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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.   

  

To assist staff in their assessment, members of the POE committee designed a very simple, but 

comprehensive survey of the 25 district services departments.  The survey was implemented in 

Spring 2019 for faculty and staff’s feedback.  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 imbalance of services as rated by site staff and faculty.   

 

The two hundred seven six 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-six percent of respondents were confidential/classified, 40% faculty, and 14% 

supervisory/management, and 

 Seventy-eight were full-time and 22% part-time staff. 

 

Participants were also given an opportunity to make additional comments and suggestions for each 

department and these are also included in this report.   
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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 service? (N = 248) 
Weekly 15% 

Monthly 18% 

Quarterly 4% 

Twice a year 5% 

Once a year 5% 

Never 53% 

 

Accounts Payable Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 53 45% 40% 15% 0% 0% 4.30 

SCC 37 59% 24% 14% 3% 0% 4.39 

DO 24 67% 29%       4% 0% 0% 4.63 

Total 114 55% 32% 12% 1% 0% 4.36 

Staff 

knowledge 

SAC 53 53% 30% 17% 0% 0% 4.36 

SCC 37 54% 30% 16% 0% 0% 4.38 

DO 25 72% 28% 0% 0% 0% 4.72 

Total 115 57% 30% 13% 0% 0% 4.44 

Timeliness of 

response to 

my request(s) 

SAC 52 42% 31% 21% 6% 0% 4.09 

SCC 37 46% 27% 22% 5% 0% 4.14 

DO 24 63% 33%       4% 0% 0% 4.59 

Total 113 48% 30% 18% 4% 0% 4.22 

Availability of 

assistance 

SAC 54 37% 42% 17% 4% 0% 4.16 

SCC 36 52% 25% 17% 3% 3% 4.25 

DO 24 63% 33%       4% 0% 0% 4.59 

Total 114 47% 35% 14% 3% 1% 4.24 

Services 

provided fit 

the needs of 

my area 

SAC 50 44% 38% 14% 4% 0% 4.22 

SCC 37 53% 30% 14% 0% 3% 4.35 

DO 23 66% 30%       4% 0% 0% 4.57 

Total 110 51% 34% 12% 2% 1% 4.37 

Overall 

quality of 

services 

SAC 51 41% 41% 16% 2% 0% 4.21 

SCC 38 52% 24% 18% 3% 3% 4.24 

DO 26 73% 19%       8% 0% 0% 4.65 

Total 115 52% 30% 15% 2% 1% 4.30 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service.  
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Additional feedback and suggestions 

 

 The staff is very helpful. They are very short staffed and I have noticed an impact to turn around time. 

 If or when I have a question or a situation that may not fit with the normal parameters of my 

submissions, A/P has always been able to walk me through various situations so that I can expand my 

own knowledge. 

 Staff is very friendly and helpful. 

 I'm not a great budget person so they help me tremendously...and always with a smile on their face.  

They are very patient with me and I appreciate that (especially Dana). 

 The accounts payable department is very efficient and always helpful I resolving any issues. 

 It can take an awfully long time to get reimbursed for travel and mileage payments. 

 It seems SCC and SAC have different reimbursement standards even though we are part of one district.  

Why is that? 

 The processes and forms are onerous for conferences and change all the time. The distinction between 

faculty and students who are going with faculty or charges to be made for students on forms is not easy 

to ascertain how to do, and there is not enough room for it. New procedures and form were not clear on 

how to deal with student life or foundation versus the other listed areas, and there is confusion for me 

over what goes where when. Really, the website that should have all this info readily available doesn’t.   

I have to rely on division staff to know who should be called for what.  

 Keep up the excellent work.   

 Thank you for all that you do!   

 All is excellent! 

 A document of timelines or turnaround time for sending out checks to vendors, reimbursements, etc. 

Sometimes we get people asking when they will receive their payment. Any updated information on AP 

requirements for us to know to make it easier for AP to process payments. 

 Immediate reply to concerns and helpful staff 

 GREAT customer service.  I think each person is both knowledgeable and very helpful. 

 Candi and Debbie are the best! Especially Candi, she is always super helpful and she always goes 

above and beyond. 

 Candi and Dana are always so helpful and knowledgeable. 

 I have record requests for historical payments, and A/P was responsive and helpful with assisting me 

with this request.  

 Please be cognizant of when conference registration checks need to be mailed directly to the vendor. 

 Whenever I need assistance, it's immediately offered.  The follow up is impeccable.  Whenever I call or 

email for assistance, I am made to feel that I matter.  

 Most of the staff is helpful, however, due to staffing shortage or absences, response time needs 

evaluation.  Brushing up on customer service skills is recommended. 

 It honestly depends on who we are working with. If we are working with Debbie Perales she is 

excellent, she goes above and beyond and explains things and gets back to me almost immediately and 

calls me when she needs clarification in a non-judgmental manner.  Candi Easter is also willing to work 

with me when needed and responds to us in a timely manner most of the time.  However, __________ 

delays payments on our Smart and Final PO, and has lost receipts and that causes delay of payments and 

I have been at Smart and Final unable to purchases my items- when I get to cashier and ready to pay I am 

told that I have not paid. Then the process to get out with food for my students is delayed significantly.  

If she can process Smart and Final payments on time would be a great benefit to our students. 

 They are extremely friendly, personable and respond in a timely and expeditious manner. 

 Everything takes a long time to process, the rules change constantly and we are not informed until we 

complete something wrong.  The switch to Professional Service Agreement from Independent Contractor 

was very confusing as one process was stopped before the other was in place.  

 I know everything is going digital, but I was hoping for a way to be notified as soon as a PR evolved into 

a PO, and any checks that are mailed out, a copy of that check would be available.  Thanks! 
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 Very professional and always timely.  

 Since SCC now does their own A.P., the turn around and service has been excellent. 

 Services have improved in the last two years. Bills were paid on time. Staff are friendly and helpful.  

They made my job easier when things are taken care of in timely manner. Thanks for all your hard work. 

 Some staff are very helpful and reply soon, other staff do not reply quickly  

 It takes way to long for a vendor to be paid. 

 Some items that are ordered seem to take a long time to process.  It is not clear where in the system the 

delay is but it can be frustrating. 

 Easy to work with.  

 You guys rock!  Always very helpful.  Conference request forms take a lot of time to complete.  There 

should be an easier way to route these forms similar to the time-off requests. 

 Staff is always helpful in providing answers to questions and suggestions. 

 It takes a long time to receive reimbursements for conferences after everything is submitted. 

 I predominately interact with Debbie Perales for processing Conference Request Claim forms and have 

a genuine respect for her professionalism, creative problem solving skills, helpful attitude, and the level 

of customer service she is willing to provide.        

 I travel with students considerably as part of my program. Debbie Perales, in particular, always works 

hard to get my questions answered and get me reimbursed as quickly as possible. It is so very 

appreciated! 
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APPLICATION SUPPORT SERVICES is responsible for support 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 service? (N = 234) 
Weekly 20% 

Monthly 9% 

Quarterly 6% 

Twice a year 4% 

Once a year 3% 

Never 58% 

 

Application Support Services Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 42 44% 40% 14% 2% 0% 4.21 

SCC 30 47% 37% 10% 3% 3% 4.22 

DO 20 60% 15% 10% 10% 5% 4.15 

Total 92 48% 34% 12% 4% 2% 4.22 

Staff 

knowledge 

SAC 41 39% 39% 17% 5% 0% 4.12 

SCC 30 37% 47% 13% 0% 3% 4.15 

DO 21 56% 19% 10% 10% 5% 4.16 

Total 92 43% 37% 14% 4% 2% 4.10 

Timeliness 

of response 

to my 

request(s) 

SAC 41 34% 41% 20% 5% 0% 4.04 

SCC 30 40% 33% 17% 7% 3% 4.00 

DO 20 60% 10% 15% 5% 10% 4.05 

Total 91 42% 32% 18% 5% 3% 4.05 

Availability 

of 

assistance 

SAC 43 33% 32% 28% 7% 0% 3.95 

SCC 30 33% 44% 10% 10% 3% 3.90 

DO 21 57% 14% 10% 14% 5% 4.04 

Total 94 38% 32% 18% 10% 2% 3.94 

Services 

provided fit 

the needs 

of my area 

SAC 41 36% 34% 20% 10% 0% 4.01 

SCC 30 33% 47% 10% 7% 3% 4.00 

DO 21 56% 10% 14% 10% 10% 3.97 

Total 92 40% 33% 15% 9% 3% 3.98 

Overall 

quality of 

services 

SAC 41 37% 34% 22% 7% 0% 4.01 

SCC 29 42% 42% 10% 3% 3% 4.08 

DO 22 59% 9% 18% 5% 9% 4.04 

Total 92 44% 31% 17% 5% 3% 3.99 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 The ability for our college/district to improve our Ellucian and ImageNow products is very slow. Our 

need to improve these services VASTLY outweighs our ability to both assess which improvements to 

make and to implement those improvements. 

 I have not had to reach them yet. 

 I use them for help desk help :-) 

 Stuart and his staff are very helpful. 

 Extra staff was supplied for Canvas last year and they were not knowledgeable.  They trained me 

incorrectly and it took me a great amount of time to figure out how to use Canvas for what I needed.  I 

had to get help finally from the permanent staff and it took some time even with their help.    Separate 

training for part-time faculty that ONLY needed to access Canvas for grades should have been provided. 

Having part-time faculty that do not teach on-line to complete ALL of the modules was insanity.  It was 

just too overwhelming!  Since part-time faculty is such a large part of the staff, trainings need to be 

provided that are appropriate for their needs.  It is not done. 

 System seems very unstable with many outages.  It takes ITS forever (if ever) to complete projects.  Very 

disappointed in their services. 

 I use CANVAS for teaching and it works. 

 When Ellucian problems occur: reporting is easy, has taken a while to get staff here to help but then was 

told that everyone at district took vacation and no one is around to answer questions as to what is 

happening. Our tech staff is awesome but can only help so much when they have no one to call and get 

info from. We work on Ellucian everyday, and if it is down - we are down and cannot do anything.   At 

no time should ALL the techs be off! This happened at the beginning of the year when we were all very 

busy. 

 Our experience has been that Qs to District IT do not get answered unless higher-level managers are 

involved.  District IT’s calendar for MIS submission is not reliably followed, and changing practices and 

deadlines are not well communicated.  Multiple back-and-forth emails are typically required until our 

staff can trust the accuracy of the data being submitted.   

 Good help once you get it, but not sure if this is the place or not to talk about metacurrqnet. What a mess 

that thing is. I am sure it will be fine eventually, but geez. I hate that we have a system that doesn’t allow 

us to use something current and user friendly to update webpages and have a functional, current website, 

and that is due to vanilla Datatel Ellucian and or cruddy contract, as I understand it. It is just 

demoralizing to have such a crap website.  

 It takes so much time to get someone to assist with problems. That is why below average is marked. 

 ITS needs to dedicate staff to the MIS submission process and create a whole new department.  This will 

show full commitment to State reporting. 

 Does this department have a guide or manual for staff to follow for their services? 

 I use Datatel, but rarely interact with the staff. 

 I feel like there are constant issues with the systems, and response times can be slow unless the entire 

system is down. When the system is completely down, response time is usually very fast. 

 Stuart brings a wealth of operational knowledge to the table. There has been marked improvement in 

operations this academic year but still a long way to go. Staff needs more cross-training and professional 

development with current technology. Job descriptions also need to be updated. 

 Staff in this area are unknown to staff at the colleges and therefore it is difficult to communicate a 

problem or seek quick assistance.  The response is not quick. 

 Wait time on requests is too long. 

 Excellent service!  

 I feel the fact that I rarely need to interact with Application Support Services shows that they are doing a 

bang-up job!  
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 What we need is applications that work and that can be used to cover the needs of the college. It seems 

that the college buys only the shell, or bare minimum when it comes to the options applications offer. 

This limits our ability to offer accurate, on-time, and appropriate services to our students and partners. 

Perhaps this is not a comment for Application Support Services, as they only maintain and probably do 

not make the decisions on what application to buy or the services to include in it. Overall, I think that we 

should invest more in technology, so we are up to par with the rest of the community colleges around us.  

 Staffing might be an issue which leads to delays in responding to requests. 

 Can training be provided for new employees on how to use these systems? 

 Wondering when we will be able to use TouchNet on Chase and Wells Fargo without manually inputting 

the data.  All other services are excellent.  Thanks. 

 Changes are made is procedures and not explained or told to us.  When asking for extra help or training I 

was told to look it up in the directions. 

 I understand that this area is understaffed, but the response times for requests and completion of projects 

are slow.  Some requests fall through the cracks and are never addressed.  I also understand that there is a 

prioritizing process that occurs, but I question if those making the decision are truly well-informed as to 

the impact and significance of some of the smaller requests.  Sometimes completions of some of the "low 

hanging fruit" can be beneficial and overall not impact the timeliness of the larger projects.  It is hard to 

communicate effectively with this department, as we are required to go through so many alternate 

channels.  We are never communicating directly, and often some of the meaning, significance, and 

details are lost in the process. 

 There are too many interruptions in the Colleague system which in turn is disruptive to campus business. 

Perhaps our district should explore another system.  

 I am not sure how to answer this - the primary system that I use (from what is listed) is Canvas.  When I 

need help with Canvas I used the distant education department and they are always helpful. The 

performance of the system is excellent - I have not had any problems.  

 Stuart Davis and his team are fantastic and very helpful.  They do need more staff. 

 Good assistance. Don't always have the right answers the first time.  
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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, American Fidelity and AFLAC income protection plans and 

United Pet Care. 

 

How often do you use the service? (N = 232) 
Weekly 3% 

Monthly 3% 

Quarterly 8% 

Twice a year 22% 

Once a year 36% 

Never 28% 

 

Benefits Department Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 81 57% 32% 10% 1% 0% 4.45 

SCC 46 68% 28% 4% 0% 0% 4.59 

DO 32 78% 13% 9% 0% 0% 4.69 

Total 159 64% 27% 8% 1% 0% 4.54 

Staff 

knowledge 

SAC 82 58% 32% 10% 0% 0% 4.53 

SCC 46 67% 22% 9% 2% 0% 4.54 

DO 32 78% 9% 13% 0% 0% 4.65 

Total 160 65% 24% 10% 1% 0% 4.53 

Timeliness of 

response to 

my request(s) 

SAC 81 53% 38% 7% 1% 1% 4.36 

SCC 46 67% 24% 9% 0% 0% 4.58 

DO 31 77% 10% 13% 0% 0% 4.64 

Total 158 61% 28% 9% 1% 1% 4.47 

Availability 

of assistance 

SAC 81 57% 32% 9% 1% 1% 4.43 

SCC 46 59% 37% 4% 0% 0% 4.55 

DO 32 78% 13% 9% 0% 0% 4.69 

Total 159 61% 29% 8% 1% 1% 4.57 

Services 

provided fit 

the needs of 

my area 

SAC 79 54% 37% 8% 1% 0% 4.44 

SCC 48 59% 31% 8% 0% 2% 4.40 

DO 32 79% 9% 9% 3% 0% 4.59 

Total 159 60% 30% 8% 1% 1% 4.47 

Overall 

quality of 

services 

SAC 81 60% 28% 11% 1% 0% 4.42 

SCC 46 60% 33% 7% 0% 0% 4.58 

DO 32 74% 13% 13% 0% 0% 4.66 

Total 159 63% 26% 10% 1% 0% 4.51 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 They are excellent at what they do and always willing to help. 

 I don’t interact with them, just fill out the form for my benefits. 

 The Benefits Department t is always available to answer questions and assist with problems 

 My email requests are answered in a timely manner by a person who is knowledgeable. 

 Both ladies in Risk Management are awesome!  :) 

 It was much better this year to have the online process for the re-upping of benefits that stayed the same. 

We could have better dental care for sure. 

 Diane Loya is amazing!!! She is so friendly and patient. She's the reason for the high scores. 

 Super team. 

 I only really interact at open enrollment and maybe one other time a year. Diane Hill is great, very 

helpful. 

 Always willing to help and go that extra step.  

 I like that enrollment can be done online without having to go through a lot of sales pitches for extra 

insurances I don't want/need. Very good at notifying staff when enrollment is and the options that are 

available. 

  

 Excellent!  If they don't know the answer to your questions, they will find out.  

 Diana Loya is simply the best!!!! 

 How can you possibly improve on perfection. I am completely satisfied! 

 I used maternity and parental leave questions were answered in a timely manner; yet I felt a bit "tricked" 

into completing the forms. I was asked to put the start date and end date of leave; however, no one told 

me my maternity leave is not extended when holidays are in such dates. So in order to truly get 12 weeks 

for example, someone should have advised me better and said to put a start date, end date when winter 

break began then submit another form start date after winter break and then end date when next holiday 

approached. It felt like no one looked out for MY best interest, I should have been informed properly so I 

would make an educated decision as to how I would like to complete paperwork.  

 I always get the help I need, and always in a timely manner from the benefits department. Thank you! 

 Sometimes, I get the feeling they don't want to be bothered. 

 Very knowledgeable and professional staff. Thank you for all your help navigating complex systems.  

 Diane Hill is very helpful and knowledgeable.  She is willing to help employees and does it with a smile 

and great attitude.   

 Diane Hills has been very helpful to all my requests.  Thank you, Diane. 

 Seems to never answer the phone when called. 

 Always helpful and knowledgeable. 

 Some areas of this department answer e-mails and phone calls promptly.  Others just don't.  Information 

is hard to access/find on the website and some is obsolete.  I've had to re-do forms because they were 

"out of date" for over a year but the new forms weren't posted.  I've been here 23 years and this has 

always been an issue. 

 Thank you for the benefits we receive.  Many colleges don’t offer the level of benefits that we have. 

 Again, I am not sure what you are asking.  I use my medical and dental benefits frequently and I feel that 

we have excellent benefits but I have rarely requested help with them. The district does a good job of 

informing us when there are any changes or during open enrollment.  

 Very knowledgeable, and easy to work with.  

 You guys rock!  Diane, Diane and Don are always very helpful. 

 Staff is prompt in responding to questions. 

 Diane Hill and Diane Loya are excellent at their positions, knowledgeable, offer accurate information, 

and are willing to let you know if they don't know the answer and point you in the right direction.   

 I so appreciate that Diane Loya either answers her phone or gets right back to me - and never treats me 

like my questions are stupid (which they sometimes are, I'm sure).  



10 

 

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 service? (N = 228) 
Weekly 5% 

Monthly 7% 

Quarterly 6% 

Twice a year 4% 

Once a year 6% 

Never 72% 

 

Chancellor's Office Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 27 37% 33% 19% 4% 7% 3.89 

SCC 12 59% 8% 25% 0% 8% 4.05 

DO 22 54% 23% 14% 0% 9% 4.18 

Total 61 47% 25% 18% 2% 8% 4.06 

Staff 

knowledge 

SAC 27 44% 30% 15% 7% 4% 4.03 

SCC 12 50% 25% 17% 0% 8% 4.09 

DO 21 66% 10% 19% 0% 5% 4.37 

Total 60 53% 22% 17% 3% 5% 4.15 

Timeliness 

of response 

to my 

request(s) 

SAC 27 42% 33% 11% 7% 7% 3.91 

SCC 11 55% 18% 18% 0% 9% 4.10 

DO 20 60% 25% 10% 0% 5% 4.35 

Total 58 50% 28% 12% 3% 7% 4.11 

Availability 

of assistance 

SAC 25 32% 40% 24% 0% 4% 3.96 

SCC 12 50% 17% 25% 0% 8% 4.01 

DO 21 62% 14% 14% 0% 10% 4.18 

Total 58 46% 26% 21% 0% 7% 4.09 

Services 

provided fit 

the needs of 

my area 

SAC 25 36% 40% 16% 4% 4% 4.00 

SCC 12 50% 25% 17% 0% 8% 4.09 

DO 21 62% 14% 14% 0% 10% 4.18 

Total 58 47% 28% 16% 2% 7% 4.11 

Overall 

quality of 

services 

SAC 27 38% 33% 22% 0% 7% 3.90 

SCC 12 50% 17% 25% 0% 8% 4.01 

DO 22 63% 14% 14% 0% 9% 4.27 

Total 61 49% 23% 20% 0% 8% 4.05 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 Debra is wonderful! Always willing to help with your request.  

 Debra is always very helpful and quick to respond. 

 I have been a hard-working, dedicated, and high achieving faculty member. Despite my outstanding 

record of integrity, in my 9th year, I was issued a reprimanded. This happened again, two more times 

over the next several years. Each time, these reprimands were baseless. The claims were not true. They 

were wholeheartedly unsubstantiated. I sought out remediation, with no avail. Through it all, this is what 

I learned: RSCCD management is at liberty to punish faculty based on whatever they say; no 

substantiated evidence is required. Hearsay is also fine to include. Any response from the accused 

faculty member has no merit. After these incidents, my normally energetic and happy disposition change 

to that of being anxious and depressed. I resolved my situation by submitting my retirement papers. (This 

is my last semester)  I would think that it would be in the district's best interest to ensure that faculty (as 

well as all employees) do not get reprimanded without cause. The abusive treatment I was subjective to 

affected me greatly, making it difficult for me to carry on with my teaching duties at my best and left me 

with a less than positive opinion about this institution overall.   

 Great cooperation however, sometimes, staff appears to overstep boundary in providing direction to 

senior level administrators.   

 When a disable person needs help the receptionist/secretary should listen to what the DSPS student needs 

instead of calling security only because she doesn't understand what the student is saying. 

 I do not use the services of the chancellor's office, but I love that they keep us updated with emails 

regarding agendas and minutes. I enjoy reading them and getting informed even though I did not attend 

the meetings. Thank you. 

 It was very disappointing to find out that the chancellor was getting free money from the college for 

years. His relocation package should have been for only the year he moved, and not continue forever. I 

do not donate to the college for anything anymore after hearing this news. The free money he got from 

the college would have paved the entire mall at $100 a brick. It would have helped other services around 

campus offer much needed help to students who are homeless, hungry, or cannot afford books. 

Unfortunately, he got to keep the money he did not deserve or earned. Who is supposed to keep track of 

this things? Payroll? It is truly unbelievable that the college is talking about budget issues, and cut, but it 

gave free money to the chancellor for years.  

 Very professional and helpful staff. I really appreciate everyone's work.  

 When I sent an e-mail to the Board of Trustees I got a response from the Chancellor the following 

morning.  I was impressed! 

 Debra is always a pleasure to deal with. 

 I have only interacted with Debra Gerard.  She is pleasant, articulate, and direct. 

 Always helpful when dealing with Docket items for the board meetings.  Revised pages, corrections and 

addenda are met with professional courtesy, even if it can be presented at the last minute. 
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The CHILD DEVELOPMENT SERVICES department is responsible for the operation of 7 child 

development centers within the District through the administration of several categorical programs. 

The child development centers function as lab schools for students enrolled in Child Development 

and Education Studies and Nursing courses at Santa Ana College and Santiago Canyon College. 

 

How often do you use the service? (N = 227) 
Weekly 2% 

Monthly 3% 

Quarterly 1% 

Twice a year 1% 

Once a year 0% 

Never 93% 

 

Child Development Services Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 7 29% 29% 28% 14% 0% 3.76 

SCC 5 80% 0% 20% 0% 0% 4.60 

DO 6 83% 0% 17% 0% 0% 4.66 

Total 18 61% 11% 22% 6% 0% 4.27 

Staff 

knowledge 

SAC 7 29% 43% 14% 0% 14% 3.73 

SCC 5 60% 20% 20% 0% 0% 4.40 

DO 6 83% 0% 17% 0% 0% 4.66 

Total 18 55% 22% 17% 0% 6% 4.25 

Timeliness of 

response to 

my request(s) 

SAC 6 33% 33% 17% 17% 0% 3.82 

SCC 5 60% 20% 0% 0% 20% 4.00 

DO 6 83% 0% 17% 0% 0% 4.66 

Total 17 58% 18% 12% 6% 6% 4.21 

Availability 

of assistance 

SAC 6 33% 33% 17% 17% 0% 3.82 

SCC 4 25% 50% 25% 0% 0% 4.00 

DO 6 83% 0% 17% 0% 0% 4.66 

Total 16 50% 25% 19% 6% 0% 4.19 

Services 

provided fit 

the needs of 

my area 

SAC 6 33% 33% 17% 17% 0% 3.82 

SCC 4 75% 0% 25% 0% 0% 4.50 

DO 5 80% 0% 20% 0% 0% 4.60 

Total 15 60% 13% 20% 7% 0% 4.26 

Overall 

quality of 

services 

SAC 6 34% 33% 33% 0% 0% 3.96 

SCC 5 60% 20% 20% 0% 0% 4.40 

DO 5 80% 0% 20% 0% 0% 4.60 

Total 16 56% 19% 25% 0% 0% 4.31 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 The staff and instructors are wonderful! But, they have way too many mangers for the amount of people 

they oversee. Someone needs to take a look at the heavy admin in the department completely over staffed 

in managers in comparison with any other department in the district. This are needs more oversight.  

 No complaints, with the exception of student observations are often thwarted which is rather the 

antithesis of having a lab school for students to observe children.  

 Very helpful and knowledgeable staff.  

 I used the center 23 years ago, and my son loved it! 
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The DISTRICT RESEARCH, PLANNING AND INSTITUTIONAL EFFECTIVENESS 

DEPARTMENT conducts and coordinates research about the District and its colleges for a wide 

variety of users; coordinates and completes external requests, state and federal mandates (including 

government reporting, support of grant-funded programs) and reviews/coordinates projects 

conducted by non-District researchers using students and/or staff as subjects.  We facilitate the 

districtwide planning framework and procedures, coordinate planning timelines and documents, as 

well as districtwide processes and progress; and serve as district liaison to colleges for accreditation 

reviews, self-evaluation and data/reports.  Finally, we also provide labor market data to all OC 

community colleges in the exploration and/or review of academic program offerings. 

 

How often do you use the service? (N = 224) 
Weekly 4% 

Monthly 4% 

Quarterly 7% 

Twice a year 10% 

Once a year 6% 

Never 69% 

 

District Research, Planning and Institutional Effectiveness Department Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 36 50% 36% 11% 3% 0% 4.33 

SCC 21 80% 10% 10% 0% 0% 4.75 

DO 11 55% 9% 18% 18% 0% 4.01 

Total 68 60% 24% 12% 4% 0% 4.40 

Staff 

knowledge 

SAC 36 55% 28% 14% 3% 0% 4.40 

SCC 22 77% 14% 9% 0% 0% 4.68 

DO 11 55% 18% 9% 18% 0% 4.10 

Total 69 62% 22% 12% 4% 0% 4.42 

Timeliness of 

response to 

my request(s) 

SAC 33 52% 27% 18% 3% 0% 4.28 

SCC 21 76% 14% 5% 5% 0% 4.61 

DO 11 55% 9% 18% 18% 0% 4.01 

Total 65 60% 20% 14% 6% 0% 4.34 

Availability 

of assistance 

SAC 34 50% 32% 15% 3% 0% 4.29 

SCC 21 80% 10% 5% 5% 0% 4.70 

DO 11 55% 9% 18% 18% 0% 4.01 

Total 66 61% 21% 12% 6% 0% 4.37 

Services 

provided fit 

the needs of 

my area 

SAC 36 50% 33% 14% 3% 0% 4.30 

SCC 21 76% 5% 19% 0% 0% 4.57 

DO 11 55% 0% 27% 18% 0% 3.92 

Total 68 59% 19% 18% 4% 0% 4.33 

Overall 

quality of 

services 

SAC 37 51% 35% 11% 3% 0% 4.34 

SCC 21 76% 5% 19% 0% 0% 4.57 

DO 11 55% 9% 18% 18% 0% 4.01 

Total 69 60% 22% 14% 4% 0% 4.33 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 Very personable services.  You’ve taken on a lot of responsibility with an OC regional labor 

market data center.  

 Excellent staff - always professional. 

 Thank you for helping me even though we have access to college researchers at SCC.  Nga 

works with her staff to make sure I obtain the data needed without hassles. 

 No idea what services if any are provided. 

 I've used the research that is posted on their web page. 

 While I more regularly use SAC's Research Department, I can always rely on Nga to be easily 

accessible for consultation and guidance when determining data and methods for reporting 

outcomes-based efforts. 

 Thank you for all that you do!   

 This department brings together professionalism, knowledge, customer service and access. Their 

products are very useful and assist in talking with a variety of external customers and 

business/college entities.  The friendliness and attention to quality is very appreciated. 

 The few interactions have been great. 

 Not sure what this department provides, we do not see emails informing staff of student data, for 

example, how do we measure up to other CCDs, enrollments, etc.  We only see this email every 

two years. 

 Nga Pham is simply the best, she responds immediately to my requests even though I 

sometimes request information at the very last minute. I rather use her than any other 

researcher! 

 Excellent service! Very professional and helpful staff.  

 Ms. Pham is very helpful in providing me with data so I can stay connected with my students’ 

progress. 

 I appreciate Nga and her staff for the assistance they give us even though we also have our own 

research staff.  She provides data and guides us in implementing our project effectively.  I also 

appreciate her good nature.  

 Department needs to find its niche. With both campuses having research departments, it is 

confusing to have a department at the district....with different data. 

 Nga Pham and Christina Gheorghe have always been responsive to my needs.  I appreciate 

the support they provide to our campus. 
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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 service? (N = 218) 
Weekly 7% 

Monthly 7% 

Quarterly 9% 

Twice a year 6% 

Once a year 8% 

Never 63% 

 

Facilities Planning, Construction and Support Services Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 37 35% 32% 22% 8% 3% 3.88 

SCC 21 28% 47% 5% 10% 10% 3.82 

DO 22 68% 27% 5% 0% 0% 4.63 

Total 80 42% 35% 13% 6% 4% 4.10 

Staff 

knowledge 

SAC 35 33% 29% 26% 9% 3% 3.85 

SCC 21 29% 56% 10% 0% 5% 4.08 

DO 22 68% 27% 5% 0% 0% 4.63 

Total 78 42% 36% 15% 4% 3% 4.10 

Timeliness of 

response to my 

request(s) 

SAC 35 29% 23% 30% 9% 9% 3.57 

SCC 21 19% 48% 14% 5% 14% 3.53 

DO 22 59% 27% 14% 0% 0% 4.45 

Total 78 34% 31% 22% 5% 8% 3.83 

Availability of 

assistance 

SAC 35 30% 23% 29% 9% 9% 3.61 

SCC 22 14% 62% 5% 5% 14% 3.65 

DO 22 59% 36% 5% 0% 0% 4.54 

Total 79 34% 38% 15% 5% 8% 3.85 

Services 

provided fit the 

needs of my 

area 

SAC 35 29% 31% 23% 11% 6% 3.66 

SCC 22 14% 49% 18% 5% 14% 3.48 

DO 20 60% 35% 5% 0% 0% 4.55 

Total 77 32% 39% 17% 6% 6% 3.81 

Overall quality 

of services 

SAC 33 27% 34% 24% 12% 3% 3.66 

SCC 20 20% 50% 20% 5% 5% 3.75 

DO 22 59% 36% 5% 0% 0% 4.54 

Total 75 35% 38% 17% 7% 3% 3.99 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 The problem is getting the information in a clear, concise and useable format. People tend to get 

bounced around and answers tend to be theoretical not practical. 

 I have been unimpressed with the dismissive nature of some of the District employees I've 

worked with in Facilities. Some have been great but others needed training/counseling in 

providing friendly and helpful customer service, as well as providing timely responses to 

questions or concerns. 

 At times there is a gap in communication. 

 Awesome staff - very friendly, professional, and helpful! 

 A lot of the staff seems to be bothered by phone calls and questions. Also there is currently a 

large communication gap that is apparent. Rules/regulations change without any communication  

 T201 has had tripping hazards for several years. T201 has had a rain leak in the same spot for 

over a decade. These issues have been brought forward in annual program reviews, RAR funds 

have been rewarded. But there seems to be a disconnect on how to actually complete these 

projects. The ball gets dropped, the issues don't get fixed and seem to become forgotten about. 

The leak still exists in T201, so after every rain, water is mopped up. There are still tripping 

hazards on the floor, students trip every day. 

 The facilities staff are very responsive, helpful, and friendly. 

 I'm in this dept.   

 Hiring cheap is a bad choice because I hear construction workers complained how the engineer 

has done some bad choices and the construction workers has called for his attention, especially 

for the street construction. 

 There does not seem to be enough staff in facilities at SAC with all that needs to be done on 

campus for upkeep.  

 Nothing ever seems to get done on a timely basis.  You put in a work request it could take 

weeks or it is never acted upon. 

 Classrooms should have old equipment taken out, e.g., old maps, old equipment.  Screens in 

classrooms should be reviewed so that they are up to par.  

 Although I do not have contact with these services I have been affected by the construction that 

is around my teaching area.  I don't understand why the Johnson Center was taken down when 

we have other buildings at SAC, such as the H building, that is much older and in more need of 

being renovated.  I am also not sure if it is a district or college issue but the parking at SAC has 

never been adequate.  

 The staff members are great to work with.  There are so many people in the department now that 

I can get answers to my questions very quickly.  I don't know how they functioned for so many 

years when there were only 4 or 5 people in that department. 

 The one complaint that I have is that the cleaning crew does not adequately clean the classrooms 

or the restrooms. The women's restroom in the U village is consistently inadequately cleaned. I 

can tell that the cleaning crew has been in because the trash is emptied and the towels are 

refilled, but the actual surfaces, like the walls in the stalls, the floors, the sinks, and the toilets 

look barely cleaned.  The restrooms on the rest of campus are much better kept.  The classrooms 

need to be vacuumed more often, and classrooms and office spaces need to be dusted more 

regularly.  Finally, the air filters all look dirty. 
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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 service? (N = 219) 
Weekly 11% 

Monthly 9% 

Quarterly 7% 

Twice a year 4% 

Once a year 3% 

Never 66% 

 

Fiscal, Budget, and Accounting Services Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 33 46% 33% 9% 12% 0% 4.08 

SCC 18 61% 22% 6% 0% 11% 4.22 

DO 21 66% 19% 10% 0% 5% 4.46 

Total 72 56% 26% 8% 6% 4% 4.24 

Staff 

knowledge 

SAC 34 47% 29% 21% 3% 0% 4.20 

SCC 18 56% 22% 11% 0% 11% 4.12 

DO 21 66% 29% 5% 0% 0% 4.66 

Total 73 55% 27% 14% 1% 3% 4.30 

Timeliness of 

response to 

my request(s) 

SAC 34 32% 38% 21% 3% 6% 3.87 

SCC 18 61% 11% 11% 0% 17% 3.99 

DO 21 62% 24% 14% 0% 0% 4.48 

Total 73 49% 27% 16% 1% 7% 4.05 

Availability of 

assistance 

SAC 33 43% 33% 15% 6% 3% 4.02 

SCC 18 44% 22% 17% 6% 11% 3.82 

DO 21 62% 19% 14% 0% 5% 4.33 

Total 72 49% 26% 15% 4% 6% 4.08 

Services 

provided fit 

the needs of 

my area 

SAC 34 38% 38% 18% 6% 0% 4.08 

SCC 18 44% 22% 17% 0% 17% 3.76 

DO 20 55% 35% 5% 0% 5% 4.35 

Total 72 44% 33% 14% 3% 6% 4.06 

Overall 

quality of 

services 

SAC 34 38% 38% 15% 9% 0% 4.05 

SCC 18 45% 33% 11% 0% 11% 3.96 

DO 21 66% 19% 10% 0% 5% 4.46 

Total 73 48% 32% 12% 4% 4% 4.16 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 My interactions with the staff have been great. However, some of the processes need to be 

examined by the users, especially the "Status Change Forms." FAR TOO MANY things require 

a status change form. There must be better mechanisms available to accomplish the goals 

currently required of a Status Change Form. I have worked in several other districts and never 

have I seen a form that frequently uses so much employee time to enter and approve for so 

many operational issues. If someone calculated the costs of the hours spent entering and 

approving Status Change Forms and compared that to the financial losses (or liabilities) we 

might incur if a simpler process were used, I bet the results would strongly suggest improving 

our process. Please PLEASE consider working with the data entry folks, their supervisors, and 

other front-line users of this form to get suggestions for improvement. 

 Huong in Resource Development is always knowledge, helpful and accurate in her provision of 

services. 

 Manager does not offer training and promotion for all staff only to select few  

 Knowledgeable, accessible and very willing to assist in running down an issue or process. 

 Thao is always very quick to assist when I need anything or have a question. 

 Unfortunately I am very skeptical when I hear district state there is no money and then all of the 

sudden there is a surplus. They never ever explain the budget in a manner that a person like me 

who is not quite familiar with how the monies come in and out would understand.  

 I feel like most of the work is pushed back to local departments. I don't understand why there is 

in accurate information on the department web pages.  

 Very professional and knowledgeable staff. Thank you for your work!  

 Although I deal have some work with the budget, I don't use the service of the budget dept. 

 Very helpful! 

 Staff might be great people and employees.  ____________... not so much.  :-( 

 I have been the clerical support for a number of grants over the years, and have interacted with 

Gina Huegi, JoJo Penning, Melissa Tran, Kevin Truong and Fernando Villasenor, in 

addition to many others in this department, and have appreciated their professionalism, 

willingness to explain accounting concepts and processes to help make sense of some of the 

intricate, multi-step, paperwork that must be done to accomplish tasks, and their wealth of 

knowledge. 

 I respect the work of the fiscal department, it's a shame that they do not reciprocate mutual 

respect for the professions of others they work with.  My experience with the Budget, 

Forecasting & Analysis manager and the Budget Analyst has always been positive and with 

mutual respect.     
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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, e-blasts, announcements, advertisements, campus signage, booklets and more. 

 

How often do you use the service? (N = 220) 
Weekly 4% 

Monthly 7% 

Quarterly 14% 

Twice a year 10% 

Once a year 10% 

Never 55% 

 

Graphic Communications Services Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 48 54% 29% 13% 2% 2% 4.31 

SCC 35 65% 23% 6% 3% 3% 4.49 

DO 17 82% 12% 6% 0% 0% 4.76 

Total 100 63% 24% 9% 2% 2% 4.44 

Staff 

knowledge 

SAC 47 51% 34% 13% 0% 2% 4.32 

SCC 35 71% 14% 9% 3% 3% 4.47 

DO 16 81% 13% 6% 0% 0% 4.75 

Total 98 64% 23% 10% 1% 2% 4.41 

Timeliness of 

response to 

my request(s) 

SAC 47 51% 30% 11% 6% 2% 4.22 

SCC 35 59% 26% 6% 3% 6% 4.34 

DO 17 70% 18% 12% 0% 0% 4.63 

Total 99 58% 26% 9% 4% 3% 4.32 

Availability 

of assistance 

SAC 47 51% 28% 15% 2% 4% 4.20 

SCC 35 62% 23% 9% 6% 0% 4.46 

DO 17 64% 24% 12% 0% 0% 4.57 

Total 99 58% 25% 12% 3% 2% 4.34 

Services 

provided fit 

the needs of 

my area 

SAC 48 48% 29% 13% 6% 4% 4.11 

SCC 35 62% 23% 9% 3% 3% 4.43 

DO 17 70% 24% 6% 0% 0% 4.69 

Total 100 57% 26% 10% 4% 3% 4.30 

Overall 

quality of 

services 

SAC 47 47% 38% 9% 4% 2% 4.24 

SCC 34 59% 26% 9% 3% 3% 4.35 

DO 17 70% 18% 12% 0% 0% 4.63 

Total 98 55% 31% 9% 3% 2% 4.34 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 Mary Law has been an AMAZING addition to the team. Now we just need to get Dean some extra help. 

 Mary Law is phenomenal! 

 Very helpful and professional. 

 I've asked to have classes and events promoted on the social media accounts for SCC. It often does not 

happen, or takes several emails, or having the dean call, to get the announcements posted to social media. 

 Our department orders colored posters to be printed from an outside source. It would be beneficial if the 

district was to one day purchase a printer capable of printing large format color posters. 

 Nancy, David and Mary are awesome. They are knowledgeable and very helpful.  

 The graphic communications services lacks customer service and support to the colleges. This is due in 

part to an employee/employer matter that is not for public discussion as well as the manager being 

housed at a different location than the individuals supervised.  Therefore work is not properly 

disseminated and supervised for completion.  Some graphic work is favored at one campus more than the 

other.  However, some employees work proactively and collaboratively more so than others on the staff 

of this department.   

 I have made a request with this department and immediately got an enthusiastic help. Then the follow-up 

for the help looks weeks to get a response. I have heard this same story with three other colleagues. I do 

not know if this is the result of one person being negligent or if this is due to the department being 

overwhelmed by tasks 

 Instead of advertising so much, do of the hiring that this college needs, we stripped below the bone. 

 Sally is amazing!! 

 The staff is terrific.  

 We tried to work with this dept. in the past and did not have a good experience.  I have heard the new 

personnel is doing an excellent job. 

 Cheap book binding. Excellent service. Thank you. 

 Always helpful.  Would love to see a little faster turn-around time for printing jobs.  Maybe even print 

them on site? 

 Templates and simplicity of instruction for campus-wide use need improvement. 

 I have not used these services often but when I do it takes a long time and I don't often get what I ask for.  

 Mary Law produces beautiful work. 

 Great folks in this department! 

 Dean Hopkins, Nancy Smith, Miranda have helped my department immensely.  Thank you.  

 I interact with Sally Vizthum, Dave Styffe, Dean Hopkins, and, most recently, Mary Law, who are all 

spectacular at their jobs.  It is a pleasure to work with each and every one of them.  

 I do not interact regularly, but when I do need help, the staff is always willing and professionally able to 

help, especially with the website issues. 
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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 service? (N = 218) 
Weekly 13% 

Monthly 10% 

Quarterly 18% 

Twice a year 18% 

Once a year 23% 

Never 18% 

 

Human Resources Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 87 45% 28% 17% 7% 3% 4.05 

SCC 57 56% 21% 12% 9% 2% 4.20 

DO 31 52% 23% 16% 6% 3% 4.15 

Total 175 50% 25% 15% 7% 3% 4.12 

Staff 

knowledge 

SAC 87 48% 28% 16% 5% 3% 4.13 

SCC 56 52% 25% 16% 5% 2% 4.20 

DO 31 54% 23% 10% 10% 3% 4.20 

Total 174 50% 26% 15% 6% 3% 4.19 

Timeliness of 

response to 

my request(s) 

SAC 86 46% 28% 17% 3% 6% 4.00 

SCC 55 44% 25% 15% 9% 7% 3.90 

DO 31 49% 29% 10% 6% 6% 4.04 

Total 172 46% 27% 15% 6% 6% 3.96 

Availability 

of assistance 

SAC 87 44% 24% 21% 6% 5% 4.01 

SCC 56 47% 30% 14% 5% 4% 4.06 

DO 31 49% 29% 13% 6% 3% 4.10 

Total 174 46% 27% 17% 6% 4% 4.05 

Services 

provided fit 

the needs of 

my area 

SAC 83 46% 27% 20% 5% 2% 4.10 

SCC 54 49% 28% 19% 2% 2% 4.25 

DO 29 56% 24% 17% 3% 0% 4.28 

Total 166 48% 27% 19% 4% 2% 4.20 

Overall 

quality of 

services 

SAC 87 44% 30% 15% 8% 3% 4.04 

SCC 55 45% 27% 15% 9% 4% 4.00 

DO 31 46% 29% 16% 3% 6% 4.01 

Total 173 44% 29% 15% 8% 4% 4.06 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 The responses to the questions above would be very different if I could answer based on specific people. 

Some of the employees (e.g., Linda Honda) are outstanding. Others do not respond quickly (I'm leaving 

names out for negative comments like this one) or do not provide friendly customer service or respond to 

constructive feedback well. 

 HR misplaced my paperwork.  Very unorganized.  Lack of knowledge about CALPERS vs CALSTR. 

 _______ is making up rules such as non-tenured faculty can't serve on interview committees. She is also 

non-responsive to the Academic Senate. 

 Information coming out of recruitment is contradictory (documented via email) and inconsistent. When 

pressed for clarity we are told a different version of the "truth." Humility would certainly go a long way, 

especially when communicating information to be shared with or that may impact faculty.  

 Having Traci as the leader will be great for the department. 

 I have had difficulty dealing with the employees that are responsible for faculty development and units 

necessary for movement of columns and steps.  I gave an employee 10 weeks to help me before the 

contractual due date of all units completed and was not given information until after the date had passed.  

This happened with continual emails asking for updates and requesting a meeting.  I ended up being 2 

units short of moving an additional column and was told it was my fault for not keeping track of my units 

properly.  Units I was tracking, with a baseline provided by the employee previously.  My complaint here 

is not about having units off but the time frame I provided the employee and still did not receive help in a 

timely manner. 

 The VC of HR is an amazing person, who puts the employees first. She is compassionate and 

understanding first and doesn't rush to judgment. Whomever was on that selection committee deserves a 

medal for selecting her. 

 greater understanding of retirement area for new employees 

 It is sometimes hard to get quick responses from our analysts on certain questions and also forms not as 

accessible on website. 

 Excellent staff - very professional and helps explain things to me! 

 Employees should not have to sign a paper that allows the district to have complete access to their 

medical files.  This employment requirement is based on ed code that was established prior to HIPPA.  

The district is in violation of HIPPA and this needs to cease! 

 Carol Perez is very helpful in providing accurate information related to classified staff.  Penny 

Wilkerson is very helpful in providing accurate information related to certificated staff. 

 Shout outs to Carol Perez and Linda Honda!!!!  :) 

 It is difficult to get a response from __________ when trying to confirm salary placement. When trying 

to move columns with course work, she does not respond to emails or calls and there is no one else in the 

department to cover this area. Names have been left off of the Board docket to have their columns 

advanced after all paperwork was submitted and approved. There is a lack of response when trying to 

confirm what units are needed for the next column. 

 I'm not sure if this department is responsible for Professional Services Agreements, but we need to know 

the process or guidelines to creating a PSA, maybe a template to use. 

 Again, very professional, willing to take time to assist in resolving a concern or issue or advise on new 

services or benefits. Every interaction has been helpful and pleasant.  

 Very helpful staff. 

 Good 

 Administrative leadership needs some training.  It is embarrassing that staff know more than 

_____________________.  Upgrades in processes are implemented without consideration of impact or 

input from colleges and district staff.  Better communication from HR is needed with regard to processes, 

collective bargaining agreements and respective updates relative to employee/employer relations.  HR is 

a service area and should perform as such to the benefit of all employees.  

 Top notch! 
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 Getting a response most of the time from the Human Resources for faculty at times is maddening. I 

realize that HR has many responsibilities to provide help for a huge faculty population, but the time I 

have had to wait to get a response usually takes weeks. This is a very common story when talking to 

many other faculty. Either more staff is needed to handle the load or the persons of interest need to make 

a concerted interest in responding to questions and requests. 

 As one of the most sensitive areas of our district and what should be the most confidential area, staff 

training is encouraged as the two areas are deficient.  Timeliness of responses to requests is rated poor as 

I need to continuously follow up on requests that go unanswered. 

 Elouise Marasigan is excellent!   Veronica Duenas is also amazing!  both are very patient!! 

 The team always provides a timely response, and accurate advise. Someone is always available to answer 

the phone, and are always courteous. Thank you.  

 Service in HR varies greatly with whom you speak to, with some people being very helpful and others 

that don't help at all.   Full-time academic status change forms take a long time.   

 The one time I used HR services was to apply for a position. Having taught for over 10 years at SAC I 

was surprised to learn that I was not considered and was never contacted by Human Resources with any 

reason as to why this had occurred. It was the Department Chair who was kind enough to come to me 

and explained that I was no longer eligible to teach. Apparently through the application process it was 

discovered that I did not meet minimum requirements. After 10 years of successful teaching with strong 

student evaluations and 20 years professional experience prior to teaching you can imagine my surprise. I 

spent 2 years working to meet the requirements, my house went into foreclosure and I had to borrow 

money to get that resolved. I am still wallowing in debt because of this. I did not appreciate the way I 

was ignored at Human Resources and it was HR that initially allowed me to be placed on the payroll, an 

oversight that they allowed to remain in place for over 10 years. They have poor evaluation skills in 

reviewing new hires. They have no applicant follow up skills which is especially poor considering I was 

a long term employee. 

 I appreciate Linda Honda's weekly hiring updates, so that we can keep things moving along. 

 Training and ease of access for new employee information is lacking. 

 The response I put for the other department related to Benefits belongs here. 

 I am excited about having Traci Green leading the department.   

 Very helpful! 

 Elouise M., Rene B., Veronica Duenas make a great team.  Their work is perfection... never had a 

problem.  

 HR is friendly and transparent, as well as responsible when handling my sensitive personal information. 

Whether on the phone, by email, or in person, I know that I can count on the HR staff to answer my 

questions and address my needs. 

 You guys rock!  Everyone is always pleasant and helpful. 

 Emails are often not returned in a timely manner. 

 Our human resources team, including Penny Wilkerson, Carol Perez, Linda Honda, Maria Garcia, 

Elvia Garcia, and Mirela Dorin, are the best!  The collective knowledge they possess and, because so 

many of them have been at their positions for a number of years, is incomparable.  A pleasure to interact 

and work with these ladies.  I haven't been able to stump them with a question they couldn't answer. 

 Yes I work in HR.  We do our very best for everyone, even when they are not polite.  I enjoy being able 

to help people navigate our many regulations, laws and contract language. 

 They basically suck and never reply or have accurate answers. 
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The INTERNAL AUDIT DEPARTMENT is responsible for performing operational audits and 

specialized reviews for the colleges and district office.  We assist management in identifying areas 

of improvement and provide recommendations to enhance governance and oversight.  We support 

the district in maintaining fiscal accountability in its disbursement functions. 

 

How often do you use the service? (N = 217) 
Weekly 1% 

Monthly 1% 

Quarterly 0% 

Twice a year 0% 

Once a year 6% 

Never 92% 

 

Internal Audit Department Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 9 56% 22% 11% 11% 0% 4.23 

SCC 2 0% 100% 0% 0% 0% 4.00 

DO 7 42% 29% 29% 0% 0% 4.18 

Total 18 44% 33% 17% 6% 0% 4.15 

Staff 

knowledge 

SAC 9 56% 22% 11% 11% 0% 4.23 

SCC 2 0% 100% 0% 0% 0% 4.00 

DO 7 42% 29% 29% 0% 0% 4.18 

Total 18 44% 33% 17% 6% 0% 4.15 

Timeliness of 

response to 

my request(s) 

SAC 9 56% 22% 11% 11% 0% 4.23 

SCC 2 0% 100% 0% 0% 0% 4.00 

DO 7 43% 14% 43% 0% 0% 4.00 

Total 18 44% 28% 22% 6% 0% 4.10 

Availability of 

assistance 

SAC 9 56% 22% 11% 11% 0% 4.23 

SCC 2 0% 100% 0% 0% 0% 4.00 

DO 7 42% 29% 29% 0% 0% 4.18 

Total 18 44% 33% 17% 6% 0% 4.15 

Services 

provided fit 

the needs of 

my area 

SAC 9 56% 22% 11% 11% 0% 4.23 

SCC 2 0% 100% 0% 0% 0% 4.00 

DO 7 42% 29% 29% 0% 0% 4.18 

Total 18 44% 33% 17% 6% 0% 4.15 

Overall 

quality of 

services 

SAC 9 56% 22% 11% 11% 0% 4.23 

SCC 2 0% 100% 0% 0% 0% 4.00 

DO 7 42% 29% 29% 0% 0% 4.18 

Total 18 44% 33% 17% 6% 0% 4.15 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 I wish there was an easier way to complete categorical reports, especially for department that have 

electronic time cards for part time employees. I do not understand why we have to re-input them two 

months later in a categorical report.  

 I think it's a blessing that I don't have to interact with what they do.   Of course they are always pleasant, 

professional and polite. 
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The INSTITUTE FOR WORKFORCE DEVELOPMENT serves as liaison between the colleges 

and employers (private industry, and government); collaborates with the colleges, employers, 

advisory committees and other community partners to identify workforce education, training and 

instructional needs in the region; provides services such as industry roundtables for colleges, 

customized training for incumbent employees.   

 

How often do you use the service? (N = 215) 
Weekly 0% 

Monthly 1% 

Quarterly 2% 

Twice a year 2% 

Once a year 3% 

Never 92% 

 

Institute for Workforce Development Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 13 23% 31% 46% 0% 0% 3.77 

SCC 1 100% 0% 0% 0% 0% 5.00 

DO 3 100% 0% 0% 0% 0% 5.00 

Total 17 41% 24% 35% 0% 0% 4.06 

Staff 

knowledge 

SAC 13 15% 38% 47% 0% 0% 3.65 

SCC 1 100% 0% 0% 0% 0% 5.00 

DO 3 100% 0% 0% 0% 0% 5.00 

Total 17 36% 29% 35% 0% 0% 3.96 

Timeliness of 

response to 

my request(s) 

SAC 12 17% 33% 50% 0% 0% 3.67 

SCC 1 100% 0% 0% 0% 0% 5.00 

DO 3 100% 0% 0% 0% 0% 5.00 

Total 16 38% 25% 37% 0% 0% 4.04 

Availability 

of assistance 

SAC 13 15% 46% 39% 0% 0% 3.73 

SCC 1 100% 0% 0% 0% 0% 5.00 

DO 3 100% 0% 0% 0% 0% 5.00 

Total 17 35% 35% 30% 0% 0% 4.02 

Services 

provided fit 

the needs of 

my area 

SAC 13 15% 38% 47% 0% 0% 3.65 

SCC 1 100% 0% 0% 0% 0% 5.00 

DO 2 100% 0% 0% 0% 0% 5.00 

Total 16 31% 31% 38% 0% 0% 3.93 

Overall 

quality of 

services 

SAC 13 15% 38% 47% 0% 0% 3.65 

SCC 1 100% 0% 0% 0% 0% 5.00 

DO 3 100% 0% 0% 0% 0% 5.00 

Total 17 36% 29% 35% 0% 0% 3.96 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 

  



28 

 

Additional feedback and suggestions 

 

 Never heard of this service. 

 Have never heard of this department. 

 These services are not set up for part-time faculty, who comprise a large amount of the workforce. 

 No idea what services if any are provided to our district and why we have this department? 

 Great source of information, connections and networking.  The work and efforts are high quality and 

professional. 

 It appears this department hires a lot of high paid executives without much consideration for how it helps 

the colleges and students.  More communication as to purpose and support would be beneficial. 

 We never get updates on what is being offered. Most of classified and administrators when asked "What 

does this INSTITUTE FOR WORKFORCE DEVELOPMENT offer, no one really seems to know. So 

how can we support/promote and educate the public.  We (classified) used to receive emails telling us of 

upcoming workshops, how to start your own business, professional Small Business mentoring....etc., it's 

been 2-4 years that we have received very little to nothing.  INSTITUTE FOR WORKFORCE 

DEVELOPMENT is the best kept secret for RSCCD, even from the general staff.  This should change. 

Some of our relatives and friends own businesses, LARGE international businesses that we can inform of 

what INSTITUTE FOR WORKFORCE DEVELOPMENT offers, but we need easy to follow 

information that we can forward to said friends and former employers.   We are one family, one entity 

RSCCD.  

 I don't know what they do for the college? 

 There seems to be an awful lot of people in this department and a lot of director titles and above.  Not 

really sure what this department does.  It sounds like they facilitate a lot of meetings. 

 Mystery department. 
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ITS ACADEMIC AND END USER SUPPORT SERVICES is responsible for all classrooms and 

offices districtwide (including SAC, SCC 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 service? (N = 211) 
Weekly 17% 

Monthly 23% 

Quarterly 15% 

Twice a year 7% 

Once a year 5% 

Never 33% 

 

ITS Academic and End User Support Services Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 69 58% 30% 9% 3% 0% 4.43 

SCC 52 38% 41% 15% 6% 0% 4.07 

DO 22 72% 23% 5% 0% 0% 4.72 

Total 143 54% 33% 10% 3% 0% 4.33 

Staff 

knowledge 

SAC 70 50% 39% 7% 3% 1% 4.34 

SCC 52 42% 42% 10% 4% 2% 4.18 

DO 22 68% 32% 0% 0% 0% 4.68 

Total 144 50% 39% 7% 3% 1% 4.34 

Timeliness of 

response to 

my request(s) 

SAC 70 43% 31% 20% 3% 3% 4.08 

SCC 51 35% 39% 20% 6% 0% 4.03 

DO 22 59% 32% 9% 0% 0% 4.50 

Total 143 44% 34% 18% 3% 1% 4.12 

Availability 

of assistance 

SAC 69 44% 32% 17% 4% 3% 4.05 

SCC 52 33% 42% 21% 2% 2% 4.02 

DO 22 59% 32% 9% 0% 0% 4.50 

Total 143 42% 36% 17% 3% 2% 4.13 

Services 

provided fit 

the needs of 

my area 

SAC 68 47% 37% 10% 6% 0% 4.25 

SCC 51 35% 47% 12% 4% 2% 4.09 

DO 22 58% 32% 5% 5% 0% 4.48 

Total 141 44% 40% 10% 5% 1% 4.26 

Overall 

quality of 

services 

SAC 68 50% 32% 13% 4% 1% 4.21 

SCC 52 31% 51% 10% 6% 2% 4.07 

DO 22 64% 27% 9% 0% 0% 4.55 

Total 142 45% 39% 11% 4% 1% 4.18 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 Always helpful and a pleasure to work with. 

 I have not been impressed with the expertise and knowledge of our college's administrator in this area. 

The team members have all been great, but I feel the leadership is sub-par, which explains my low 

scores. 

 At times, I have experienced a lack of communication whether it is response to an open ticket or to 

questions the assigned contact has for me. The contact assigned to a ticket may not fully read the request, 

leading to me having to repeat everything that was documented in the ticket already. 

 Some staff say there is not a solution for certain issues and then we find out later, from another tech, that 

one does exist. It just depends on who you get and how willing they are to research the topic.  

 Staff is excellent!  They are very helpful. 

 The gentleman that provides IT services in the evening has helped me for 18 years.  He is brilliant!!!!!!!  

And he is very kind.  He arrives at a classroom quickly and solves the problem.  Don't know what I 

would have done without him all these years!!! 

 Glenn Lott is very helpful in troubleshooting problems. A great individual to work with. 

 Glenn Lott is extremely helpful and always assist our department with great pleasure. 

 When Ellucian problems occur: reporting is easy, has taken a while to get staff here to help but then was 

told that everyone at district took vacation and no one is around to answer questions as to what is 

happening. Our tech staff is awesome but can only help so much when they have no one to call and get 

info from. We work on Ellucian everyday, and if it is down - we are down and cannot do anything.   At 

no time should ALL the techs be off! This happened at the beginning of the year when we were all very 

busy. 

 Stuart is a wonderful resource and is extremely knowledgeable.  He should be cloned. 

 It is becoming more frequent that control panels, projectors, document cameras, and other media 

equipment fails. There is often a long wait time (sometimes over a week) to have parts ordered and 

replaced. Frequently failing parts are not kept in stock for a quick repair of the part. Classes are impaired 

when professors are unable to use the equipment for their classes. Many laptops are becoming obsolete 

and there is no budget to replace the machines. Departments must apply with a resource request to get 

new computers and laptops in their classes. 

 ITS staff is always friendly and efficient 

 There are times when a teacher calls our office when a computer is down or a projector is not working, it 

would be good to get updates quickly when tech arrives and issue is resolved so we don't keep 

wondering if the emergency was mitigated.   

 I would like to give Chris a shout out from SAC ITS. He works extremely well with Steve from Media 

Systems- they are the dream team!   T201 received a flat screen TV to replace a projector in June 2018. 

From June 2018-January 2019the SAC ITS was working on the project, they could not figure out how to 

connect the TV to the school's wifi. In February, Chris and Steve worked together. This was the first time 

Chris worked on this project. They not only got it on the wifi, but also recommended a software so that 

the instructors screen could broadcast to the TV and the TV could be used as a touch screen to broadcast 

back to the instructor's computer. They simplified the set up, so that only one button on the remote 

control needs to be pushed to set up the TV for teacher's preparing their lectures. They even set up an 

apple TV, so that the instructor can airplay live videos broadcasted from a classroom iPad. This is 

extremely helpful for sewing demonstrations, since 20 students gathered around a sewing machine 

typically can't see the demonstration, but now with Chris and Steve's set up, the zoomed live video is 

broadcasting on the large tv display. Their expertise and knowledge has been extremely helpful in this 

project that the older ITS team has been working on since June 2018! 

 Great! Really super folks who are responsive, professional and patient...and know their stuff! 

 ITS is prompt, knowledgeable and pleasant.  All interactions are handled quickly and with 

professionalism. 

 Staff needs more resources and professional development. 
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 They always respond promptly to problems. 

 Great job! More interaction with staff at all locations would benefit everyone.   

 Generally a good crew, but I have been recently talked over and not listened to when it came to a 

crashing desktop. I was told it was a different issue that I had reported and it was not. 

 The system was better when we had DELL computers and Glink. 

 We are so behind in technology it is embarrassing. 

 The ITS help desk helps me promptly every time I call! 

 Love how reliable Al Huerta and ITS are. whenever we have a presentation or need media equipment I 

know exactly who to call upon. ITS also step in and help, and always respond to emailed request within a 

timely fashion. Thank you. 

 The system runs slow too often.  Also, updates occur and inopportune times --- creating slow boot and 

time when quick access is needed.  Regarding service calls, excellent work. 

 Unfortunately, it seems that the software in the classroom computers are not up-to-date. Is someone 

scheduled to upgrade the software of all classroom computers at least once every semester? Some 

computers are covered in dust because they have not been touched. It takes forever for them to start, and 

once they do it takes almost an hour for the automatic updates to be completed - students cannot wait for 

this when they are supposed to work on a project in class when their class. The worst is when the 

students work depends on these computers working, for example the photography classes. If the software 

is not up-to-date, then how can the instructor teach students how to use Photoshop, or help students turn 

in their work? The Macs look beautiful, but they are useless, and all class time is wasted trying to reboot 

the computers to see IF they will work. This should be unacceptable. Why offer such classes that depend 

on technology, and not spend the money to keep them up-to-date? This is a disservice to students and the 

instructors who have try to figure out what is going on.    

 A special thanks to Christian Lopez for going out of his way to provide excellent service. 

 Sometimes, it takes a bit too much time to resolve a problem. 

 Excellent support. Very professional and timely service. Thank you for your work!  

 Johnny is excellent and very responsible whenever help is needed. He is always helpful 

 Area seems understaffed.   The techs are knowledgeable and helpful, but the sometimes response times 

can be slow.  Would like to see more "personal" service from the Help Desk - it would be nice to talk to 

a live person.  Sometimes it's a quick, probably easy for the technician, question that could be resolved 

immediately, but with the current system you have to leave a message, it generates a ticket, and maybe 

you get an answer by the end of the next day.  However, if you could just talk to a live person, you could 

have had the answer in about 5 minutes.  

 Always seems short of people, especially for emergency needs 

 Very helpful when I am in a jam. 

 Again, when I have an issue I contact someone at SAC, not at the district.  The mediated systems in the 

classrooms have improved. The computer in my office is sometimes very slow to get started - I have 

waited over 5 minutes to get access.  

 They do not always have the answers, but are helpful considering the number of people they have.  

 Glenn Lott is extremely knowledgeable and very helpful when a system issue arises.   

 All of the ITS staff on the SCC campus, and those at the District, are always helpful and meet my needs.   

 When I do need help, ITS is very responsive. 

 I was worried when services moved to the district that we wouldn't get prompt service when needed. 

Stuart Davis has been instrumental in helping our program with new MIS reporting requirements. I can 

always count on Randy Simons, Michael Turrentine, Solo Salas, Raul Cardenas, Erick Lozzano to 

get back to me, take care of my issues, and put a bright spot in my day when I get to see their friendly 

faces. 
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ITS HELP DESK is the central hub for receiving all customer technical service and project 

requests for staff and faculty districtwide (including SAC, SCC, DO and approved satellite 

locations). 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 service? (N = 213) 
Weekly 19% 

Monthly 32% 

Quarterly 25% 

Twice a year 11% 

Once a year 3% 

Never 10% 

 

ITS Help Desk Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 100 54% 35% 10% 1% 0% 4.42 

SCC 57 65% 23% 12% 0% 0% 4.53 

DO 34 76% 18% 6% 0% 0% 4.70 

Total 191 61% 28% 10% 1% 0% 4.49 

Staff 

knowledge 

SAC 99 53% 32% 14% 1% 0% 4.37 

SCC 57 62% 23% 11% 4% 0% 4.48 

DO 34 70% 24% 6% 0% 0% 4.69 

Total 190 58% 28% 12% 2% 0% 4.47 

Timeliness of 

response to 

my request(s) 

SAC 98 47% 33% 15% 4% 1% 4.21 

SCC 57 48% 33% 14% 5% 0% 4.19 

DO 34 70% 24% 6% 0% 0% 4.69 

Total 189 51% 31% 13% 4% 1% 4.27 

Availability of 

assistance 

SAC 99 45% 31% 20% 3% 1% 4.11 

SCC 57 44% 33% 16% 5% 2% 4.12 

DO 34 73% 21% 6% 0% 0% 4.72 

Total 190 50% 30% 16% 3% 1% 4.20 

Services 

provided fit 

the needs of 

my area 

SAC 98 52% 32% 15% 0% 1% 4.34 

SCC 57 56% 28% 11% 5% 0% 4.35 

DO 34 70% 24% 6% 0% 0% 4.69 

Total 189 56% 29% 12% 2% 1% 4.42 

Overall 

quality of 

services 

SAC 98 48% 36% 14% 1% 1% 4.29 

SCC 56 59% 27% 14% 0% 0% 4.45 

DO 34 73% 21% 6% 0% 0% 4.72 

Total 188 55% 30% 13% 1% 1% 4.42 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 Professional and efficient. 

 The Helpdesk has responded quickly and completely to all of my requests. 

 Always quick to respond! 

 Glenn is the best!  So incredibly helpful and always with a smile.  

 I think I confused this one with the other department. They do answer help desk tickets quickly. 

 Great staff!  They help in a timely manner too!  And communicate well when there's problems with the 

computers or software. 

 Love the quick response and turn around time. 

 The system of putting in a request by email and then getting a technician assigned works.  I greatly 

appreciate the prompt response when a computer goes down in a classroom.  It affects teaching and 

learning when I can't use the classroom computer. 

 Once again, our ITS staff on campus can only do as much as they are allowed to do when Ellucian goes 

down or slows down. When we tell district ITS we are having problems and they bounce it back to us or 

say - it looks okay from here, don't know what you are experiencing.  It's frustrating! When ALL of the 

district ITS goes on vacation - no excuse for that! 

 I believe the Help Desk can exercise more customer service friendliness. 

 It is becoming more frequent that control panels, projectors, document cameras, and other media 

equipment fails. There is often a long wait time (sometimes over a week) to have parts ordered and 

replaced. Frequently failing parts are not kept in stock for a quick repair of the part. Classes are impaired 

when professors are unable to use the equipment for their classes. Many laptops are becoming obsolete 

and there is no budget to replace the machines. Departments must apply with a resource request to get 

new computers and laptops in their classes. 

 Getting better. 

 I would like to give Chris a shout out from SAC ITS. He works extremely well with Steve from Media 

Systems- they are the dream team!   T201 received a flat screen TV to replace a projector in June 2018. 

From June 2018-January 2019the SAC  ITS was working on the project, they could not figure out how to 

connect the TV to the school's wifi. In February, Chris and Steve worked together. This was the first time 

Chris worked on this project. They not only got it on the wifi, but also recommended a software so that 

the instructors screen could broadcast to the TV and the TV could be used as a touch screen to broadcast 

back to the instructor's computer. They simplified the set up, so that only one button on the remote 

control needs to be pushed to set up the TV for teacher's preparing their lectures. They even set up an 

apple tv, so that the instructor can airplay live videos broadcasted from a classroom iPad. This is 

extremely helpful for sewing demonstrations, since 20 students gathered around a sewing machine 

typically can't see the demonstration, but now with Chris and Steve's set up, the zoomed live video is 

broadcasting on the large TV display. Their expertise and knowledge has been extremely helpful in this 

project that the older ITS team has been working on since June 2018! 

 This group of professionals are really at the heart of so much that we all do on a daily basis.  Great job, 

great people, responsive and helpful. 

 Glenn and Jericho are knowledgeable and handled all requests with professionalism and promptness.  

They always get the job done. 

 Helpfulness is mixed. Mostly helpful but sometimes ITS can have the attitude "the user is dumb and we 

know all".  There needs to be training for the new phones. They have an annoying feature like if you 

have a multi-line phone and use a line that is not your line, after that it automatically engages that line 

when you pick it up. Also when you try to access most recent, it only gives you the info for the line you 

last engaged, not your line...  Please have training for the new phones!!!!!!!!!!!!!!!!!!!!!  

 Glenn is great - he knows his stuff and is always great at getting requests handled as quickly as possible. 

 Service has improved significantly since Jericho started. However, there are still too many times when 

system outages that are reported to the Help Desk are not immediately addressed. 

 Some processes take longer than should. 
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 Excellent follow up.  

 Is better to talk to a person than submitting a ticket. 

 Alfonso, Fernando and Johnny are amazing!!  Others are slow and when working on our machines are 

constantly calling Fernando.  Vincent Tran and Tony Lee are amazing! 

 ITS helps me immediately whenever I call them with a problem. Very Helpful!!! 

 The techs are always nice and very helpful.  

 ITTs Team at SAC is fabulous, the response time is always super-fast, and the communication between 

techs and employee who require services/help is always fluid. 

 Depending on the request and staffing - some items take longer than deemed necessary. 

 Quicker responses would be gladly appreciated. 

 Very professional and thorough. Thank you for all your work!  

 ITS is great. The only time I have an issue is when we have a classroom "emergency" and I can't get 

ahold of a person right away. I have to trust the system, and that a tech will be assigned and get on it 

ASAP.   I submit ticket requests on behalf of adjunct instructors and will include their contact 

information in the body of the ticket. Sometimes it appears the tech has not even read the explanation of 

the ticket, only the Subject line. They will contact me directly, instead of the person I have indicated. 

 Not sure how the overall process works, but when the request is sent to Johnny I get quick resolution.   

If the request is sent somewhere else I don't feel that there is a responsiveness to the request.  Overall it 

seems the ITS Dept. is more concerned with "their needs and rules" etc. than providing a service to the 

district "customers" but this may be a function of how ITS is set up at the district level.  Again, the fact 

that so much of what is done (the processes) is not transparent, makes it difficult to gauge what is 

actually happening. 

 Johnny Reyes is awesome taking care of everything.   

 Sometimes when we really needed help, no one there to answer the phone.  For example, student was 

paying with credit card, the computer was not responding while in payment mode. Called for help to 

unlock the screen, no one there. Had to turn students away.  

 Never answer phones. 

 The staff is great - very helpful and knowledgeable - when you can get them.  This area is understaffed.  

It would be great to have more personal service from the Help Desk, meaning you can actually talk to a 

live person.  Many questions are quick and easy for the technician to answer and resolve.  However, with 

the current system, you call ... leave a message ... it creates a ticket ... the ticket is assigned ... and maybe 

you get a response within a day or two.  If you could have just asked the question to a live person, you 

could have had a resolution in 5 minutes.  Also, many of us don't know what information is needed, we 

are not technicians.  So the tech have to spend a lot of extra time asking questions and gathering 

information that the Help Desk should have had in the ticket for them from the start.  The district also 

needs to provide more training and self-help materials for the district technology.  

 Norac is amazing! 

 In general the ITS request is generated promptly and assigned to a tech, but then there is a lag in 

response and follow up. 

 Phone number is hard to find in the directory. 

 ITS does the best it can with limited resources.  

 I have twice relied on ITS to troubleshoot equipment malfunction problems. The first occasion resulted 

in efficient friendly service, while the second occasion included a significant delay that exceeded our 

class time. (No one answered the line or responded to email regarding a Canvas outage. My assumption 

is that the department may have been overwhelmed with service inquiries.) 

 I get a response to my issues very quickly.  Glenn, you rock! 

 I love the new automated system that allows you to track your IT Help Requests.  The service is prompt 

and professional. 

 Helpdesk techs are very helpful, professional and efficient! 

 Our help desk is completely responsive and efficient in taking care of us! 
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The MAILROOM 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 service? (N = 213) 
Weekly 43% 

Monthly 13% 

Quarterly 11% 

Twice a year 3% 

Once a year 2% 

Never 28% 

 

Mailroom Services Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 70 55% 34% 10% 0% 1% 4.37 

SCC 43 67% 26% 5% 2% 0% 4.58 

DO 26 65% 23% 12% 0% 0% 4.53 

Total 139 60% 29% 9% 1% 1% 4.46 

Staff 

knowledge 

SAC 70 51% 41% 7% 0% 1% 4.36 

SCC 41 66% 32% 2% 0% 0% 4.64 

DO 26 65% 23% 12% 0% 0% 4.53 

Total 137 57% 35% 7% 0% 1% 4.52 

Timeliness 

of response 

to my 

request(s) 

SAC 68 55% 37% 7% 0% 1% 4.40 

SCC 42 67% 31% 0% 2% 0% 4.63 

DO 27 59% 30% 11% 0% 0% 4.48 

Total 137 58% 34% 6% 1% 1% 4.52 

Availability 

of 

assistance 

SAC 70 50% 40% 9% 0% 1% 4.38 

SCC 42 64% 29% 2% 5% 0% 4.52 

DO 26 57% 31% 12% 0% 0% 4.50 

Total 138 56% 35% 7% 1% 1% 4.44 

Services 

provided fit 

the needs 

of my area 

SAC 71 51% 41% 6% 1% 1% 4.40 

SCC 43 63% 30% 7% 0% 0% 4.56 

DO 27 56% 33% 11% 0% 0% 4.45 

Total 141 55% 36% 7% 1% 1% 4.43 

Overall 

quality of 

services 

SAC 74 50% 42% 7% 0% 1% 4.40 

SCC 44 63% 30% 7% 0% 0% 4.61 

DO 27 59% 30% 11% 0% 0% 4.48 

Total 145 55% 36% 8% 0% 1% 4.49 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 

  



36 

 

Additional feedback and suggestions 

 

 I don't personally interact with the mailroom so I don't feel I'm able to rate them.  I provide my inner-

office mail to our department person who interacts with them on our behalf.  I'm assuming all is well 

since my mail gets to where it needs to go and I receive mail in a timely fashion.  But I don't know 

anything about the actual staff - which is a shame. 

 Thank you for all that you do! 

 Bee and Sean are great. However, afternoon delivery is sketchy. Items are mis-delivered frequently and 

not daily. If there are staffing issues that should be known in the morning. 

 Shawn is very helpful and responsive to requests. There needs to be a directory in the DO mailroom that 

shows which employees are in which mailbox. Sometimes the labels don't match the departments and it 

makes it difficult to route mail to the right person without having to add it to the large sorting pile for 

mailroom staff (which adds more work to mailroom staff unnecessarily). There should also be a supply 

of interoffice envelopes (especially larger ones since those tend to get more mangled) as they are used 

and reused for district mail, not for external mail. 

 Certain staff need training for serving the customers.  Nice rebuild on DO mailroom; would be nice to 

have same at the campuses.   

 Really the best interactions I have on campus: It is a well-oiled machine in there and Ray makes all the 

difference in the world! We are so fortunate to have her passion and expertise on a very consistent basis. 

 Classified staff needs to know who to contact if we have a problem with mail pickup or delivery. When I 

needed to get to the Mail Room Staff's administrator, I had to go around asking, and no one seemed to 

know. Finally I found someone who informed me, I send an email asking for help....response was slow to 

come.  However, when the administrator finally took action - it was taken care of.      

 ______ doesn't pick up the phone and he is there Bee does. If _____ doesn't like his job move him 

somewhere else. 

 Great personnel!  Helpful to everyone!  They know what they are doing!  Nothing but good, great, 

fantastic things to say about the SAC mailroom and its personnel! 

 All staff in publications A building office staff is super friendly.  I love how Irma is always so 

approachable and always willing to help. 

 Shawn does an amazing job. 

 There needs to be a delivery system on bringing boxes to all departments daily. Thanks! 

 Always friendly, helpful, and knowledgeable. 

 I wish the SAC mailroom employed some student workers to distribute mail across campus. This seems 

to be common practice at other similar institutions. 

 No mail service anymore, bulk mail delivered to our box. 

 Needs improvement in staff 

 I only go there to check my mail. 

 Hard workers, good people! 

 My only criticism is a temporarily lost mail item that required a few extra steps on my part to locate (in 

my division office). My feelings are that the Mailroom Services staff could have been more proactive or 

sympathetic to my quest for the missing item. 

 A+ service, never have had a problem with mail delivery. 

 My mail/packages always go out and come in when expected.  Efficient. 
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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 service? (N = 212) 
Weekly 8% 

Monthly 29% 

Quarterly 10% 

Twice a year 12% 

Once a year 19% 

Never 22% 

 

Payroll Department Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 77 44% 38% 14% 4% 0% 4.22 

SCC 53 66% 30% 2% 0% 2% 4.58 

DO 32 72% 25% 3% 0% 0% 4.69 

Total 162 56% 33% 8% 2% 1% 4.46 

Staff 

knowledge 

SAC 78 46% 36% 15% 3% 0% 4.25 

SCC 53 66% 30% 4% 0% 0% 4.62 

DO 31 74% 26% 0% 0% 0% 4.74 

Total 162 58% 32% 9% 1% 0% 4.47 

Timeliness of 

response to 

my request(s) 

SAC 78 45% 38% 13% 4% 0% 4.24 

SCC 53 60% 34% 4% 0% 2% 4.50 

DO 32 66% 31% 3% 0% 0% 4.63 

Total 163 53% 36% 8% 2% 1% 4.43 

Availability of 

assistance 

SAC 78 44% 37% 15% 4% 0% 4.21 

SCC 53 62% 34% 2% 0% 2% 4.54 

DO 32 66% 31% 3% 0% 0% 4.63 

Total 163 53% 35% 9% 2% 1% 4.42 

Services 

provided fit 

the needs of 

my area 

SAC 76 47% 36% 14% 3% 0% 4.27 

SCC 52 59% 35% 2% 2% 2% 4.52 

DO 32 66% 31% 3% 0% 0% 4.63 

Total 160 55% 34% 8% 2% 1% 4.40 

Overall 

quality of 

services 

SAC 79 48% 34% 15% 3% 0% 4.27 

SCC 53 58% 36% 4% 0% 2% 4.48 

DO 31 65% 32% 3% 0% 0% 4.62 

Total 163 55% 34% 9% 1% 1% 4.41 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 Only contact when there are issues. 

 I don’t interact with them directly. 

 It is difficult to get a response from ___________ when trying to confirm salary placement. 

When trying to move columns with course work, she does not respond to emails or calls and 

there is no one else in the department to cover this area. Names have been left off of the Board 

docket to have their columns advanced after all paperwork was submitted and approved. There 

is a lack of response when trying to confirm what units are needed for the next column. 

 Staff explain things too quickly to employees that need to understand certain processes or 

payroll issues.  Staff can be very condescending and appear it be bothered with employee 

inquiries.   

 I don't think Payroll gets the credit they deserve.  Six people take care of the whole district.  

That is a big work load.  My respect to them. 

 Customer service oriented and so willing to assist in resolving an issue. 

 Everyone is super knowledgeable. However it takes a lot to get questions answered. Victor will 

always help, always. Past employees were great. Current staff is not as helpful except Victor. 

 They go over and beyond to help you. Any questions you have will be answered and followed 

up on. Great service to our employees.  

 The entire payroll team is awesome. They are always so quick to help and very knowledgeable 

about their area.  

 I'm never quite sure but that I might be getting short-changed with my paychecks. Is there a way 

to verify under new system? 

 Rarely do I have to call or email....but when I do, they are outstanding!  They really work as a 

unite/team. They truly know what they are doing.  

 Love, Love Penny Wilkerson and Shari Basham, simply the best!! 

 The payroll staff helps me efficiently whenever I call and solves my issue and answers my 

questions every time. That department pays me so I think that department rocks!!!  Thank you!! 

 Victor is very helpful and always will to go the extra mile.  

 Always responsive and helpful! One of the best departments in the district! They all work 

together as a team and work is efficient and help is always a call or email away.  

 I don't think that staff outside of payroll services should be responsible or accountable for 

figuring benefit amounts for others. 

 Just use it to receive bi-weekly paychecks.  Rate average because I don't really have frequent 

interactions with staff members.  

 Would like to see more automated, electronic forms and processing. 

 We have amazing resources at CEC to help with our payroll questions.  

 I had an issue with my banking deposit and they were very helpful. 

 I would appreciate more description on the payroll stubs: i.e. acronyms explained, pay periods 

beginning and end dates specified, etc. 

 The Payroll staff is always very helpful.  You guys rock!! 

 Prompt in responding to questions. 

 Excellent team who are responsive to inquiries. 

 The staff is knowledgeable, efficient, professional and great to work with.  Problems are solved 

effectively when I have to work out issues with them. 

 I have especially appreciated Sherri Basham's help over the years. She is cordial, professional, 

and patient with us! 
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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 service? (N = 208) 
Weekly 4% 

Monthly 5% 

Quarterly 7% 

Twice a year 3% 

Once a year 7% 

Never 74% 

 

Public Affairs Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 26 49% 27% 12% 4% 8% 4.10 

SCC 15 46% 27% 0% 7% 20% 3.77 

DO 9 56% 33% 11% 0% 0% 4.45 

Total 50 50% 28% 8% 4% 10% 4.04 

Staff 

knowledge 

SAC 27 55% 19% 19% 0% 7% 4.20 

SCC 15 53% 20% 7% 7% 13% 3.93 

DO 9 56% 33% 11% 0% 0% 4.45 

Total 51 54% 22% 14% 2% 8% 4.17 

Timeliness of 

response to 

my request(s) 

SAC 27 52% 19% 15% 7% 7% 4.02 

SCC 14 51% 14% 7% 14% 14% 3.69 

DO 9 45% 44% 11% 0% 0% 4.29 

Total 50 50% 22% 12% 8% 8% 3.98 

Availability 

of assistance 

SAC 26 46% 23% 15% 4% 12% 3.87 

SCC 15 48% 13% 13% 13% 13% 3.65 

DO 9 45% 44% 11% 0% 0% 4.29 

Total 50 46% 24% 14% 6% 10% 3.90 

Services 

provided fit 

the needs of 

my area 

SAC 28 43% 21% 25% 0% 11% 3.85 

SCC 14 51% 21% 7% 14% 7% 3.90 

DO 9 56% 33% 11% 0% 0% 4.45 

Total 51 46% 24% 18% 4% 8% 4.01 

Overall 

quality of 

services 

SAC 28 43% 29% 14% 7% 7% 3.94 

SCC 16 42% 19% 13% 13% 13% 3.74 

DO 9 56% 33% 11% 0% 0% 4.45 

Total 53 45% 26% 13% 8% 8% 3.92 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 Not much coming out of this department. 

 I haven't seen anything exciting about the college coming out from this department. 

 I hardly see anything from this area. We need to be in the news. 

 Unsure of the need. 

 I've asked to have classes and events promoted on the social media accounts for SCC. It often does not 

happen, or takes several emails, or having the dean call, to get the announcements posted to social media. 

 The District Daily is a great resource for local and national news in education but do we need it every 

day?  How about a District Weekly?   

 I think the Fashion Department could use more personalized assistance in improving their social media 

efforts. 

 The consultants who put out the daily news email and other things are not great. The typos are 

unacceptable. These are going out from a higher ed organization to the public. Links that you can't read 

unless you are a subscriber to the newspaper or news organization is unacceptable. Initially there was no 

way to contact them and still the email does not go to them directly.  Dean and Rosa are doing a great 

job. Frankly they are working above their pay grades.  

 After Judy left, we have no idea as to who we should turn to for Press Releases etc.  Also, and FYI 

should be sent to all staff (classified and administrators) as to when we can turn to PUBLIC AFFAIRS 

and what they can do to help us.  Student Outreach from all campuses should have a meeting with 

PUBLIC AFFAIRS and collaborate on how to make our colleges more visible, and how to inform the 

public of what each campus offers. I do not think we are utilizing PUBLIC AFFAIRS as it should be 

used, due to lack of knowledge.  How and when can we ask for help?  

 Response time to requests initially has been wonderful. But then after the initial discussion, follow up 

emails take weeks to get responses. Very frustrating. 

 Unfortunately, social media is not up to day. It is quite extraordinary when young people, such as our 

students, utilize social media very much. Perhaps more attention should be played to social media to 

advertise all the campus resources available to student, so they can be successful and increase their 

completion.  

 Please stop the daily emails, or at least allow us to opt-out, I never read them. 

 Is anyone really reading the District Daily eblast? 

 Crisis management is an issue that still needs to be addressed and we need new information, not the same 

video 2 times a year.  Website is a BIG issue!  Searching for items is really difficult and not easy to 

navigate. 

 I see some emails, but not much anything else.  I don’t use their services. 

 Melissa Utsuki is AWESOME!  ^_^  

 I don't understand the website development - it seems that nothing gets completed when any changes are 

requested.  Our website is very user unfriendly.  I think that Judy used to do a great job with media 

relations but I don't see much since she has been gone.  

 I haven't seen anything exciting from this area other than who got promoted to management.  I don't find 

the District daily to be anything different than what the Statewide Chancellor Office does.  There is no 

information about programs at the colleges. 

 We are receiving District Daily Updates from this department, but I don't think it is needed on a daily 

basis.  It seems like a waste of time.  Once a week or once a month would be sufficient. 
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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 service? (N = 205) 
Weekly 7% 

Monthly 15% 

Quarterly 13% 

Twice a year 11% 

Once a year 7% 

Never 47% 

 

Publications Services Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 53 52% 36% 8% 0% 4% 4.37 

SCC 40 69% 20% 3% 5% 3% 4.52 

DO 14 72% 21% 7% 0% 0% 4.60 

Total 107 61% 28% 6% 2% 3% 4.47 

Staff 

knowledge 

SAC 52 55% 35% 8% 0% 2% 4.46 

SCC 39 73% 18% 3% 3% 3% 4.60 

DO 14 79% 21% 0% 0% 0% 4.79 

Total 105 65% 27% 5% 1% 2% 4.57 

Timeliness of 

response to 

my request(s) 

SAC 53 54% 32% 6% 2% 6% 4.31 

SCC 42 67% 24% 2% 5% 2% 4.49 

DO 14 79% 21% 0% 0% 0% 4.79 

Total 109 61% 28% 4% 3% 4% 4.44 

Availability 

of assistance 

SAC 51 55% 33% 6% 2% 4% 4.33 

SCC 42 67% 26% 0% 7% 0% 4.53 

DO 14 71% 29% 0% 0% 0% 4.71 

Total 107 61% 30% 3% 4% 2% 4.49 

Services 

provided fit 

the needs of 

my area 

SAC 52 57% 33% 6% 2% 2% 4.46 

SCC 41 69% 25% 2% 2% 2% 4.48 

DO 14 79% 21% 0% 0% 0% 4.79 

Total 107 64% 28% 4% 2% 2% 4.50 

Overall 

quality of 

services 

SAC 53 56% 34% 4% 2% 4% 4.41 

SCC 41 66% 22% 5% 5% 2% 4.45 

DO 14 79% 21% 0% 0% 0% 4.79 

Total 108 62% 28% 4% 3% 3% 4.48 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 

  



42 

 

Additional feedback and suggestions 

 

 I had to call them several times to get my order completed. 

 Unsure of the need. 

 Online submission of printing requests and timely delivery schedule works well. 

 My interaction with Publications has been in an online format - requests for printing services. 

 Thank you for all that you do! 

 Would like to print large format color posters. 

 Michelle is a great addition to the team. Very knowledgeable and helpful. Always going above and 

beyond. 

 Dean is always available to help and is great with getting needed materials printed. Exceptional customer 

services from his part.  

 No complaints! 

 When we ask for outside printing quotes and bids, or on products we want to purchase, deadlines at 

attaining/receiving the information are not often met. Follow up emails and calls have to be made which 

is time consuming.     There's quotes on products and outside printing that are requested, and there is no 

response. At times, the only way we know the request was received and read is because we check the 

boxes to receive notifications from Outlook (message delivered/message read). Reminders have to be 

sent over and over again. At times, follow telephone calls after 3 weeks to a month or more, of waiting. 

Perhaps the person in charge of these requests needs additional personnel to help.  The actual 

Publications personnel are excellent. Inside print jobs are turned around at outstanding completion times. 

Staff always takes immediate action when an error is made, and a solution is quickly found. I can always 

count on all the staff in Publications.  The Timelines of response and Availability and Overall quality of 

Services was not graded at EXCELLENT as a result of what was previously noted on this Additional 

Feedback.  

 I LOVE how publications always prints professional prints and in a timely manner. However, I do not 

appreciate being told they can not do something when I know they can. Such as when I submitted a 

document that was "small" and I asked them to "print fit to page" so its "normal size." I have the ability 

to print in on my printer and looks great, yet, I am not supposed to print over 20 copies on my printer 

which is why I submitted the request to publications and they had the nerve to say they "are not able to 

print 'fit to page'" I strongly believe they do have the ability to do so, yet are not willing to help--which 

caused me a LOT of time resizing and recreating a document. 

 Kudos to SCC Publications!  Superior work. 

 Is this for Quick Copy? They are wonderful! If only for the district center, change my responses to 

"Good," and I use them quarterly. 

 There is no communication as to when jobs are completed; no communication when paperwork is 

incomplete; at times there is no quality assurance and jobs are printed badly. 

 __________ from CEC never replies to emails. Bad communication.  

 Is it possible for a faster turn around on larger orders? 

 I don’t interact with staff because I submit my request online and I get my copies back to use in the 

classroom. 

 Is this the same group associated with Dean Hopkins, Nancy Smith and Miranda?  They do great 

work.  

 I recommend that instructors receive a "semester" page quota rather than a "daily" page quota so that 

jobs can be managed more efficiently.  

 My experience is with a project that went nowhere. Some promises were made and nothing happened. 
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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 service? (N = 207) 
Weekly 12% 

Monthly 16% 

Quarterly 9% 

Twice a year 4% 

Once a year 4% 

Never 55% 

 

Purchasing Services Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 38 42% 37% 16% 5% 0% 4.16 

SCC 31 55% 26% 10% 6% 3% 4.24 

DO 24 58% 38% 4% 0% 0% 4.54 

Total 93 51% 33% 11% 4% 1% 4.29 

Staff 

knowledge 

SAC 39 49% 36% 15% 0% 0% 4.34 

SCC 31 45% 32% 13% 10% 0% 4.12 

DO 24 58% 38% 4% 0% 0% 4.54 

Total 94 50% 35% 12% 3% 0% 4.32 

Timeliness of 

response to 

my request(s) 

SAC 37 41% 32% 22% 0% 5% 4.04 

SCC 31 42% 29% 23% 6% 0% 4.07 

DO 24 37% 46% 17% 0% 0% 4.25 

Total 92 40% 35% 21% 2% 2% 4.09 

Availability 

of assistance 

SAC 38 45% 34% 16% 5% 0% 4.19 

SCC 31 39% 35% 23% 3% 0% 4.10 

DO 24 58% 38% 4% 0% 0% 4.54 

Total 93 47% 35% 15% 3% 0% 4.21 

Services 

provided fit 

the needs of 

my area 

SAC 39 49% 31% 15% 5% 0% 4.24 

SCC 31 51% 23% 23% 3% 0% 4.27 

DO 24 54% 38% 8% 0% 0% 4.46 

Total 94 51% 30% 16% 3% 0% 4.29 

Overall 

quality of 

services 

SAC 39 44% 33% 18% 5% 0% 4.16 

SCC 31 51% 26% 13% 10% 0% 4.23 

DO 24 54% 42% 4% 0% 0% 4.50 

Total 94 49% 33% 13% 5% 0% 4.26 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 Manager's lack of experience is apparent. Relies on department staff, other departments and 

even her own manager to provide guidance and information to answer seemingly simple 

questions. I have witnessed interactions with department staff and found her to be dismissive. I 

have also witnessed unprofessional behavior when dealing with employees outside of the 

Purchasing Department.  The Buyers are helpful. Mina is always efficient. Sad not to be 

working with her anymore.  Laura is always a good resource and willing to go above and 

beyond.  It is apparent that she cares about her job, SAC and the students. 

 They need to be more patient when dealing with clients. 

 Too many barriers to make simple purchases. 

 Danielle Reynolds is simply amazing! She is super helpful and always assist us with great 

pleasure.  

 Purchasing rocks!  This department is always so helpful and supportive!  Our department would 

be lost without their efficient service.  Thank you for all that you do for us every day.   

 Staff could be more courteous and helpful to new employees that are trying to learn their new 

duties.  There is a disconnect between college and district employees. 

 Wow, always willing to help out and ensure all of the required and audit-worthy information is 

in order.  A good reminder that we are stewards of our/taxpayer funds. 

 Changes in Purchasing have improved timeliness of response. 

 Danielle is fabulous. Mina is very helpful. Seems like PRs are processed quicker these days 

unless a credit card is involved than they get stalled with no heads up that there is a delay or 

what is holding up the PR or and ETA. 

 Requests can be slow and leadership could be better about providing support and service to the 

staff.  Process of PR/PO creation is very inefficient and often communication is slow and 

lacking in regards to this process. Should clearly state documents needed to create PO and allow 

attachment at time of PR generation. "New" PR system made almost no change to the way we 

generate PRs. Needs work. Danielle is great, very helpful and nice to work with. 

 Processes change often without clear communication or guidelines, but the staff is helpful. 

 Laura is amazing. She makes things happen. She is also very knowledgeable and patient. 

 Extremely slow. Maybe they are understaffed? 

 Staff has become more customer aware and proactive in assisting staff with purchasing matters.   

 Staffing changes to this department are positive, I/my department benefit greatly from the 

services provided by the staff and I/my department are happy to see new user friendly forms, 

staff guidance on requirements and procedures and mostly importantly that Purchasing is 

providing training again. 

 Mina Chappel works excellent with us. ______ sometimes delays things or takes longer to 

process. 

 ___________ DOES NOT RETURN PHONE CALLS OR E-MAILS 

 We got all new tables and chairs a couple years ago, and they threw away the old ones. No one 

asked the teachers what (or even IF) we wanted anything.  Our old desks were fine, just a few 

were broken.  What a waste!  

 With the new processes that one person gets all commodities is very difficult to have the 

knowledge. Also the change from Independent Contractor to nothing as the Professional 

Services Agreement was not finalized was a mess. Change is fine but people should know about 

it before it is rolled out. In this case people didn't know what to do and it created issues for many 

people.    
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 There seem to be changes (PSA for example) where no one really seems to know the new rules. 

The changes never make their way down to the people doing the work. You only learn about 

them when you're told, "Oh, we don't accept those anymore." When looking for samples or 

templates, the staff (through no fault of their own) is unable to comply. Changes are in place 

before they have the ability to support us in dealing with the changes. Most frustrating for 

everyone I suspect. 

 Mina Chapple has been a great help to our department. She processed PRs quickly and 

efficiently.  Thank you, Mina. 

 This department by far is the slowest department in getting anything done. 

 All of the staff are fine. I hope _______ can find a better way to communicate with people. She 

is patronizing, passive aggressive, and difficult to work with. On multiple occasions, when there 

have been mistakes or if something was late on our end (we admit) she would call my boss first. 

Why not just speak to me directly? When I have spoken to her she uses patronizing language. I 

know many people have issues with her, but no one says anything because they are afraid that 

she will make their lives harder. I know she is new, and I hope with time she gets better.  

 Some good, some not so good changes since Tracie left.  The staff is always friendly and 

helpful. 
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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 service? (N = 203) 
Weekly 5% 

Monthly 4% 

Quarterly 5% 

Twice a year 3% 

Once a year 3% 

Never 80% 

 

Resource Development Ratings 

Category 
Work 

Site 

Total 

Response

s 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 16 75% 19% 6% 0% 0% 4.69 

SCC 14 65% 7% 7% 14% 7% 4.04 

DO 12 58% 25% 17% 0% 0% 4.41 

Total 42 66% 17% 10% 5% 2% 4.45 

Staff 

knowledge 

SAC 16 75% 25% 0% 0% 0% 4.75 

SCC 14 65% 14% 0% 14% 7% 4.11 

DO 12 58% 25% 17% 0% 0% 4.41 

Total 42 67% 21% 5% 5% 2% 4.46 

Timeliness of 

response to 

my request(s) 

SAC 16 69% 25% 6% 0% 0% 4.63 

SCC 14 58% 14% 0% 14% 14% 3.83 

DO 12 59% 25% 8% 8% 0% 4.30 

Total 42 62% 21% 5% 7% 5% 4.28 

Availability of 

assistance 

SAC 15 67% 33% 0% 0% 0% 4.67 

SCC 14 58% 14% 14% 7% 7% 4.04 

DO 12 58% 25% 17% 0% 0% 4.41 

Total 41 62% 24% 10% 2% 2% 4.37 

Services 

provided fit 

the needs of 

my area 

SAC 16 69% 31% 0% 0% 0% 4.69 

SCC 14 58% 14% 7% 7% 14% 3.90 

DO 11 55% 27% 18% 0% 0% 4.37 

Total 41 62% 24% 7% 2% 5% 4.31 

Overall 

quality of 

services 

SAC 16 69% 31% 0% 0% 0% 4.69 

SCC 14 58% 14% 7% 14% 7% 3.97 

DO 11 55% 27% 18% 0% 0% 4.37 

Total 41 62% 24% 7% 5% 2% 4.34 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 Never responded when I asked for help with my proposal. 

 Top notch professional unit, again attending to compliance and providing service to ensure all is in order, 

as we develop actions to assist students and our community.  We are charged with public trust and 

stewards of funding to help those who most need it, now and in the future. 

 Sarah Santoyo and Huong Nguyen have been wonderful in supporting the S-STEM Scholarship grant. 

Quick to respond to all communications. Their work is greatly appreciated! 

 Thank you Roxana Pleitez and Maria Gil for always being on top of our projects and projections. It has 

been my pleasure to work with both of you. I love your quick response to my questions, and in case you 

are unsure you always go out of your way to find out.     

 Very professional and knowledgeable staff.  

 Why are we a fiscal agent for the state?  What do we get out of it?   

 Huong Nguyen is amazing!  Very professional and articulate.  Her answers to my questions are always 

easy to understand, even when the answer is complex. 

 Mystery department 

 I've worked several times with Sarah Santoyo, who is fantastic at her job. Maria Gil and Huong 

Nguyen researches what we need and get back to us promptly. We could not have our program without 

them. 
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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 service? (N = 205) 
Weekly 4% 

Monthly 6% 

Quarterly 8% 

Twice a year 12% 

Once a year 12% 

Never 58% 

 

Risk Management Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 38 61% 26% 13% 0% 0% 4.48 

SCC 25 80% 20% 0% 0% 0% 4.80 

DO 23 69% 22% 9% 0% 0% 4.65 

Total 86 69% 23% 8% 0% 0% 4.61 

Staff 

knowledge 

SAC 38 60% 29% 8% 3% 0% 4.51 

SCC 25 80% 20% 0% 0% 0% 4.80 

DO 23 69% 22% 9% 0% 0% 4.65 

Total 86 69% 24% 6% 1% 0% 4.61 

Timeliness 

of response 

to my 

request(s) 

SAC 38 58% 29% 13% 0% 0% 4.45 

SCC 25 80% 16% 4% 0% 0% 4.76 

DO 23 61% 30% 9% 0% 0% 4.52 

Total 86 65% 26% 9% 0% 0% 4.56 

Availability 

of assistance 

SAC 38 55% 34% 11% 0% 0% 4.44 

SCC 25 76% 24% 0% 0% 0% 4.76 

DO 23 70% 17% 13% 0% 0% 4.57 

Total 86 65% 27% 8% 0% 0% 4.57 

Services 

provided fit 

the needs of 

my area 

SAC 37 57% 27% 16% 0% 0% 4.41 

SCC 25 76% 24% 0% 0% 0% 4.76 

DO 23 74% 17% 9% 0% 0% 4.65 

Total 85 67% 24% 9% 0% 0% 4.58 

Overall 

quality of 

services 

SAC 38 55% 32% 13% 0% 0% 4.42 

SCC 25 80% 20% 0% 0% 0% 4.80 

DO 23 69% 22% 9% 0% 0% 4.65 

Total 86 66% 26% 8% 0% 0% 4.58 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 Great folks to work with.  Always willing to assist with problems 

 Maybe it's just the perception of the department, but it seems like getting any sort of adaptive equipment 

(standing desk, more supportive chair, etc.) is a long, tedious, and complicated process made to prevent 

staff from getting the things they need to do their job. Current equipment and furniture is very poor and 

needs to be upgraded (such as replacing desks that are broken). It makes me feel like the district does not 

care about it's staff when I see the state of the equipment and the lack of options to prevent additional 

pain from working conditions. 

 I only had to contact them once and they were very good. 

 Some of this works well for me but other parts do not and some of what is listed I have never used. 

Contract review from the district seems to be timely and work well.  Obtaining certificates of insurance 

goes smoothly.  I have not been happy with legal matters - I received a subpoena for a deposition for a 

case from one of my alumni - I asked to speak to one of our lawyers and they told me they would get in 

touch with me but they never did.  It was intimidating and I would have appreciated the support of 

having someone to talk with before I went.  If the online incident report system is a part of this, I am very 

disappointed in that service. I once sent in a report because I had a suicidal student (who was off campus 

at the time) and I needed some advice. They didn't get back to me for about 2 weeks, which was no help 

as we had already handled it the best we could. We were told that we did not get a response because 

someone was on vacation.   

 You guys rock!  Don & Diane are super helpful and super quick to respond to any concern. 

 Don Maus is very easy to work with and responsive to inquiries.   
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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 service? (N = 206) 
Weekly 30% 

Monthly 16% 

Quarterly 12% 

Twice a year 15% 

Once a year 8% 

Never 19% 

 

Safety and Security Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 88 56% 28% 8% 3% 5% 4.27 

SCC 54 56% 31% 13% 0% 0% 4.43 

DO 24 74% 13% 13% 0% 0% 4.66 

Total 166 59% 27% 10% 2% 2% 4.34 

Staff 

knowledge 

SAC 87 58% 31% 7% 1% 3% 4.35 

SCC 54 50% 33% 17% 0% 0% 4.33 

DO 23 74% 13% 13% 0% 0% 4.61 

Total 164 57% 29% 11% 1% 2% 4.38 

Timeliness of 

response to 

my request(s) 

SAC 85 50% 34% 11% 1% 4% 4.30 

SCC 53 41% 36% 19% 0% 4% 4.15 

DO 23 65% 22% 13% 0% 0% 4.52 

Total 161 49% 33% 14% 1% 3% 4.29 

Availability 

of assistance 

SAC 87 57% 29% 10% 1% 3% 4.31 

SCC 54 48% 31% 17% 0% 4% 4.19 

DO 24 67% 17%       8%  4% 4% 4.39 

Total 165 55% 28% 12% 1% 4% 4.29 

Services 

provided fit 

the needs of 

my area 

SAC 83 56% 29% 7% 4% 4% 4.34 

SCC 54 46% 28% 24% 2% 0% 4.18 

DO 23 74% 13% 13% 0% 0% 4.61 

Total 160 55% 26% 14% 3% 2% 4.34 

Overall 

quality of 

services 

SAC 87 54% 31% 9% 0% 6% 4.27 

SCC 53 45% 38% 15% 2% 0% 4.26 

DO 23 74% 13% 13% 0% 0% 4.61 

Total 163 53% 31% 12% 1% 3% 4.35 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 Frank Miranda is the best! 

 Since we need to call the dispatcher first, it's hard to get service immediately. We were able to call the 

department directly before, but not now.  We hardly know the Safety and Security staff and have no 

quick way to contact them.  The old system is much better than the one we have now. 

 I got a parking ticket for parking in the faculty lot, which I am, but all I was told that day was take it up 

the address on the back of the ticket. So absolutely unhelpful, and lack of compassion. 

 It has been a lot better this past year. Last year there were some officers who left that were not very 

friendly or helpful to our students. 

 Could we come up with a better way to obtain guest parking permits at SAC?  I purchased them but I 

have get them reissued because the color changes. Would it be possible to issue permits that do not 

expire?   

 There were a couple of instances in our building and we were not briefed on all of them in a timely 

matter.  Phone alert either did not work or was very very late in responding.  Emergency response needs 

to be worked on. 

 I interact daily with our security staff at Remington/Centennial.  All security personnel are very well 

trained and always willing to assist. 

 Safety and Security have really stepped things up in the last few years.  I feel safer on this campus.    

Some buildings need panic buttons. 

 Arranging parking for conference guests at the colleges are always difficult.  Wish this was easier. 

 We often need to request parking permits for visitors or speakers and multiple passes. It would be 

beneficial to have a web based application we can request and issue parking permits from. It could be 

tracked if needed and allow us to be billed using a purchase order.  

 Pat Weekes and Michael Toledo are extremely helpful, friendly and professional 

 Always pleasant.  Pat is super! 

 I really don't feel any safer with security officers carrying guns on campus and other sites. In fact, I feel 

less safe. I don't see how this change will help even in an emergency situation. Just puts more weapons in 

the situation. 

 I only really deal with Mike and Pat in the DO, but they are both very helpful and easy to work with. In 

the rare event that safety is called for non-routine things, they are very quick to respond and ensure that 

there is no threat. 

 General patrol is not visible enough.  Also, parking enforcement is not specific enough about parking 

permit display.  When machines are not functional there is slow response to fix the machine.  A posted 

alternative to where a machine permit could be obtained or if one for another lot would be allowed while 

the machine was broken would be helpful.  Ticketing is mistakenly done without an on campus way to 

immediately remedy the error is not available. Hearings are scheduled while faculty would be teaching, 

even though the department was notified ahead of time of the teaching conflict. 

 I would like the option of buying a yearly parking pass. 

 Great collaboration in safety preparedness training.  More district wide offices need to participate in the 

training to be properly prepared for incident or occurrence of emergency.  

 Great crew! I'm on campus at odd hours, and they are all so very helpful and kind. I feel safe here. 

 I could not select quality of services because we do not have the same security guards all the time.      I 

truly believe in no age discrimination etc., however, some of the security guards that you employ are not 

going to be physically able to offer assistance in case of an actual threat or real school violence.     At 

times, we've had to inform the rotating security guard what needs to be done. Some hardly ever patrol the 

campus - it's like a sit down job. Honestly, I personally do not feel safe with the visible limitations that 

are observed in some 62+ school security guards. Some are former police officers, and they treat the 

students as if they are still cops - intimidating vs. helpful.  The students sometimes have made comments 

such as "we better learn self-defense, there is no way this old man is going to save us".  I really had 

trouble writing this down and sharing it with you - but in all fairness, it needs to be said.  
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 They need to do a better job instead of chatting with staff and check on parking lots where construction 

workers parked and students parked on staff parking it is very frustrating. 

 Manny is excellent! 

 Great trainings and helpful officers!   

 I do believe the parking permit request process for SAC is excessive.  I understand that SCC has 

electronic permits which make it much easier when inviting visitors on campus.  The hard-copy permits 

we are issued do not accommodate our visitors.  There has to be an easier way for departments and for 

Sgt. Wert, who has to hand review each request.  Could we examine the departments purchasing a year-

round permit for their visitors?  Or an electronic process?   

 Whenever we have guest come on campus that requires campus safety (such as a food truck driven on 

campus) they are always willing to help guide truck/vendor for student/campus safety. Always alert and 

appreciate prompt responses to parking pass requests.  

 We need a better system for requesting guest parking passes.  Develop a way to charge a Division for the 

passes if necessary.  

 Frank Miranda and Steve DeMaria are awesome!  So helpful and responsive.  After the fire near SCC 

and being able to ask questions of Security Administration, there was a lack of taking responsibility for 

mistakes made (people were obviously evacuated way too late) which is concerning. The message given 

to faculty was "lessons were learned" that message did not show that Safety and Security were taking 

responsibility, also the fact that eventually, and with transportation help from others, "everyone got out 

safe" does not mean changes don't need to be made. 

 I don't have security at my site.  Officers do the best they can but we need more staff to cover my site 

better.  Last time we had an emergency, it took them 30 minutes for them to get here.  

 We need to go back to the old system where we can call Campus Safety and get direct response. Calling 

district and having district conveying the message of what we need, too much time overlap, sometimes 

the massage never got deliver. Need better system. 

 CEC Safety and Security needs to be relocated to a place where students and staff can see them. They are 

hidden in the middle of CEC and nobody can see them when they are sitting in their office.  

 When staff on campus call security, they should not be second guessed. The officers should come out 

and check out the situation themselves instead of doubting what staff is telling them. It does not create a 

strong collaboration between staff and security, if when we call, we are questioned or told that they do 

not think we are seeing the situation correctly. If the staff was incorrect, security can let them know after 

responding to the incident. However, if they wait to respond, the incident may no longer be taking place 

by the time the officers make it to the "scene."  

 Even I had purchased a parking pass for a day still they fined my car  and I paid that fine. 

 I don’t use their services, but it is nice to see security around the campus. 

 I am disappointed in the current security system and I have been spoken to so rudely by some of the 

security.  There are some of them that are really helpful but others are very rude. For example, when 

needing one of them to open a classroom they can take a very long time and then act rude when they get 

there. The parking situation is a disaster and it has become very difficult to get parking permits for guests 

to the campus - even though the guests are here as a favor to the instructor (guest lecturer, advisory 

committee member). I think that it is just silly that we are charged the two dollar parking permit price for 

having a guest. I am not sure what changed as about 4-5 years ago they were great to work with.  

 I appreciate seeing security around the campus. 

 We need to address the whole ticketing thing. It is getting out of hand.  We need to have a smoother and 

more lenient appeal process.  

 My perspective is that the services provided by Safety and Security have improved over the last few 

years.   

 All of my academic honesty reports are responded to in a professional, timely manner. 

 Manny Pacheco is the best!  I feel safe when I know he is on campus.   

 SAC security is terrific! Over the years, I have had many instances where they have come into difficult 

situations and used professionalism, tact, and skill. Liz Motley has been especially helpful many times. I 

love how she treats students: always with respect but in a way that causes them to respect her as well. 
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TECHNOLOGY INFRASTRUCTURE AND SUPPORT SERVICES 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, 

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). Support services staff are also responsible for providing end user 

support at the District Office. 

 

How often do you use the service? (N = 202) 
Weekly 14% 

Monthly 7% 

Quarterly 6% 

Twice a year 5% 

Once a year 5% 

Never 63% 

 

Technology Infrastructure and Support Services Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 37 48% 41% 8% 3% 0% 4.39 

SCC 22 55% 27% 18% 0% 0% 4.37 

DO 14 58% 14% 21% 7% 0% 4.18 

Total 73 51% 32% 14% 3% 0% 4.36 

Staff 

knowledge 

SAC 37 48% 35% 11% 3% 3% 4.27 

SCC 22 55% 36% 9% 0% 0% 4.46 

DO 14 51% 21% 21% 7% 0% 4.11 

Total 73 51% 33% 12% 3% 1% 4.30 

Timeliness of 

response to 

my request(s) 

SAC 38 47% 32% 18% 3% 0% 4.23 

SCC 21 48% 33% 14% 5% 0% 4.24 

DO 14 43% 21% 29% 7% 0% 4.00 

Total 73 47% 30% 19% 4% 0% 4.20 

Availability 

of assistance 

SAC 38 44% 37% 16% 3% 0% 4.27 

SCC 22 50% 36% 14% 0% 0% 4.36 

DO 14 43% 29% 21% 7% 0% 4.08 

Total 74 46% 35% 16% 3% 0% 4.24 

Services 

provided fit 

the needs of 

my area 

SAC 38 47% 34% 16% 3% 0% 4.25 

SCC 22 55% 27% 18% 0% 0% 4.37 

DO 14 44% 21% 21% 14% 0% 3.90 

Total 74 48% 30% 18% 4% 0% 4.27 

Overall 

quality of 

services 

SAC 38 47% 37% 13% 3% 0% 4.28 

SCC 22 50% 32% 18% 0% 0% 4.32 

DO 14 44% 21% 21% 14% 0% 3.90 

Total 74 48% 32% 16% 4% 0% 4.19 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 Had staff come to classroom for help with printing and log in issues when students were using SCC 

laptops. One laptop wasn't set up to print to the lab printer. Staff said he'd return to solve problem but 

didn't to my knowledge. 

 The campus needs someone to ensure accessibility for our websites.  All current and potential students 

need accessibility to websites. 

 Ellucian Colleague goes down twice a week. Don't know if this is an internal network or a hosting issue, 

but it is costing RSCCD money.  We have staff that cannot perform their job duties and students that 

cannot be serviced. 

 Need to boost up WiFi connectivity in our area. It isn't that great at SCC. 

 It seems like there are frequent issues and response can be slow. I wish we could get faster and more 

stable internet in the DO.  

 Outstanding job! 

 Nothing wrong with our staff it is that our technology is soooooooo old and we are constantly having our 

network either not work or it is slowwwwww. 

 System runs too slow too often.  Inhibits productivity. 

 I appreciate that for the most part, the systems are working. 

 Area seems understaffed.  They are very helpful, but the timeliness of the response and completion of 

requests is a little slow.   

 Ray is always helpful and accommodating. 
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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 service? (N = 202) 
Weekly 5% 

Monthly 10% 

Quarterly 8% 

Twice a year 5% 

Once a year 6% 

Never 66% 

 

Warehouse & Receiving Services Ratings 

Category 
Work 

Site 

Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 25 36% 48% 16% 0% 0% 4.20 

SCC 27 70% 15% 15% 0% 0% 4.55 

DO 19 63% 21% 16% 0% 0% 4.47 

Total 71 57% 28% 15% 0% 0% 4.37 

Staff 

knowledge 

SAC 24 33% 50% 17% 0% 0% 4.16 

SCC 27 70% 15% 15% 0% 0% 4.55 

DO 19 63% 21% 16% 0% 0% 4.47 

Total 70 55% 29% 16% 0% 0% 4.44 

Timeliness 

of response 

to my 

request(s) 

SAC 25 20% 60% 20% 0% 0% 4.00 

SCC 27 60% 22% 11% 7% 0% 4.30 

DO 19 53% 26% 16% 0% 5% 4.22 

Total 71 44% 37% 15% 3% 1% 4.20 

Availability 

of assistance 

SAC 25 24% 52% 24% 0% 0% 4.00 

SCC 27 63% 22% 11% 4% 0% 4.44 

DO 19 63% 21% 16% 0% 0% 4.47 

Total 71 50% 32% 17% 1% 0% 4.26 

Services 

provided fit 

the needs of 

my area 

SAC 25 20% 64% 16% 0% 0% 4.04 

SCC 27 64% 22%       7% 7% 0% 4.38 

DO 19 58% 21% 21% 0% 0% 4.37 

Total 71 46% 37% 14% 3% 0% 4.26 

Overall 

quality of 

services 

SAC 25 24% 60% 16% 0% 0% 4.08 

SCC 27 63% 22% 11% 4% 0% 4.44 

DO 19 58% 26% 16% 0% 0% 4.42 

Total 71 48% 37% 14% 1% 0% 4.32 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 It would be good to get notification when warehouse receives our furniture/non furniture transfer request. 

Often times we wait months before an item gets transferred. We sometimes wonder if they ever get our 

request. 

 When request is submitted to send boxes to storage, staff response can take up to more than a month 

(picking up of boxes).  

 We have stopped having our suppliers send / deliver to the warehouse.     We have deliveries for us, sent 

directly to our campus/site location.    The reason for the above is that our product(s) would be delivered 

to the warehouse, and we wouldn't be notified they had received them. Even after calling and asking to 

be on the "Alert" because the delivery was urgent, we would receive no notification. Finally, on a couple 

of occasions, after days of having warehouse personnel look for it....they would find it, causing us 

delays. Most of the time, we would need to ask Armando for help (he is very helpful and diligent). On 

one occasion, one of our school reps went to the warehouse and looked for the delivery - and found it. 

The answer was "Oh, that delivery".  Also, the labels on the boxes for a couple of deliveries would 

clearly be marked "DELIVER TO Our Site address/contact person and telephone number. The signage 

would be clearly marked; the company had sent it to the wrong site. The warehouse personnel would still 

allow the drop-off.      We would be contacting the company to ask about the delivery....and then they 

would tell us "it was delivered to the warehouse last week".   

 These guys ROCK! 

 You guys rock!  DWO Dave, Mak, and Armando are the best.  Always helpful. 

 Armando Toner, Dave Tucker and the rest of the team are sensational.  Always helpful and serve with 

a smile.  Armando has been with the District forever and his job performance is a testament to his years 

at this position. 

 Always efficient, responsive and professional.  Thank you! 
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WEB DEVELOPMENT is responsible for implementing and managing the Enterprise Web 

Content Management System (Sharepoint), maintaining the main public websites districtwide 

(SAC, SCC, DO and approved satellite locations) as well as the intranet. Web development is also 

responsible for implementing mobile-ready responsive design layouts, and maintaining web 

accessibility standards. 

 

How often do you use the service? (N = 199) 
Weekly 7% 

Monthly 6% 

Quarterly 5% 

Twice a year 6% 

Once a year 3% 

Never 73% 

 

Web Development Ratings 

Category Work Site 
Total 

Responses 

Excellent 

5 

Good  

4 

Average 

3 

Below 

Average 

2 

Poor 

1 

Average 

Rating* 

Staff 

helpfulness 

SAC 20 25% 40% 15% 20% 0% 3.70 

SCC 15 53% 27% 13% 7% 0% 4.26 

DO 11 46% 45% 0% 9% 0% 4.23 

Total 46 39% 37% 11% 13% 0% 4.02 

Staff 

knowledge 

SAC 19 22% 47% 26% 5% 0% 3.81 

SCC 15 47% 33% 13% 7% 0% 4.20 

DO 11 46% 27% 18% 9% 0% 4.05 

Total 45 35% 38% 20% 7% 0% 4.06 

Timeliness of 

response to 

my request(s) 

SAC 20 25% 40% 15% 20% 0% 3.70 

SCC 15 40% 40% 13% 7% 0% 4.13 

DO 11 37% 18% 36% 9% 0% 3.78 

Total 46 33% 34% 20% 13% 0% 3.91 

Availability of 

assistance 

SAC 21 19% 33% 24% 10% 14% 3.33 

SCC 15 47% 33% 13% 7% 0% 4.20 

DO 11 36% 55% 0% 9% 0% 4.18 

Total 47 32% 38% 15% 9% 6% 3.81 

Services 

provided fit 

the needs of 

my area 

SAC 21 24% 38% 14% 14% 10% 3.52 

SCC 15 46% 27% 20% 7% 0% 4.17 

DO 11 37% 36% 18% 9% 0% 3.96 

Total 47 34% 34% 17% 11% 4% 3.83 

Overall 

quality of 

services 

SAC 21 19% 38% 19% 14% 10% 3.42 

SCC 15 47% 33% 13% 7% 0% 4.20 

DO 11 37% 36% 18% 9% 0% 3.96 

Total 47 32% 36% 17% 11% 4% 3.81 
*On a scale of 1 to 5, with 5 being “Excellent” and 1 being “Poor”. Ratings only include those who stated that they have used this particular service. 
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Additional feedback and suggestions 

 

 We need to stay on top of the information on the Internet. 

 We need our accessibility needs addressed.   We need to be proactive with this and not wait until we 

receive and OCR complaint 

 SCC needs a dedicated webmaster.  The college's web site is not mobile friendly as you have drop-down 

menus that are too long.  The web site is not organized well. 

 I would recommend extended website resources in the Fashion Design website. Perhaps an outside 

contractor would be best. The Fashion Department is competing against private companies that put a lot 

of funds into their marketing budgets such as FIDM: http://fidm.edu/  A media production group named 

The Wonderland Group who works with website designer Studio Misfits reported that after reworking 

Laguna College of Art and Design's website and videos that their enrollment changed from low 

enrollment to them having to turn away students. I think this type of professional and specialized web 

and video support could help enrollment drastically for the Fashion program at SAC. 

 The staff are helpful but it seems like there are staff that lack the knowledge to really be effective at 

managing access and web services. I don't get the impression that they really care or take ownership of 

their area - for example, in web training, we were told to just ignore numerous accessibility errors, which 

were never addressed by the Web team (many were sitewide). I generally do not have confidence that 

things will be fully resolved when I contact the web team with issues. 

 SAC's website has been neglected. 

 Department needs more support to assist district wide. 

 Mary Law is the best thing to ever happen to our school. Excellent follow up and very creative.    

 Our Web is not student friendly. 

 Seems understaffed.  They are very helpful but response times can be slow.  The district needs to provide 

more training and support materials to staff as administrative secretaries are responsible for the 

maintenance and updating of the websites. 

 The website is a mess!  It is hard to search for things.  Never know if it is on SAC website, Intranet, or 

District.  Information needs to be updated and more user friendly. 

 As said previously it is difficult to get anything changed or new on the website and the current one is 

very difficult to navigate through.  

 I worry that we may not be in ADA compliance.  Will there be training to help the various departments 

know if we are in compliance? 

 Does the district provide web development services?   Websites need updating and modernization.  

 The "special" times that I do have to contact IT for Website help, they are helpful, efficient and 

professional. 

 

 


