently amazed that one person is required to handle the graphic design services for the 
entire District!  Lead time from date of request until final project is complete is very long due to such a 
huge load on only one person - occasionally with the help of an intern. 

• We have a graphics person on our campus.  I am not sure what he does. 
• Whenever I asked for a simple redo, it takes them 3 weeks to do it. I now do my own. 

  



 
The HUMAN RESOURCES is responsible for personnel recruitment and selection processes for all 
positions in the district; training and professional development for district employees and 
orientation for new employees; collective bargaining and implementation of collective bargaining 
agreements; administration and maintenance of all employee records; compliance with state and 
federal laws and regulations; management of performance evaluation processes. 
 
How often do you use the services of the Human Resources? (N=304) 

 11% Weekly 
 12% Monthly 
 14% Quarterly 
 19% Twice a Year 
 26% Once a Year 
 18% Never  
 

Ratings for the Human Resources 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=120) 48% 34% 15% 2% 2% 4.24 
Santiago Canyon College (N=75) 47% 39% 15% 0% 0% 4.32 
District Operations (N=46) 65% 24% 7% 2% 2% 4.48 
Total (N=241) 51% 34% 13% 1% 1% 4.31 
Staff knowledge 

     
 

Santa Ana College (N=118) 47% 37% 13% 3% 1% 4.26 
Santiago Canyon College (N=75) 51% 37% 11% 1% 0% 4.37 
District Operations (N=46) 65% 22% 7% 4% 2% 4.43 
Total (N=239) 51% 34% 11% 3% 1% 4.33 
Timeliness of response to my request(s) 

     
 

Santa Ana College (N=117) 41% 36% 15% 7% 2% 4.08 
Santiago Canyon College (N=76) 42% 36% 17% 5% 0% 4.14 
District Operations (N=46) 65% 24% 4% 4% 2% 4.46 
Total (N=239) 46% 33% 13% 6% 1% 4.17 
Availability of assistance 

    
  

Santa Ana College (N=117) 45% 31% 19% 3% 2% 4.15 
Santiago Canyon College (N=76) 43% 38% 18% 0% 0% 4.25 
District Operations (N=46) 65% 24% 4% 4% 2% 4.46 
Total (N=239) 49% 32% 16% 3% 1% 4.24 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=114) 45% 35% 17% 3% 1% 4.20 
Santiago Canyon College (N=75) 43% 40% 16% 1% 0% 4.24 
District Operations (N=46) 65% 22% 7% 4% 2% 4.43 
Total (N=235) 48% 34% 14% 3% 1% 4.26 
Overall quality of services       

Santa Ana College (N=118) 45% 34% 16% 4% 1% 4.18 
Santiago Canyon College (N=75) 43% 40% 17% 0% 0% 4.25 
District Operations (N=46) 63% 28% 2% 4% 2% 4.46 
Total (N=239) 48% 35% 14% 3% 1% 4.26 
 

 



 
Additional feedback and suggestions for the Human Resources: 

 
• A fine group of professionals. Always helpful, always friendly. 
• All HR Analysts and Technicians are very helpful and provide excellent service. 
• Always helpful. Always finds the answers or directs where to go.  Always kind.  Great group to work 

with. 
• Amazing people in HR; hard working gals and guys. 
• An excellent group of hard-working employees always ready to assist. Thank you for always being 

there! 
• Carol Perez, Penny Wilkerson, Linda Honda, Maria Garcia, Anna Tran, and Elvia Garcia are 

very helpful when answering all my questions - I really appreciate their assistance! 
• Collective bargaining could be accomplished in such a way that it actually benefits employees. 
• Don't always follow through as they say they will with returning calls etc. 
• Elouise Marasigan and her group - they are the best.   When HR is involved, I know it will be taken 

care of.  The only sticking point is the staff evaluations.  Not sure when and if they are going to arrive, 
but otherwise- Thank you HR. 

• Good overall.  The one flaw has been giving me the correct credit for my flex activities.  Maybe it will 
be improved this semester. 

• HR administrators work to serve themselves; notice it takes 2 VC’s and 1 AVC to do the work of two 
administrators previously.  The VC’s tout their superiority and wealth of experience but lack civil 
kindness toward fellow staff members. The AVC lacks a working knowledge of HR responsibilities and 
experience in a higher education environment.  The staff on the other hand is excellent and works well 
with colleges. 

• I and others have experienced some negative attitude when following-up on application status or when I 
and others have had additional questions in which we were not sure where to find the answers. The 
experience could have been handled in a more polite and friendly manner as opposed to a feeling of 
attack for asking such a question. 

• I have never experienced very timely responses to our inquiries and needs, but when HR needs 
something from us they need it yesterday and we need to make it a priority.  The turnaround time needs 
to be expanded for staff evaluations, notice is not received more than 7 business days prior to deadline.  
With manager's calendars, this can be unrealistic. 

• I must say that RSCCD HR department has the most outstanding and professional staff I have ever 
worked with. The efficiency is beyond words. Elouise Marasigan, Veronica Dueñas, and Rene Beiza 
always provide outstanding services. The other staff too (just can't recall their names).  In over 10 years 
of working with this staff I have never been disappointed or felt neglected.  Thank you for hiring and 
retaining such high caliber staff. 

• Judy, Alistair and the staff in HR help me help my staff and answer questions that come up, that I 
have not encountered before, allowing my department to run more efficiently. 

• Linda Honda is the absolute best! 
• Not only are they doing a fabulous job, they do it with a smile. 
• Only when needed. 
• Our HR group is excellent.  Questions with regards to classified and faculty are handled quickly and 

efficiently.  They are always willing to listen and provide answers to questions. 
• Overall, the HR department seems to make up the rules as they go along and they are always tailored to 

making sure they do the least amount of work and yet still get raises without going through the process 
that they enforce for everyone else. Many people in HR are rude and disrespectful, largely due to the 
tone set at the top. 

• Position recruitment is too general and many time the outreach does not fit the position we are 
recruiting for. 

  



 

• Settle the FARSCCD contract. 
• Staff who have been in HR for many years are rude, unresponsive and provide no assistance.  Status 

Change Form system has many glitches, staff ________ is unwilling to help without degrading you.  
Newer staff in current positions, within the last two years, are extremely green, they need training for 
their positions and a reminder that some HR matters need to be treated confidential, they share 
confidential information like water cooler gossip. 

• Thank you :) 
• The faculty performance evaluation process has not been reviewed for many years. This process could 

be improved. The hiring process could improve to increase the possibility of creating a more diverse 
work force. 

• The HR team could do more in facilitating the hiring process for committees. 
• The Human Resource department has helped me on many occasions and answered my questions 

efficiently and completely every time. Very polite and professional and I appreciate all their help 
whenever I need their assistance.   Thank you! 

• There are times when processes and procedures seem to change but communication/training is not 
always clear or provided the right people.  It seems that when there is an interest to consult to make sure 
things are being done properly some of the staff take engage with a tone/attitude that would make 
anyone feel that we are bothering them or should have known this information already.   Working with 
HR does not always feel as a collaborative, and supportive. 

• There seems to be a poor attitude within some of the individuals that I have spoken with in regards to 
general questions that I had in the past. Unfortunately, there has been a few situations. 

• They are a knowledgeable staff.  Unfortunately, there is no liaison at the college and I would have to 
connect with them via the phone or at the District Office.  Additionally, their services are limited in 
regards to paychecks since I would need to go through OCDE and not the college to correct any issues. 

• They are very helpful 
• They email us when we need to be in compliance training for Harassment and Abuse trainings.  These 

trainings are conducted on-line.  This is appreciated rather than having to be physically present.    I have 
been working part time at SAC since 2008.  I have never received a raise and have been earning the 
same salary for 9 years.  Will anyone consider amending and updating this pay scale for those of us in 
this category? 

• This complex operation runs smoothly. The VC of HR is extremely knowledgeable and helpful. The 
staff is also excellent. 

• This is difficult to assess, because there is the hiring side that we deal with (Elouise Marasigan & 
Veronica Dueñas) who are great and helpful.   There are the people who maintain our records, and that 
we go to for our own purposes who are less than helpful and often give wrong information. 

• Veronica Dueñas has always been very helpful. 
• Very helpful.  If the person you contacted doesn't know the exact answer to your question, they will 

research and provide feedback. 
• Very kind and helpful staff. 

 
  



 
ITS HELP DESK is the central hub for receiving customer technical requests for service for staff and 
faculty for all campus locations and is located at the District Office. The Help Desk is responsible for 
assigning all incoming requests (including hardware, software, network, and phones) to technicians 
through the ticketing system. 
 
How often do you use the services of the ITS Help Desk? (N=305) 

 17% Weekly 
 28% Monthly 
 25% Quarterly 
 12% Twice a Year 
   7% Once a Year 
  11% Never 
 

Ratings for the ITS Help Desk 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=132) 61% 23% 12% 2% 2% 4.42 
Santiago Canyon College (N=83) 47% 35% 16% 1% 1% 4.25 
District Operations (N=50) 82% 18% 0% 0% 0% 4.82 
Total (N=265) 61% 26% 11% 1% 1% 4.44 
Staff knowledge 

     
 

Santa Ana College (N=130) 59% 25% 11% 3% 2% 4.38 
Santiago Canyon College (N=83) 54% 29% 12% 4% 1% 4.31 
District Operations (N=49) 84% 16% 0% 0% 0% 4.84 
Total (N=262) 62% 25% 9% 3% 1% 4.44 
Timeliness of response to my request(s) 

     
 

Santa Ana College (N=131) 47% 24% 22% 6% 2% 4.08 
Santiago Canyon College (N=83) 37% 37% 19% 6% 0% 4.06 
District Operations (N=50) 86% 14% 0% 0% 0% 4.86 
Total (N=264) 51% 26% 17% 5% 1% 4.22 
Availability of assistance 

    
  

Santa Ana College (N=130) 48% 25% 15% 8% 4% 4.05 
Santiago Canyon College (N=83) 37% 36% 22% 5% 0% 4.06 
District Operations (N=50) 84% 16% 0% 0% 0% 4.84 
Total (N=263) 51% 27% 14% 5% 2% 4.21 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=130) 53% 24% 16% 5% 2% 4.22 
Santiago Canyon College (N=82) 40% 39% 17% 4% 0% 4.16 
District Operations (N=50) 88% 12% 0% 0% 0% 4.88 
Total (N=262) 56% 26% 13% 4% 1% 4.32 
Overall quality of services       

Santa Ana College (N=129) 53% 22% 16% 6% 2% 4.20 
Santiago Canyon College (N=83) 41% 36% 19% 4% 0% 4.14 
District Operations (N=50) 84% 16% 0% 0% 0% 4.84 
Total (N=262) 55% 26% 14% 4% 1% 4.31 

 
 
  



 
Additional feedback and suggestions for the ITS Help Desk: 

 
• All professional. Quick and helpful.  Always kind. (7) 
• Everyone is extremely helpful, and take the time to explain what is going on with our computers, 

printer, etc. They are particularly patient with all the issues with Window 10. They are great!! 
• Glenn is a nice addition to the district and has been very helpful to our department. 
• Glenn Lott and Rick Sturrus are great assets to our district.  Very patient, respond quickly, and 

resolve issues almost immediately.  Glenn comes back and checks to make sure everything is working 
properly.  Very grateful for their IT services and feel very fortunate to have them in our district. 

• Glenn Lott is awesome and a great addition to the team!  Super responsive and knowledgeable. 
• Glenn Lott is excellent! 
• Great customer service and prompt service. 
• Great service, especially Johnny Reyes. 
• I guess my answers to the first question were really for the Help Desk... See those. 
• I put in a help ticket for assistance with canvas. The ticket was created but I never actually got a 

response from someone. 
• IT is overwhelmed.   They do the best they can under less than optimal circumstances. 
• It will be nice if they were in the campus. 
• Jim is wonderful during the day shift! 
• Jim Smith is always super helpful. 
• Jim Smith is very knowledgeable and helpful. 
• Many times, it will be more than 2 days before a physical person contacts or responds to a concern.  

The system has an automatic ""received-your-request"" email, but it would be better to get a physical 
response, too.  I have had to re-submit concerns a second time on many occasions. 

• Need more workers 
• Never gotten back to me.  I just email Tammy- because she is awesome. 
• Norac has always been there for me as I teach a Film History course that frequently requires the use of 

a projector, good sound and functioning media presentation technology. Even late in the evening, he 
responds instantaneously so that my students aren't kept waiting when a glitch or bug hits the system. 
He has always come through for me and I'm very grateful to him for that! 

• Quick dispatching of the techs, timely replies and knowledgeable staff help make my job easier. 
• Great online ticket system. Friendly staff. Tickets are assigned, handled and closed very fast! If the 

answer is ""can't fix"", then please contact the person before just closing ticket with that comment. 
• Since I work in for ITS hard to rate our service. 
• Sometimes the tech guys seem like they are doing us a favor to fix our issues. 
• Technicians are great and solve my issues on a timely basis no matter what they are.   Reset my Datatel 

account whenever an issue comes up and I need to kill my session.   Thank You! 
• Thank you Jim! I know there are more individuals in this department than Jim, but he has always been 

the one to help me! 
• The ITS help desk staff are capable of assigning tickets as they come in, but the system that they use 

sends an inordinate number of emails to end users, many of which seem redundant or don't provide 
much detail unless you login. 

• The ITS HelpDesk fills out the work requests poorly. The staff of the SCC ITS department are either 
very good or not so good. It just depends on the tech that the ticket is assigned to. 

• There should be better coordination of schedule if services has to be done with the staff/faculty present, 
possibly with an added text box specifically for listing of availability for the week on the open ticket 
screen or an email/phone call to confirm availability for face-to-face support. 

• They need more knowledge on Datatel issues 
• This Department is competent, but does not have enough staff to provide timely services 

 



 
The MAIL SERVICES is responsible for the acceptance and processing of inbound and outbound 
US mail and inter-office correspondence; delivery and collection of inbound and outbound 
correspondence to all District locations. 
 
How often do you use the services of the Mail Services? (N=303) 

46% Weekly 
15% Monthly 
  4% Quarterly 
  3% Twice a Year 
  2% Once a Year 
31% Never  
  

Ratings for the Mail Services 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=84) 60% 31% 8% 1% 0% 4.49 
Santiago Canyon College (N=76) 57% 33% 9% 1% 0% 4.45 
District Operations (N=34) 68% 26% 6% 0% 0% 4.62 
Total (N=194) 60% 31% 8% 1% 0% 4.5 
Staff knowledge 

     
 

Santa Ana College (N=84) 61% 32% 6% 1% 0% 4.52 
Santiago Canyon College (N=76) 61% 29% 9% 1% 0% 4.49 
District Operations (N=34) 71% 24% 6% 0% 0% 4.65 
Total (N=194) 62% 29% 7% 1% 0% 4.54 
Timeliness of response to my request(s) 

     
 

Santa Ana College (N=82) 57% 33% 10% 0% 0% 4.48 
Santiago Canyon College (N=76) 55% 30% 12% 3% 0% 4.38 
District Operations (N=34) 71% 24% 6% 0% 0% 4.65 
Total (N=192) 59% 30% 10% 1% 0% 4.47 
Availability of assistance 

    
  

Santa Ana College (N=83) 57% 35% 7% 1% 0% 4.47 
Santiago Canyon College (N=76) 55% 32% 11% 3% 0% 4.39 
District Operations (N=34) 68% 26% 6% 0% 0% 4.62 
Total (N=193) 58% 32% 8% 2% 0% 4.47 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=83) 55% 35% 8% 1% 0% 4.45 
Santiago Canyon College (N=75) 59% 31% 8% 1% 1% 4.44 
District Operations (N=34) 68% 26% 6% 0% 0% 4.62 
Total (N=192) 59% 32% 8% 1% 1% 4.47 
Overall quality of services       

Santa Ana College (N=83) 57% 35% 7% 1% 0% 4.47 
Santiago Canyon College (N=76) 59% 29% 11% 1% 0% 4.46 
District Operations (N=34) 68% 26% 6% 0% 0% 4.62 
Total (N=193) 60% 31% 8% 1% 0% 4.5 
 
 
 

 



 

Additional feedback and suggestions for Mail Services: 

• Additional assistance with the mailing of large packages would be helpful.  Published information on 
the ""dos and don'ts"" of mailing to outside areas including the use of UPS or USPS packages. 

• Bee & Shawn are very helpful. 
• I am off campus and receive mail twice of week. 
• I find it odd when items go missing. I don't think they are being taken, just going astray, to where I 

don't know. Misdelivered maybe, which means when staff gets something that isn't theirs they need to 
redirect it back to where it should go, not leave it on their desk or toss it. 

• I have always been able to locate my packages and mail. Great job. 
• I rated Timeliness due to the change at SCC. Now everything goes to M&O instead of the mailroom. 

This means the Office Depot order I used to receive next day, takes OVER A WEEK. If this is going to 
be the standard, then M&O needs to have their budget drastically increased and about 5 more 
individuals hired to help with the incoming mail and deliveries. Please leave a copy of all packing slips 
& invoices with the deliveries. This is crucial to record keeping. If there is ever an audit, a department 
needs this as proof. If you need it too, then make a copy and put it back or scan a copy & e-mail it to the 
department. Think about June just before the deadline for POs.  They are going to be inundated because 
of everyone who is trying to use up their funds before the deadline. Many who are not aware (there are 
MANY) of how the whole ordering/receiving/delivering process works will be getting upset with the 
few people that are in M&O with more work than they can manage. 

• It sometimes seems like it takes quite awhile to send inter-office envelopes back and forth between 
locations. 

• Mail is not directed to the correct department and the incoming mail sits in the USPS box for up to 24-
36 hours before distribution. 

• Mail runs completed twice a day. 
• My office is next to the Mail room and they help the admissions office constantly. Great help and 

service with a smile for everyone in that department is the norm. 
• Our mail clerks are very, very helpful and friendly, especially Shawn Thor. 
• Professional, courteous and kind. 
• Services are not equal for all sites.  One employee needs to retire; he's forgetful, unknowledgeable, and 

appears to be frail and unable to do his job.  Shaving his head during duty time, which should not be 
acceptable.  Who is the supervisor?  Who follows up on their work responsibilities?  Who evaluates 
them?  Bee Yang is fabulous and responds appropriately. 

• Shawn and Bee have been very helpful, especially when a package was incorrectly sent to another 
location, they coordinated and brought it over to our department. 

• Sometimes when asking questions of services and how to use, the staff seem agitated. 
• Switch to Gmail 
• The entire staff is great! 
• There seems to be limited resources.  If I ever have questions or wanted to update information on my 

mailbox it seems that there is limited support. 
• They need to be more self-sufficient at SCC and not rely on SAC to send out mail. It should leave here 

directly to the post office. 
• Very helpful staff. 
• Would be helpful to have consistent twice-a-day pick-up and delivery of the district and campus inter-

office mail. 

 
  



 
NETWORK AND COMMUNICATIONS is responsible for supporting core IT infrastructure 
districtwide (including SAC, SCC, DO and approved satellite locations); providing internet and network 
connectivity at all locations, supporting and maintaining the email system, servers, enterprise storage and 
telecommunication systems, the wireless network, and video surveillance, performing backups and 
recovery of enterprise data, and developing and supporting mechanisms to provide a safe and reliable 
network (e.g. firewalls, antispam, antivirus and intrusion detection systems). 
 
How often do you use the services of the Network and Communications? (N=298) 

 17% Weekly 
  6% Monthly 
  4% Quarterly 
  3% Twice a Year 
  4% Once a Year 
 66% Never  

 

Ratings for the Network and 
Communications 

Excellent Good Average Below 
Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=42) 45% 33% 19% 0% 2% 4.19 
Santiago Canyon College (N=26) 42% 38% 19% 0% 0% 4.23 
District Operations (N=24) 96% 4% 0% 0% 0% 4.96 
Total (N=92) 58% 27% 14% 0% 1% 4.40 
Staff knowledge 

     
 

Santa Ana College (N=42) 43% 38% 17% 2% 0% 4.21 
Santiago Canyon College (N=26) 46% 38% 15% 0% 0% 4.31 
District Operations (N=24) 96% 4% 0% 0% 0% 4.96 
Total (N=92) 58% 29% 12% 1% 0% 4.43 
Timeliness of response to my request(s) 

     
 

Santa Ana College (N=42) 38% 36% 21% 5% 0% 4.07 
Santiago Canyon College (N=26) 42% 35% 19% 4% 0% 4.15 
District Operations (N=24) 96% 4% 0% 0% 0% 4.96 
Total (N=92) 54% 27% 15% 3% 0% 4.33 
Availability of assistance 

    
  

Santa Ana College (N=40) 35% 38% 20% 8% 0% 4.00 
Santiago Canyon College (N=28) 36% 43% 21% 0% 0% 4.14 
District Operations (N=24) 96% 4% 0% 0% 0% 4.96 
Total (N=92) 51% 30% 15% 3% 0% 4.29 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=44) 36% 41% 18% 2% 2% 4.07 
Santiago Canyon College (N=29) 38% 48% 14% 0% 0% 4.24 
District Operations (N=24) 96% 4% 0% 0% 0% 4.96 
Total (N=97) 52% 34% 12% 1% 1% 4.34 
Overall quality of services       

Santa Ana College (N=43) 37% 40% 19% 2% 2% 4.07 
Santiago Canyon College (N=29) 41% 41% 17% 0% 0% 4.24 
District Operations (N=24) 96% 4% 0% 0% 0% 4.96 
Total (N=96) 53% 31% 14% 1% 1% 4.34 

 



 
 

Additional feedback and suggestions for Network and Communications: 
 
 

• Actually we use them daily.  Our computers and internet access are usually great. 
• Don't work with them that much.  Pretty much just receive the emails informing us of updates. 
• Great knowledgeable team. 
• I am not knowledgeable about these services. 
• I assume all is well since I'm able to work at my desk.  Thank you for trying to upgrade us all.  Staff are 

invisible. 
• I enjoy working with Network & Communications team.  I find them all to be very responsive and 

knowledgeable in their field.  Keep up the great work! 
• I use the network whenever I'm at work but I don't really interact with anyone from the dept. 
• ITS is not on the campus. 
• The wireless here at SCC is sketchy at best. I am constantly being dropped and reconnected when 

crossing the campus and traveling between buildings. I use my cell phone for district email and internet 
searches. At SCC, Larry Hsieh is very good. 

• There is not any internet service at the softball facility which makes work very difficult to conduct.  I 
also have the same problem in the E building. 

• Wi-Fi hand-off between nodes could be improved at SCC. Taking a Surface Pro out of the building on 
Wi-Fi almost always requires a reboot to reconnect to shared H: drive folders. 

 
 
  



ORANGE COUNTY SMALL BUSINESS DEVELOPMENT CENTER provides assistance to aspiring 
entrepreneurs and small businesses by guiding them through the critical steps needed to take an 
idea and starting a business. We offer free business consulting and low-cost training services 
including: business plan development, manufacturing assistance, financial packaging and lending 
assistance, exporting and importing support, disaster recovery assistance, procurement and 
contracting aid, market research, and healthcare guidance. We also help finance new or growing 
businesses by prequalifying and helping them build business credit and working capital. 
 
How often do you use the services of the OC Small Business Development Center? (N=297) 

  1% Weekly 
  1% Monthly 
  2% Quarterly 
  2% Twice a Year 
  1% Once a Year 
 94% Never  

 

Ratings for the OC Small Business 
Development Center 

Excellent Good Average Below 
Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=6) 83% 0% 17% 0% 0% 4.67 
Santiago Canyon College (N=3) 100% 0% 0% 0% 0% 5.00 
District Operations (N=11) 73% 18% 9% 0% 0% 4.64 
Total (N=20) 80% 10% 10% 0% 0% 4.70 
Staff knowledge 

     
 

Santa Ana College (N=6) 83% 0% 17% 0% 0% 4.67 
Santiago Canyon College (N=3) 100% 0% 0% 0% 0% 5.00 
District Operations (N=10) 70% 20% 10% 0% 0% 4.60 
Total (N=19) 79% 11% 11% 0% 0% 4.68 
Timeliness of response to my request(s) 

     
 

Santa Ana College (N=6) 83% 0% 17% 0% 0% 4.67 
Santiago Canyon College (N=3) 100% 0% 0% 0% 0% 5.00 
District Operations (N=10) 60% 30% 10% 0% 0% 4.50 
Total (N=19) 74% 16% 11% 0% 0% 4.63 
Availability of assistance 

    
  

Santa Ana College (N=6) 83% 0% 17% 0% 0% 4.67 
Santiago Canyon College (N=3) 100% 0% 0% 0% 0% 5.00 
District Operations (N=11) 64% 27% 9% 0% 0% 4.55 
Total (N=20) 75% 15% 10% 0% 0% 4.65 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=6) 83% 0% 17% 0% 0% 4.67 
Santiago Canyon College (N=3) 100% 0% 0% 0% 0% 5.00 
District Operations (N=10) 70% 20% 10% 0% 0% 4.60 
Total (N=19) 79% 11% 11% 0% 0% 4.68 
Overall quality of services       

Santa Ana College (N=6) 83% 0% 17% 0% 0% 4.67 
Santiago Canyon College (N=3) 100% 0% 0% 0% 0% 5.00 
District Operations (N=11) 73% 18% 9% 0% 0% 4.64 
Total (N=20) 80% 10% 10% 0% 0% 4.70 
 



 

Additional feedback and suggestions for OC Small Business Development Center: 

• Do the other sites know what the OC Small Business Dev Center does? Are there reports sent to all 
employees? Statistics? 

• Great service. 
• I did not know they existed. 
• I don't use the SBDC's services yet interact with them nearly every day.  They are easy to work with. 
• I have referred our students to their workshops and services - OUTSTANDING! 
• No idea what the benefit of this department is. 
• Very helpful in providing information for the services they provide. 
• Website is fantastic and easy to navigate! 

 
  



 
The PAYROLL DEPARTMENT is responsible for the collection, preparation, and the timely and 
accurate processing of the payroll. This includes the proper calculation of payroll taxes and 
retirement information for all district employees. We also process retroactive payments, contract 
changes and corrections on an as-needed basis and serve as a resource for all payroll issues. 
 
How often do you use the services of the Payroll Department? (N=299) 

  6% Weekly 
29% Monthly 
11% Quarterly 
15% Twice a Year 
16% Once a Year 
22% Never  

 

Ratings for the Payroll 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=112) 63% 25% 7% 4% 1% 4.44 
Santiago Canyon College (N=66) 61% 30% 8% 2% 0% 4.50 
District Operations (N=44) 82% 18% 0% 0% 0% 4.82 
Total (N=222) 66% 25% 6% 3% 0% 4.53 
Staff knowledge 

    
  

Santa Ana College (N=109) 63% 28% 7% 0% 1% 4.53 
Santiago Canyon College (N=66) 67% 24% 5% 5% 0% 4.53 
District Operations (N=44) 77% 20% 2% 0% 0% 4.75 
Total (N=219) 67% 26% 5% 1% 0% 4.58 
Timeliness of response to my request(s) 

    
  

Santa Ana College (N=108) 60% 28% 6% 5% 1% 4.42 
Santiago Canyon College (N=67) 54% 34% 6% 3% 3% 4.33 
District Operations (N=44) 80% 18% 2% 0% 0% 4.77 
Total (N=219) 62% 28% 5% 3% 1% 4.46 
Availability of assistance 

    
  

Santa Ana College (N=109) 59% 28% 6% 5% 2% 4.38 
Santiago Canyon College (N=68) 57% 29% 10% 3% 0% 4.41 
District Operations (N=44) 80% 18% 2% 0% 0% 4.77 
Total (N=221) 62% 27% 7% 3% 1% 4.47 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=106) 61% 28% 5% 5% 1% 4.44 
Santiago Canyon College (N=68) 59% 29% 7% 3% 1% 4.41 
District Operations (N=44) 82% 16% 2% 0% 0% 4.80 
Total (N=218) 65% 26% 5% 3% 1% 4.50 
Overall quality of services       

Santa Ana College (N=110) 59% 27% 8% 5% 1% 4.39 
Santiago Canyon College (N=68) 59% 31% 6% 3% 1% 4.43 
District Operations (N=44) 82% 16% 2% 0% 0% 4.80 
Total (N=222) 64% 26% 6% 3% 1% 4.48 

 
 

 



 

Additional feedback and suggestions for Payroll Department: 

• All questions are answered in a kind efficient manner. 
• Best and easiest people on campus to deal with. They take care of my money and me and for that, I am 

eternally grateful. 
• Connie Ramos is great! 
• Everyone in the payroll department are very helpful when I need assistance.  Couldn't ask for a better 

team! 
• Excellent service from Payroll.  Very helpful. 
• I am pleased to say that I have never required any corrections to my pay. I have called with questions 

and been greeted professionally and had all of my questions answered. 
• I feel they could be more proactive in communicating unique situations to employees. 
• I have to fax my timesheets every month from my home. There have been times when I thought that my 

timesheet had been received, but it had not.  CEC staff will call and alert me.  This is deeply 
appreciated. 

• I interoffice paperwork regarding PARS time earned last March. Was told I was not a priority in June 
when following up due to the salary increase, then was not sent the paperwork until September. I am 
now struggling to recuperate my money from the State that had been in PARS. I was told by the State I 
have to redo everything. I have not yet done anything due to my sheer frustration and trying to decide 
the best avenue to take with this situation. Breakdown: PARs told me I needed to respond or my money 
would be turned over to the State.   I received an extension from PARS to get my time served and 
transfer the funds to PERS. I sent in paperwork to Payroll. I wasn't a priority.  PARS would not give me 
another extension and notified me that my money was turned over to the state.  My paperwork was 
returned to me with a Received date & time stamp of September. That was not honest. I turned in my 
paperwork well before the board ever approved the salary increase. It was very hurtful. 

• I normally deal with Angela Cadotte.  She is thorough, proficient, positive and very helpful. 
• In over 10 years, they have NEVER made a mistake on my paycheck. They are very reliable and 

efficient. Impressed with their work. 
• It is a complicated department to access assistance.  Once you do speak with someone they are helpful 

and knowledgeable.  But most requests need to go through an online system via OCDE. 
• Maureen is very helpful.  Always on task and it's a pleasure to work with her.  Same goes for Angela, 

she is very knowledgeable and just grateful to have such an awesome payroll team, no matter what 
comes their way, they somehow manage to get payroll done.  They all do an amazing job. 

• Mistakes (by Payroll staff or staff from division) on paycheck and takes weeks to fix errors. Yes 
employees should double-check pay is correct. However the method of different pay (LHE, lab, etc.) 
and to match what the notes are on the paystub make it very difficult for the non-accountants to figure 
out if correct or wrong. Must call payroll to get explanation to check. Very difficult and frustrating the 
last few years. Have to pick up correct paycheck in person because mail would prolong even longer. 
Payroll staff are friendly and definitely try to help every time. 

• OCDE EIS accounts need to be better monitored with regards to vacation comp time etc. 
• Overall great people and always helpful. 
• Paycheck always comes in on time and with the correct amount, so I'm happy. :-) 
• Payroll is always willing to assist and find solutions and answers to your questions and specific 

situation. 
• Payroll staff is ever so patient with my questions and errors.  They all have the best of customer service 

and never make me feel that a question is silly.  Great group of peers to work with. 
• Posting of absences/vacation requests on the Employee OCDE site should be more timely. 

  



 

• Simply the best group of people who are accessible and knowledgeable. Thank you for all your hard 
work! 

• Staff is great!  Always willing to meet with colleges and provides updates - what a great way of 
communicating. 

• The staff is professional and understanding of lame mistakes or questions. They make me feel at ease 
during a duh moment questions. Great group of people. 

• There is not clear communication of changes to processes and procedures until you do something 
incorrectly.  It seems that there is not always a lot of patience when you call with questions and may 
need further clarification or to have the process repeated. 

• They are always very helpful when I have a question 
• Very helpful.  Wonderful. 
• When I have (occasionally) had a payroll issue, the payroll folks were generally responsive but have re-

directed me back to the site person who may have made an error.  There has been a bit of ping-ponging 
back and forth to get matters resolved. 

• When I need to make changes to my deductions I worked with Angela, she was helpful in figuring out 
the best deductions for me. 

• While the staff in the payroll department are very helpful and understand the various rules and 
regulations associated with the payroll process, the manager is less than knowledgeable and often slows 
progress on important projects. When our department has payroll related questions, we go straight to 
the staff. 

• Would be great if the Timesheets process could improve.   The electronic timesheet was easier to fill in 
and reduced errors. The paper one seems to be confusing the part time workers and is a lot more for the 
manager to check (things such as weekends and holidays are not shown, total hours is not automated) 

  



 
The PUBLIC AFFAIRS offers strategic support and implementation of communications strategies 
through employee communications (e-blasts, website, newsletters), media relations (press releases, crisis 
communications, media tracking), publications development (strategy and content), social media 
(Facebook, Twitter), website development (content and site specifications), and marketing (advertising, 
direct mail, and online). 
 
How often do you use the services of the Public Affairs? (N=294) 

  3% Weekly 
  5% Monthly 
  6% Quarterly 
  3% Twice a Year 
  4% Once a Year 
79% Never  

 

Ratings for the Public Affairs 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=28) 25% 50% 14% 4% 7% 3.82 
Santiago Canyon College (N=18) 50% 33% 6% 6% 6% 4.17 
District Operations (N=16) 63% 19% 13% 6% 0% 4.38 
Total (N=62) 42% 37% 11% 5% 5% 4.06 
Staff knowledge 

    
  

Santa Ana College (N=28) 25% 46% 14% 0% 14% 3.68 
Santiago Canyon College (N=19) 42% 32% 26% 0% 0% 4.16 
District Operations (N=16) 63% 19% 6% 13% 0% 4.31 
Total (N=63) 40% 35% 16% 3% 6% 3.98 
Timeliness of response to my request(s) 

    
  

Santa Ana College (N=27) 22% 37% 26% 7% 7% 3.59 
Santiago Canyon College (N=18) 44% 39% 11% 6% 0% 4.22 
District Operations (N=16) 56% 19% 19% 6% 0% 4.25 
Total (N=61) 38% 33% 20% 7% 3% 3.95 
Availability of assistance 

    
  

Santa Ana College (N=27) 22% 41% 15% 11% 11% 3.52 
Santiago Canyon College (N=19) 42% 37% 16% 5% 0% 4.16 
District Operations (N=16) 56% 19% 13% 13% 0% 4.19 
Total (N=62) 37% 34% 15% 10% 5% 3.89 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=27) 15% 48% 19% 7% 11% 3.48 
Santiago Canyon College (N=19) 42% 37% 16% 0% 5% 4.11 
District Operations (N=16) 56% 19% 13% 13% 0% 4.19 
Total (N=62) 34% 37% 16% 6% 6% 3.85 
Overall quality of services       

Santa Ana College (N=27) 19% 48% 15% 7% 11% 3.56 
Santiago Canyon College (N=19) 42% 37% 16% 5% 0% 4.16 
District Operations (N=16) 56% 19% 13% 13% 0% 4.19 
Total (N=62) 35% 37% 15% 8% 5% 3.90 



 
Additional feedback and suggestions for the Public Affairs: 

 
• I do not know how press releases are decided, but the amount and the content should be looked at. I do 

not think they represent the diversity of programming, or hiring we have at either campus. 
• I think this team should be expanded.  With more social media/marketing demands, I believe the district 

should support these efforts for both colleges and assist with our FTE issues. 
• I thought all they did was press releases. 
• Rosa Aguirre is an excellent worker and very helpful when I need her assistance.  ____________can 

be rude. 
• SAC does not operate like a business. Need a full-time marketing staff including a full-time web 

designer and a full-time web programmer. Web site is horrible and unprofessional. Social media is ok. 
You can tell the division/department pages are pushed onto their staff to handle because there is not a 
professionally trained web designer/programmer to do the work correctly and efficiently. What business 
would not have a marketing department with trained designers and programmers? The decisions of any 
improvement seem to be "what do you think" from non-trained marketing professionals and not based 
on statistics or current cutting-edge marketing strategies. (Sorry but you asked my opinion.) 

• Staff is very helpful, professional and willing to assist. 
• The quality of product has diminished over the past several years. My experience is that it's a sales 

pitch to ____________ each time we want to have a press release put out for SCC. On more than one 
occasion I have been told that what I'm bringing forward (once on the behalf of the college president) is 
not news-worthy. 

• The SAC website is difficult to navigate but the SCC website is clear. Why do we have this difference?  
I surmise that not enough resources are being used to support the SAC website. 

• They could do better. 
• Timing of press releases and interviews need to be planned out well in advance of a few days. If events 

on campus are happening, press releases or outside media coverage needs to be coordinated more than a 
few days or week before the event. 

• Useless. Uninformed. Outdated. 
• With the current changes in personnel, we are no longer sure who will handle our needs at SAC. 
 

  



 
 
The PUBLICATIONS SERVICES provide digital printing services and is responsible for obtaining all 
outside printing quotes and bids. Products produced in-house include instructional materials, brochures, 
flyers, posters, booklets, invitations, postcards, business cards, and more. 
 
How often do you use the services of the Publications Services? (N=288) 

12% Weekly 
19% Monthly 
11% Quarterly 
  7% Twice a Year 
  6% Once a Year 
45% Never  

 

Ratings for the Publications Services 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=80) 61% 31% 6% 1% 0% 4.53 
Santiago Canyon College (N=58) 57% 29% 9% 2% 3% 4.34 
District Operations (N=19) 63% 32% 5% 0% 0% 4.58 
Total (N=157) 60% 31% 7% 1% 1% 4.46 
Staff knowledge 

    
  

Santa Ana College (N=78) 62% 29% 9% 0% 0% 4.53 
Santiago Canyon College (N=58) 59% 33% 5% 0% 3% 4.43 
District Operations (N=19) 68% 26% 5% 0% 0% 4.63 
Total (N=155) 61% 30% 7% 0% 1% 4.50 
Timeliness of response to my request(s) 

    
  

Santa Ana College (N=79) 57% 32% 9% 3% 0% 4.43 
Santiago Canyon College (N=59) 56% 34% 5% 2% 3% 4.37 
District Operations (N=19) 63% 32% 0% 5% 0% 4.53 
Total (N=157) 57% 32% 6% 3% 1% 4.42 
Availability of assistance 

    
  

Santa Ana College (N=78) 53% 38% 9% 0% 0% 4.44 
Santiago Canyon College (N=58) 53% 31% 12% 0% 3% 4.31 
District Operations (N=18) 61% 33% 0% 6% 0% 4.50 
Total (N=154) 54% 35% 9% 1% 1% 4.40 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=79) 58% 30% 10% 1% 0% 4.46 
Santiago Canyon College (N=59) 54% 32% 10% 0% 3% 4.34 
District Operations (N=19) 58% 37% 0% 5% 0% 4.47 
Total (N=157) 57% 32% 9% 1% 1% 4.41 
Overall quality of services       

Santa Ana College (N=77) 58% 31% 8% 3% 0% 4.45 
Santiago Canyon College (N=58) 53% 38% 5% 0% 3% 4.38 
District Operations (N=19) 68% 26% 5% 0% 0% 4.63 
Total (N=154) 58% 33% 6% 1% 1% 4.45 
 
 



 
 

Additional feedback and suggestions for Publications Services: 
 

• Albert is excellent! 
• Dean Hopkins goes above and beyond to provide items with sometimes extremely short notice. 
• Dean is wonderful to work with.  He meets and exceeds needs of colleges.  Always looking for a 

solution to resolve a problem you may be having.  Staff is good. 
• For Quotes- Sometimes - they do drop the ball. Quotes are late. I do need to make notes on my Outlook 

in order to follow up.  For in-house print jobs - they are, overall, reliable. However, when errors are 
made (minimal), the staff is fast to respond - fix the problem, and get our print jobs to us with a fast 
turnaround. Overall, for printing of flyers, they are really good. 

• Frequent mistakes with my orders and jobs are returned completely disorganized. 
• Hardworking folks that do their best. 
• I am not sure if this is asking about the Quick Copy Centers as well.  The Quick Copy Centers are 

excellent.  It is when I have worked with getting larger jobs printed through Publications Services that I 
have been disappointed. 

• I love Sally and all of the publication staff. They are so helpful and friendly. 
• I think we need to add a staff member back to this team, we used to be able to print letterhead and 

envelopes in house and now we can't.  These are basic tools to everyday communications that we 
should be able to support in house. 

• Is this the department that Dean manages? Dean is awesome.  He's is efficient and responsive and 
knowledgeable.    He helped us produce a great product.  Thank you Dean!!! 

• It is difficult for our staff to access Publication Services after 5:00PM Monday-Thursday.  Our teachers 
have to send requests in the mail.  A night drop off extension time, to 7:00PM, would help our staff 
with large printing requests. 

• It is difficult to get quotes, prices and services. 
• Lost one of my quizzes. Not available enough during summer. Quick copy excellent. Have had 

problems only with publications. 
• Never until now- Will use services this month? 
• Now that they have moved, it is hard to know how to contact them. 
• Our dept. uses publications regularly but I have not been the contact person. 
• Publications staff is excellent - very nice to work with. 
• SCC Publications is excellent, never use the district publications. 
• Thank you for your support!!! 
• The process for requesting color printing needs to be improved. 
• They never respond or get back to you. 

  



 
The PURCHASING SERVICES is responsible for the acquisition of materials, equipment and services; 
ensuring expenditures are proper, competitive and without conflict of interest; remain in compliance 
with federal and state laws, rules and regulations of the procurement process. 
 
How often do you use the services of the Purchasing Services? (N=291) 

11% Weekly 
11% Monthly 
  7% Quarterly 
  3% Twice a Year 
  4% Once a Year 
63% Never  

 

Ratings for the Purchasing Services 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=45) 38% 24% 31% 7% 0% 3.93 
Santiago Canyon College (N=26) 46% 35% 15% 4% 0% 4.23 
District Operations (N=31) 58% 26% 13% 0% 3% 4.35 
Total (N=102) 46% 27% 22% 4% 1% 4.14 
Staff knowledge 

    
  

Santa Ana College (N=45) 36% 31% 27% 7% 0% 3.96 
Santiago Canyon College (N=26) 46% 38% 12% 4% 0% 4.27 
District Operations (N=31) 61% 23% 13% 3% 0% 4.42 
Total (N=102) 46% 30% 19% 5% 0% 4.18 
Timeliness of response to my request(s) 

    
  

Santa Ana College (N=45) 29% 22% 31% 11% 7% 3.56 
Santiago Canyon College (N=27) 33% 33% 22% 7% 4% 3.85 
District Operations (N=31) 55% 23% 19% 3% 0% 4.29 
Total (N=103) 38% 25% 25% 8% 4% 3.85 
Availability of assistance 

    
  

Santa Ana College (N=44) 30% 23% 34% 9% 5% 3.64 
Santiago Canyon College (N=27) 37% 37% 19% 4% 4% 4.00 
District Operations (N=31) 48% 32% 16% 0% 3% 4.23 
Total (N=102) 37% 29% 25% 5% 4% 3.91 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=43) 30% 30% 30% 7% 2% 3.79 
Santiago Canyon College (N=27) 37% 37% 15% 7% 4% 3.96 
District Operations (N=31) 58% 26% 13% 0% 3% 4.35 
Total (N=101) 41% 31% 21% 5% 3% 4.01 
Overall quality of services       

Santa Ana College (N=44) 30% 27% 30% 9% 5% 3.68 
Santiago Canyon College (N=26) 35% 38% 19% 8% 0% 4.00 
District Operations (N=31) 55% 26% 16% 0% 3% 4.29 
Total (N=101) 39% 30% 23% 6% 3% 3.95 
 
 
  



 
Additional feedback and suggestions for Purchasing Services: 

 
• Always there to help and transition things smoothly. 
• For whatever reason, the white board markers that you have been providing over the last year or so are 

useless!  They dry up in a matter of a few days. I don't know if you received a bag batch of them or got 
a super discount, but this was never the case in my previous 8 years of teaching. 

• Great staff in Purchasing! 
• I enjoy working with the entire Purchasing team and find them all very willing to help!  If they don't 

have the answer right away, they are quick to find it and respond back.  Keep up the hard work! 
• It takes far too long from the time you order something until it is actually received. 
• Laura Bennett is great! 
• Manager and staff are not friendly.  Inquiries from the colleges appear to be a bother to them.  They are 

not very helpful and narrow-focused.  They need to be more college focused. 
• Mina Chapple is extremely helpful.  ______ needs to pick up the pace. 
• Only use them when requesting Schick boxes from storage.  Sometimes boxes are delivered right away 

other times it may take a few days, but the personnel is very good. 
• Purchasing is excellent is processing requests in a correct and timely manner. 
• Purchasing staff are helpful and willing to work with me on issues and at times making sure rush items 

happen.  Always willing to listen and help out. 
• Some of the staff are less than polite. 
• ______________ is not cooperative and is easily offended. She does not work well with others and is 

rude to her staff. 
• The reason for rating the department average is because I believe they have been short staffed which 

has resulted in a longer gap (time wise) between a PR and a PO. 
• The timeliness of orders ebbs and flows.  There seem to be gaps in the knowledge base.  Management is 

more reactive than proactive in new methods, options and ideas. 
• They are inundated. Please give them the budget to hire at least two more people. 
• Things have improved since Dec. 
• When our department has questions for the purchasing department, we go straight to the staff people as 

they are significantly more knowledgeable than the manager. Due to a substantial amount of turnover in 
the department recently, much of the knowledge has gone with them resulting in some delays and errors 
coming through the department likely due to a lack of leadership. 

  



 
The RESOURCE DEVELOPMENT identifies grant opportunities; coordinates development, writing, 
preparation, and submission of grant applications; assists project directors with budget and 
program planning assistance for their grant projects; prepares and processes grant-related 
documents required internally or by the funder. Staff provide guidance on compliance to ensure 
projects meet audit standards. 
 
How often do you use the services of the Resource Development? (N=286) 

  5% Weekly 
  6% Monthly 
  2% Quarterly 
  3% Twice a Year 
  4% Once a Year 
81% Never  
 

Ratings for the Resource Development 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=26) 58% 23% 15% 4% 0% 4.35 
Santiago Canyon College (N=13) 69% 15% 0% 15% 0% 4.38 
District Operations (N=15) 73% 20% 7% 0% 0% 4.67 
Total (N=54) 65% 20% 9% 6% 0% 4.44 
Staff knowledge 

    
  

Santa Ana College (N=26) 50% 31% 15% 4% 0% 4.27 
Santiago Canyon College (N=13) 77% 8% 8% 8% 0% 4.54 
District Operations (N=15) 73% 20% 7% 0% 0% 4.67 
Total (N=54) 63% 22% 11% 4% 0% 4.44 
Timeliness of response to my request(s) 

    
  

Santa Ana College (N=26) 50% 23% 23% 4% 0% 4.19 
Santiago Canyon College (N=13) 62% 23% 8% 8% 0% 4.38 
District Operations (N=15) 73% 20% 7% 0% 0% 4.67 
Total (N=54) 59% 22% 15% 4% 0% 4.37 
Availability of assistance 

    
  

Santa Ana College (N=26) 54% 19% 23% 0% 4% 4.19 
Santiago Canyon College (N=13) 69% 15% 8% 8% 0% 4.46 
District Operations (N=15) 73% 20% 7% 0% 0% 4.67 
Total (N=54) 63% 19% 15% 2% 2% 4.39 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=26) 50% 27% 19% 0% 4% 4.19 
Santiago Canyon College (N=13) 77% 8% 8% 8% 0% 4.54 
District Operations (N=15) 73% 20% 7% 0% 0% 4.67 
Total (N=54) 63% 20% 13% 2% 2% 4.41 
Overall quality of services       

Santa Ana College (N=25) 52% 24% 20% 4% 0% 4.24 
Santiago Canyon College (N=13) 69% 15% 8% 8% 0% 4.46 
District Operations (N=15) 73% 20% 7% 0% 0% 4.67 
Total (N=53) 62% 21% 13% 4% 0% 4.42 

 
 



 
Additional feedback and suggestions for Resource Development: 

 
• Excellent service. 
• Faculty not given opportunities to participate in grant writing. 
• Great staff in Resource Development - very helpful! 
• I feel that this is a department I need to make use of their knowledge in the future. 
• I love this area and everyone who works here. What a great resource for the entire district. 
• Maria Gil and Huong Nguyen are great!  They give great direction and help me to understand the 

processes. 
• Sarah and her team are excellent with all the services they provide.  Essential part of the success of 

RSCCD. 
• Sarah Santoyo and Maria Gil provide excellent, efficient support for all steps of the grants processes. 
• Understaffed!  Increased staffing will allow the district and colleges to pursue, obtain and manage more 

grants. 

 

 
  



 
The RISK MANAGEMENT provides support and resources to staff and faculty on a wide range of 
matters including Workers Compensation, ergonomic assessments, safety issues, hazardous 
materials, waivers and releases, Certificates of Insurance, subpoenas and other legal matters, DMV 
checks, and contract review for proper insurance and indemnification clauses. 
 
How often do you use the services of the Risk Management? (N=283) 

  3% Weekly 
  6% Monthly 
10% Quarterly 
  9% Twice a Year 
11% Once a Year 
63% Never  
 

Ratings for the Risk Management 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=44) 45% 39% 9% 5% 2% 4.20 
Santiago Canyon College (N=29) 72% 17% 10% 0% 0% 4.62 
District Operations (N=28) 79% 21% 0% 0% 0% 4.79 
Total (N=101) 62% 28% 7% 2% 1% 4.49 
Staff knowledge 

    
  

Santa Ana College (N=44) 45% 41% 7% 2% 5% 4.20 
Santiago Canyon College (N=29) 69% 21% 7% 0% 3% 4.52 
District Operations (N=28) 82% 14% 4% 0% 0% 4.79 
Total (N=101) 62% 28% 6% 1% 3% 4.46 
Timeliness of response to my request(s) 

    
  

Santa Ana College (N=45) 36% 47% 7% 4% 7% 4.00 
Santiago Canyon College (N=28) 64% 21% 11% 0% 4% 4.43 
District Operations (N=28) 82% 18% 0% 0% 0% 4.82 
Total (N=101) 56% 32% 6% 2% 4% 4.35 
Availability of assistance 

    
  

Santa Ana College (N=44) 39% 45% 7% 2% 7% 4.07 
Santiago Canyon College (N=29) 69% 17% 7% 3% 3% 4.45 
District Operations (N=28) 82% 18% 0% 0% 0% 4.82 
Total (N=101) 59% 30% 5% 2% 4% 4.39 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=43) 42% 40% 7% 5% 7% 4.05 
Santiago Canyon College (N=29) 69% 17% 7% 7%  4.48 
District Operations (N=28) 79% 21% 0% 0% 0% 4.79 
Total (N=100) 60% 28% 5% 4% 3% 4.38 
Overall quality of services       

Santa Ana College (N=44) 34% 48% 9% 2% 7% 4.00 
Santiago Canyon College (N=28) 71% 14% 7% 7% 0% 4.50 
District Operations (N=28) 82% 18% 0% 0% 0% 4.82 
Total (N=100) 58% 30% 6% 3% 3% 4.37 

 
 
 



 
 

Additional feedback and suggestions for the Risk Management: 
 

• Available and willing to respond appropriately in a timely manner. 
• Don Maus and Diane Hill are amazing! 
• Encourage purchase of ergonomic work stations.  More communication college-wide, with managers 

and staff, regarding employee working conditions. 
• Excellent employees who are always ready to help 
• Great customer service. 
• Great department.  Don Maus deserves recognition for his contributions to the district as a member of 

RSCCD's management staff. 
• One of the most helpful departments at RSCCD. They all deserve a raise!! Diane Hill, Diane Loya and 

Don Maus are always pleasant, helpful and very patiently answer silly questions. 
• Thank you for all your help Don & Diane! 
• The Risk Management Department is always willing to assist and quick to follow thru 
• Waste of district budget. 
• What a great department!  Always helpful. 
• When I suffered an injury - they provided exceptional services. They really do care - it's not just a job 

for them. 
 

  



 
The SAFETY AND SECURITY serves and protects the people and property at all district locations to 
ensure a safe and secure educational environment that encourages personal and intellectual growth. To 
accomplish this, our primary activities are to perform visible and continuous patrols of district 
properties so that we are available to provide assistance to our students, staff and guests; to perform 
safety and security services; to detect and deter crime. 
 
How often do you use the services of the Safety and Security? (N=285) 

26% Weekly 
16% Monthly 
18% Quarterly 
10% Twice a Year 
  5% Once a Year 
26% Never  

 

Ratings for the Safety and Security 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=115) 57% 30% 9% 1% 4% 4.33 
Santiago Canyon College (N=68) 60% 29% 9% 1% 0% 4.49 
District Operations (N=29) 83% 14% 3% 0% 0% 4.79 
Total (N=212) 61% 27% 8% 1% 2% 4.44 
Staff knowledge 

    
  

Santa Ana College (N=113) 55% 32% 9% 1% 4% 4.34 
Santiago Canyon College (N=68) 60% 29% 10% 0% 0% 4.50 
District Operations (N=29) 86% 10% 3% 0% 0% 4.83 
Total (N=210) 61% 28% 9% 0% 2% 4.46 
Timeliness of response to my request(s) 

    
  

Santa Ana College (N=111) 49% 32% 10% 4% 6% 4.13 
Santiago Canyon College (N=68) 53% 35% 7% 3% 1% 4.35 
District Operations (N=29) 76% 21% 3% 0% 0% 4.72 
Total (N=208) 54% 31% 8% 3% 4% 4.28 
Availability of assistance 

    
  

Santa Ana College (N=113) 48% 31% 12% 4% 6% 4.11 
Santiago Canyon College (N=68) 53% 34% 9% 3% 1% 4.34 
District Operations (N=29) 79% 17% 3% 0% 0% 4.76 
Total (N=210) 54% 30% 10% 3% 4% 4.27 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=110) 53% 33% 7% 4% 4% 4.27 
Santiago Canyon College (N=68) 54% 35% 9% 1% 0% 4.43 
District Operations (N=29) 83% 14% 3% 0% 0% 4.79 
Total (N=207) 57% 31% 7% 2% 2% 4.40 
Overall quality of services       

Santa Ana College (N=113) 49% 36% 9% 2% 4% 4.23 
Santiago Canyon College (N=67) 57% 33% 9% 1% 0% 4.45 
District Operations (N=29) 83% 14% 3% 0% 0% 4.79 
Total (N=209) 56% 32% 8% 1% 2% 4.38 



 
Additional feedback and suggestions for the Safety and Security: 

 
• Access to prompt assistance in evenings and weekends is always a concern. 
• Chief Bland is knowledgeable and is the right leader for District Safety & Security. 
• I am off of campus, safety officer are supposed to patrol twice of day our location. I never see them. 
• I feel safe looking at all the security staff around the school. They are all very friendly and helpful. 
• I know there have been issues with responding time, and follow up with campus safety.   I reported an 

incident, and had to follow up with them consistently to ensure they did what they said they would do. 
• I needed a classroom unlocked. I waited for 30 minutes to get the door open, and had to cancel class 

because no one came. 
• I really respect RSCCD for living up to the part of No Age Discrimination, however, some of the 

officers do not give the assurance that physically, they more likely would not be able to protect us from 
shootings or aggressive students. 

• I would like to see more armed officers on the campuses. 
• It is not desirable to have calls routed to SAC when working at SCC.  This just adds time to getting 

needs met as the person who answers has to explain that they then have to contact someone at SCC.  I 
hope that this system doesn't interfere with someone who is in an emergency! 

• It takes forever to have someone in this department open a classroom.  That responsibility is shifted 
now to facilities and that is even worse.  Why should students be missing class time because the 
response here is 15 to 30 minutes 

• It would be helpful to know the staff by name.  Having them visit each office for the site they work at 
would be helpful. 

• It's hard to answer the questions for this area. One hopes never to need the services of this operation. 
The fact that I don't, means they are doing their job rather well. That is why I said "weekly." In fact, we 
all use their services daily! 

• Chief Bland does an outstanding training for us. 
• Much improved with the hiring of Chief Bland!  Investigations and follow-through need improvement. 
• Phone should be routed to someone at SCC if the call originates at SCC (why is it routed to SAC). 
• Scott Baker and staff generally provide excellent service at SAC. Please inform faculty and staff if 

there is a security concern in their area. We need more widespread and regular training of all employees 
in emergency preparedness and safety. 

• Thank you for always being there! 
• The fact that I have never had to directly use their services is why I gave high ratings. I always see them 

around, actively preventing trouble and I feel safe. 
• The response time is lacking. Much harder to get a hold of than it should be. 
• They are very helpful. 
• They are wonderful!  Very helpful. 
• This has improved at SAC with the new leadership 
• Very responsive and friendly. 
• We love Pat Weekes. 
• What has happened to our Safety officers? They used to be helpful and now it's things like "not my job" 

or my favorite: “we don't open doors call facilities”, they are not team players. 
• When calling to request opening classrooms:  AVERAGE to BELOW AVERAGE-When requests are 

made 30 minutes to an 45 minutes in  advance to open classrooms for student enrichment seminars, the 
room is opened late. Sometimes calls are transferred to maintenance. 

 
  



 
The STUDENT BUSINESS OFFICE handles all Accounts Payable functions for the Associated 
Students, Community Education, Diversified Club and Trust accounts, and the Student 
Representation Fund including reimbursements, purchase orders and payments of invoices. We are 
responsible for departmental deposits for Athletics, Child Development Centers, Fine and 
Performing Arts, Health Centers, International Student Programs, Libraries, Planetarium and 
student clubs and organizations. 
 
How often do you use the services of the Student Business Office? (N=284) 

   6% Weekly 
   8% Monthly 
 10% Quarterly 
   6% Twice a Year 
   3% Once a Year 
 67% Never 

Ratings for the Student Business Office 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=54) 50% 33% 15% 2% 0% 4.31 
Santiago Canyon College (N=23) 30% 52% 13% 4% 0% 4.09 
District Operations (N=12) 42% 17% 33% 8% 0% 3.92 
Total (N=89) 44% 36% 17% 3% 0% 4.20 
Staff knowledge 

    
  

Santa Ana College (N=53) 42% 42% 15% 0% 2% 4.21 
Santiago Canyon College (N=23) 30% 57% 13% 0% 0% 4.17 
District Operations (N=12) 42% 8% 33% 17% 0% 3.75 
Total (N=88) 39% 41% 17% 2% 1% 4.14 
Timeliness of response to my request(s) 

    
  

Santa Ana College (N=53) 40% 34% 19% 4% 4% 4.02 
Santiago Canyon College (N=23) 30% 39% 17% 9% 4% 3.83 
District Operations (N=12) 33% 8% 25% 25% 8% 3.33 
Total (N=88) 36% 32% 19% 8% 5% 3.88 
Availability of assistance 

    
  

Santa Ana College (N=53) 42% 38% 11% 6% 4% 4.08 
Santiago Canyon College (N=23) 30% 43% 17% 9% 0% 3.96 
District Operations (N=12) 33% 8% 17% 33% 8% 3.25 
Total (N=88) 38% 35% 14% 10% 3% 3.93 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=53) 42% 40% 11% 6% 2% 4.13 
Santiago Canyon College (N=23) 30% 48% 22% 0% 0% 4.09 
District Operations (N=12) 42% 8% 17% 33% 0% 3.58 
Total (N=88) 39% 38% 15% 8% 1% 4.05 
Overall quality of services       

Santa Ana College (N=54) 43% 35% 17% 6% 0% 4.15 
Santiago Canyon College (N=23) 30% 48% 13% 4% 4% 3.96 
District Operations (N=12) 42% 8% 25% 25% 0% 3.67 
Total (N=89) 39% 35% 17% 8% 1% 4.03 



 
 

Additional feedback and suggestions for Student Business Office: 
 
 

• I work in admissions and their help when changing residency and rebilling student fees from non- 
resident to resident fees is always easy with their help. 

• It’s hard to get ahold of them. It’s hard to get them to return calls and emails on a timely manner, or not 
at all. I think they need more staff.  They seem to take long lunches, and not to mention allot of 
meetings. Some check requests have been lost or not done in a timely manner. 

• Needs to improve on returning phone calls and emails. 
• Response to questions is not always timely.  Processing of check requests needs to be more prompt.  

Staff can be made to feel as though we are trying to steal our own funds for personal use! 
• The processes for student clubs are unwieldy. Please review these processes and remove barriers that 

student clubs face. Too many regulations! 
• They keep to themselves.  A little more openness to the rest of the campus would be great. 
• When our department has questions for the Student Business Office we go straight to the staff people as 

the manager seems to never be in the office, and when she is, she doesn't understand the operations 
enough to provide a useful response. Often requests take months to get resolved as it seems they don't 
have any sense of urgency in most matters. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 
The WAREHOUSE & RECEIVING SERVICES are responsible for the receipt, inspection, safeguarding 
and delivery of most goods throughout the District as well as maintaining trace inventories, conducting 
physical inventories, providing annual reconciliation of fixed assets, maintaining and coordinating the 
donation, sale and disposition of surplus property. 
 
How often do you use the services of the Warehouse & Receiving Services? (N=284) 

   5% Weekly 
 11% Monthly 
   9% Quarterly 
   6% Twice a Year 
   6% Once a Year 
 63% Never 

 

Ratings for the Warehouse & Receiving 
Services 

Excellent Good Average Below 
Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=43) 30% 42% 19% 9% 0% 3.93 
Santiago Canyon College (N=30) 50% 37% 13% 0% 0% 4.37 
District Operations (N=31) 55% 45% 0% 0% 0% 4.55 
Total (N=104) 43% 41% 12% 4% 0% 4.24 
Staff knowledge 

    
  

Santa Ana College (N=43) 33% 33% 26% 7% 2% 3.86 
Santiago Canyon College (N=30) 50% 40% 10% 0% 0% 4.40 
District Operations (N=30) 53% 47% 0% 0% 0% 4.53 
Total (N=103) 44% 39% 14% 3% 1% 4.21 
Timeliness of response to my request(s) 

    
  

Santa Ana College (N=43) 26% 33% 28% 9% 5% 3.65 
Santiago Canyon College (N=30) 40% 40% 17% 0% 3% 4.13 
District Operations (N=31) 52% 39% 10% 0% 0% 4.42 
Total (N=104) 38% 37% 19% 4% 3% 4.02 
Availability of assistance 

    
  

Santa Ana College (N=43) 23% 37% 21% 16% 2% 3.63 
Santiago Canyon College (N=30) 37% 47% 17% 0% 0% 4.20 
District Operations (N=30) 50% 40% 7% 3% 0% 4.37 
Total (N=103) 35% 41% 16% 8% 1% 4.01 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=43) 23% 44% 21% 12% 0% 3.79 
Santiago Canyon College (N=29) 45% 41% 14% 0% 0% 4.31 
District Operations (N=30) 53% 40% 7% 0% 0% 4.47 
Total (N=102) 38% 42% 15% 5% 0% 4.14 
Overall quality of services       

Santa Ana College (N=42) 26% 45% 17% 12% 0% 3.86 
Santiago Canyon College (N=30) 40% 47% 13% 0% 0% 4.27 
District Operations (N=31) 52% 42% 6% 0% 0% 4.45 
Total (N=103) 38% 45% 13% 5% 0% 4.16 



 
 

Additional feedback and suggestions for Warehouse & Receiving Services: 

• Armando and his team are fantastic. DWO Dave rocks. 
• Armando is wonderful! 
• Dave Tucker and Armando Toner are always responsive and friendly. 
• Dave Tucker is very good at his job. 
• Excellent staff!  Always very helpful and delivers items in a timely manner. 
• Great service. 
• I entered my comments for this department in the wrong section, but just want to let them know that 

sometimes boxes are delivered right away while other times they may take a few days, but the staff is 
very nice and good. 

• I think they need more staff. When asked for order status, they are quick to respond. Problems arise 
between time packages arrive at the warehouse and delivery to the department.  Below average 
Availability of assistance, is for this reason. 

• It would be great if the warehouse can contact people to let them know that they stuff are in along with 
ITS, especially computers, sometimes computers are coming in and sitting in a warehouse for the a long 
time until someone calls over there to ask for it. 

• Nice that Warehouse is on site here at SCC now. 
• Sometimes my packages end up at SAC or our department gets items for the same department at SAC. 
• The rating would be better if they were given a bigger staff to be able to get the mail/packages delivered 

quickly. I went more in-depth regarding M&O a few questions back, please see those responses. Thank 
you. 

• They offered a tour of warehouse when our center was in need of furniture. 
• Warehouse should hire more staff to distribute items to sites quicker. 
• When we have something delivered, we are not notified, thus leading us to having contact the vendor, 

locate/confirm the product/print job was delivered then ask Warehouse Staff to locate it. Sometimes it 
would sit there for days, without us being notified.  We try not to have urgent deliveries sent there, or if 
we do, we know that we will have to keep checking to confirm that they have the product/print job we 
ordered. 

• Where are they now?  Maybe an update now and then would be nice. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  



 
 
The WEB DEVELOPMENT implements and manages the Enterprise Web Content Management 
System which includes the district and college websites, portal, and related databases. 
 
How often do you use the services of the Web Development? (N=281) 

  4% Weekly 
  4% Monthly 
  6% Quarterly 
  4% Twice a Year 
  6% Once a Year 
76% Never 

 

Ratings for the Web Development 
Excellent Good Average Below 

Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=22) 18% 45% 9% 14% 14% 3.41 
Santiago Canyon College (N=22) 32% 64% 5% 0% 0% 4.27 
District Operations (N=20) 65% 25% 10% 0% 0% 4.55 
Total (N=64) 38% 45% 8% 5% 5% 4.06 
Staff knowledge 

    
  

Santa Ana College (N=23) 13% 43% 17% 9% 17% 3.26 
Santiago Canyon College (N=22) 36% 55% 9% 0% 0% 4.27 
District Operations (N=20) 65% 25% 10% 0% 0% 4.55 
Total (N=65) 37% 42% 12% 3% 6% 4.00 
Timeliness of response to my request(s) 

    
  

Santa Ana College (N=23) 13% 43% 17% 13% 13% 3.30 
Santiago Canyon College (N=22) 36% 64% 0% 0% 0% 4.36 
District Operations (N=20) 65% 15% 20% 0% 0% 4.45 
Total (N=65) 37% 42% 12% 5% 5% 4.02 
Availability of assistance 

    
  

Santa Ana College (N=24) 13% 33% 21% 4% 29% 2.96 
Santiago Canyon College (N=23) 39% 48% 13% 0% 0% 4.26 
District Operations (N=20) 70% 15% 15% 0% 0% 4.55 
Total (N=67) 39% 33% 16% 1% 10% 3.88 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=23) 13% 43% 13% 13% 17% 3.22 
Santiago Canyon College (N=23) 30% 61% 9% 0% 0% 4.22 
District Operations (N=20) 60% 25% 15% 0% 0% 4.45 
Total (N=66) 33% 44% 12% 5% 6% 3.94 
Overall quality of services       

Santa Ana College (N=24) 13% 46% 8% 13% 21% 3.17 
Santiago Canyon College (N=23) 30% 61% 9% 0% 0% 4.22 
District Operations (N=20) 65% 20% 15% 0% 0% 4.50 
Total (N=67) 34% 43% 10% 4% 7% 3.93 
 
 
 
 



 
 

Additional feedback and suggestions for Web Development: 
 
 

• Is there even someone doing web development? If so, poor job. 
• Siteimprove Reports are not easy enough to use and track, this results in the reports being underutilized, 

or not utilized at all.  Please research a better alternative with reporting that is more specific to the 
site(s) that a user is responsible for. 

• The college websites are out of date. 
• The SAC website is awful! Please make our site similar to the SCC site or other college sites that are 

easier to navigate. 
• There is staff assigned to help with the web?  I'm only familiar with Dean and Alfonso working with 

staff with SharePoint and compliance issues. 
• This is one of the worst areas on campus, information is outdated and the design is marginal 

  



 
The WORKFORCE and ECONOMIC DEVELOPMENT serves as liaison between the colleges and 
private industry; collaborates with the colleges, employers, advisory committees and other community 
partners to identify workforce education, training and instructional needs in the region; provides direct 
services such as seminars, workshops, training, one-on-one small business consulting, curriculum 
development, faculty training and professional development opportunities; meets Chancellor's Office 
program requirements. 
 
How often do you use the services of the Workforce and Economic Development? (N=279) 

  1% Weekly 
  1% Monthly 
  3% Quarterly 
  1% Twice a Year 
  1% Once a Year 
93% Never 

Ratings for the Workforce and Economic 
Development 

Excellent Good Average Below 
Ave. Poor Average  

5 4 3 2 1 Rating 
Staff helpfulness             
Santa Ana College (N=8) 38% 50% 13% 0% 0% 4.25 
Santiago Canyon College (N=4) 50% 50% 0% 0% 0% 4.50 
District Operations (N=7) 86% 0% 14% 0% 0% 4.71 
Total (N=19) 58% 32% 11% 0% 0% 4.47 
Staff knowledge 

    
  

Santa Ana College (N=8) 25% 63% 13% 0% 0% 4.13 
Santiago Canyon College (N=4) 50% 50% 0% 0% 0% 4.50 
District Operations (N=7) 86% 0% 14% 0% 0% 4.71 
Total (N=19) 53% 37% 11% 0% 0% 4.42 
Timeliness of response to my request(s) 

    
  

Santa Ana College (N=8) 25% 63% 13% 0% 0% 4.13 
Santiago Canyon College (N=4) 50% 50% 0% 0% 0% 4.50 
District Operations (N=7) 86% 0% 14% 0% 0% 4.71 
Total (N=19) 53% 37% 11% 0% 0% 4.42 
Availability of assistance 

    
  

Santa Ana College (N=8) 38% 50% 13% 0% 0% 4.25 
Santiago Canyon College (N=4) 50% 50% 0% 0% 0% 4.50 
District Operations (N=7) 86% 0% 14% 0% 0% 4.71 
Total (N=19) 58% 32% 11% 0% 0% 4.47 
Services provided fit the needs of my area 

    
  

Santa Ana College (N=8) 25% 50% 25% 0% 0% 4.00 
Santiago Canyon College (N=4) 50% 50% 0% 0% 0% 4.50 
District Operations (N=7) 86% 0% 14% 0% 0% 4.71 
Total (N=19) 53% 32% 16% 0% 0% 4.37 
Overall quality of services       

Santa Ana College (N=8) 25% 63% 13% 0% 0% 4.13 
Santiago Canyon College (N=4) 75% 25% 0% 0% 0% 4.75 
District Operations (N=7) 86% 0% 14% 0% 0% 4.71 
Total (N=19) 58% 32% 11% 0% 0% 4.47 



 
 

Additional feedback and suggestions for Workforce and Economic Development: 
 
 

• Do we have data to show how their involvement has helped with FTES?  What do they do for us as a 
whole? 

• I would like to see opportunities to work with the group. 
• It is not clear how the colleges can benefit from several of the services noted above: liaison between 

colleges and private industry; curriculum development, and; faculty training. 
• No idea what the benefit of this department is. 


