
Rancho Santiago Community College District 
District Services Administrative Unit Review  

2019-2021

I. Department Mission Statement: (Please provide a mission statement for your unit.)

II. Functions and services: (Please provide the basic functions and services for your unit.)



III. Customers and recipients of services: (Who are the customers/recipients of your unit?)

IV. Staffing: (Please summarize the status of your staffing since the last planning cycle and
concerns you may have.)



V. Budgets: (Please summarize the status of your department budget and concerns you may have.)



VI. Department Assessment: Please provide internal assessment of your department (by all unit 
staff) and external assessment (from data provided by the District Services Satisfaction Survey, 
as well as other sources that your department would like to use).   What recommendations 
would you like to bring to the District’s attention?

a) Internal Assessment:

b) External Assessment:



c) Recommendations:



VII. Work Plan: As the result of assessing your department, what initiatives do your department want to address in 2019-2021?
Please identify which RSCCD goal(s) and strategic plan objective(s) they address, resources you need to achieve the
initiative(s), and how you will achieve these initiatives by the end of the cycle?   Please see example below

RSCCD 
Goals 

your service 
initiative 
address. 

RSCCD 
Strategic Plan 
Objectives your 
service initiative 

address. 

Service Initiative 
Goals that your 

department would like to 
address. 

Unit Outcome 
(The client) will (intended 
outcome) as a result of 

(function or action). 

Criteria for Success 
How will you know 

you’ve achieved your 
goal? 

Resource Needs 
What resource(s) (personnel, 
technology, fiscal) do you 

need to achieve your 
goal(s)? 

Results 
After two years, how well

 did you achieve your goals?

Goal 4 Objectives 
3B and 4C 

Analyze data of the new 
curriculum strategies for 
ESL students 

Reports to share with ESL 
instructors showing outcomes 
by underrepresented groups 
based on the new 
curriculum strategies 

ESL faculty utilize the 
reported data to plan their 
class instructions 

None A 2% increase in success 
rate for all 
underrepresented groups 



RSCCD 
Goals 

your service 
initiative 
address. 

RSCCD 
Strategic Plan 

your service 
initiative 
address. 

Service Initiative 
Goals that your department 

would like to address. 

Unit Outcome 
(The client) will (intended 
outcome) as a result of 

(function or action). 

Criteria for Success 
How will you know you’ve 

achieved your goal? 

Resource Needs 
What resource(s) (personnel, 

technology, fiscal) do you 
need to achieve your goal(s)? 

Results 
After two years, how well 
did you achieve your goals? 



RSCCD 
Goals 

your service 
initiative 
address. 

RSCCD 
Strategic Plan 

your service 
initiative 
address. 

Service Initiative 
Goals that your department 

would like to address. 

Unit Outcome 
(The client) will (intended 
outcome) as a result of 

(function or action). 

Criteria for Success 
How will you know you’ve 

achieved your goal? 

Resource Needs 
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technology, fiscal) do you 
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Results 
After two years, how well 
did you achieve your goals? 
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	DO_Program_Review_Process_2019-21 abc

	Text1: Information Technology Services provides leadership and planning for the effective and strategic use of educational technologies in alignment with academic and administrative missions for Rancho Santiago Community College District.
	Text2: Functions:• Partner with stakeholders to understand the information technology needs of faculty, staff, and students• Provide secure, reliable, and integrated technology solutions• Demonstrate technical and operational excellence through a commitment to professionalism, solution assessment, and continuous improvement in both existing and emerging technologiesCore Values: The following will drive and guide the ITS department to serve RSCCD. ITS is committed to:• Collaboration: We are dedicated to a constructive, team-oriented environment, gathering varied perspectives, sharing knowledge, and building effective partnerships with key stakeholders• Continuous Improvement: We strive for operational excellence through the on-going development and evaluation of resources, processes and solutions across the entire organization• Innovation: We encourage creative and critical thinking in the development of technology services and solutions• People: We listen to, respect, and care for faculty, staff, students, and one another, both professionally and personally• Service: We strive to provide excellent service by being consistent, agile, reliable, and accessible to all• Transparency: We leverage open communications and thoughtful business processes to be accountable in our interactions and our workServices: Academic & End User Support, Application Systems Support, Help Desk Support, Technology Infrastructure Support and Web Development.The majority of ITS services, including the Help Desk, are centrally located in the district office; however, the department also provides substantial technical services and staffing to SAC, SCC, and all of the educational centers and training sites within the district. ITS is responsible for the operation and maintenance of the physical infrastructure, computers, servers, and other equipment to support the voice and data network. ITS oversees data security and the core business and communication systems that include email, telephone, student information, financial, and human resources reporting and related software.  In addition, ITS oversees the core functions of our public and private facing websites.
	Text3: Students, faculty, employees, and the community are the primary customers of ITS.
	Text4: One of ITS' Network Specialist III positions was upgraded to a Network Specialist IV in March of 2018, given the fact that there was a single Network Specialist IV in the district and an adequate backup for this critical role was required. ITS has had recent leadership changes: The Assistant Vice Chancellor of ITS was hired in October of 2018. This vacated the position of Director, Technology Infrastructure and Support Services, which was filled in June of 2019. The position of Director, Academic and End User Support Services at SAC was filled in August of 2019. In addition, the position of Director, Academic and End User Support Services at SCC will be open in late September 2019 as a result of retirement. ITS currently has an opening for an Applications Specialist III at the District Office, which is anticipated to be filled by the end of October 2019.Timeliness of response and availability of assistance scored the lowest in all ITS areas in the District Satisfaction Survey. ITS' capability to keep up with requests in a timely manner has been affected by a number of factors, including the increase in the quantity of desktop, laptop, tablet, and other electronic devices districtwide. The ratio of supported devices per technician continues to increase. In addition, critical initiatives such as Guided Pathways, the Online Education Initiative (OEI) and data quality improvement activities have increased the number of projects in the technology roadmap. As of August of 2019, ITS has over 553 projects that are either scheduled or underway. ITS could benefit from additional technicians on campus, applications and network specialists and a project manager role to improve project delivery.Classrooms are mediated and powered by computer devices, yet media services and ITS are independent departments and not cross trained. This causes delays and confusion when media issues arise. Multiple other districts and the technology industry at large have audio visual support as a function under ITS. It would be important to consider this structure in order to improve technology support services at the classroom.There is still a significant shortfall in training services. ITS is looking to use Canvas and other existing technologies to provide training video and courses that can be accessed on demand in the future. 
	Text5: ITS is sufficiently funded for the centralized services that we currently provide including hardware and software maintenance.Electronic key access control systems, queueing solutions and other new technologies are being purchased for districtwide use, with the intent of being deployed first at the new buildings coming up at SAC. Funding for these solutions comes out of one time funds. ITS will have to get budget allocations to support the ongoing maintenance of these solutions to ensure sustainability of their use overtime.There are some areas of concern that remain from the previous planning cycle and some that are new:Staffing-- Although ITS continues to look into ways to streamline processes, the large number of devices that are supported districtwide put a strain in resources. Additional technicians at SAC and SCC are still recommended.Guided Pathways, OEI and data quality improvement initiatives are critical and ongoing. Additional Application and Network Specialist at the District Office, as well as a Project Manager are recommended.College computers and classroom technology-- TAG continues to be concerned about the lack of funds identified to regularly refresh computers and classroom technology. Although SAC has made great progress in this effort, with multiple years of funding allocation towards computer and projector replacements, SCC still does not have funding allocated to regularly refresh computers and classroom technology. In addition, SCC does not have a student help desk to address student's technology needs.TAG continues to recommend that this is built into campus budgets.
	Text6: • SAC Academic & End User Support: Device to technician ratio is high, the ratio of direct reports to a manager is high. Although technicians have an adequate knowledge base, new technologies can improve support delivery times. CEC is a large enough location to grant a lead technician onsite.• SCC Academic & End User Support: Device to technician ratio is very high. Good knowledge base. Use of automation technologies allows support delivery times to be adequate.• Application Systems Support: Good knowledge base. Standardization of programming processes can help streamline operations. The ratio of direct reports to a manager is high. Business System Analysts need to continue to be adequately used to liaise with operational areas. Number of projects in portfolio is very high.• Help Desk Support: Good knowledge base. Additional coverage after hours should be considered through the campus evening shifts.• Technology Infrastructure Support: Good knowledge base,the ratio of direct reports to a manager is high. Number of projects in portfolio is high.• Web Development: Good knowledge base, low staffing levels are offset by consulting services. formal processes such as project requests, prioritizing of projects, documentation, help desk systems, disa
	Text7: The satisfaction scores from the District Survey indicated that most people are satisfied with the staff knowledge and helpfulness. However, timeliness of response and availability of assistance scored the lowest. As such, although the caliber of service provided is high, ITS continues to need more staff to improve response times. This is supported by multiple comments regarding staffing levels.Recent focus has been placed on establishing formal processes such as project requests, prioritization of projects, security management and access controls in order to improve effectiveness, transparency, and communication. More work is required to continue to improve these processes based on some of the feedback given, as some people are not aware of how the process works or if it's well suited.TAG has decided to use sources including the top 10 IT Issues published by Educause (https://er.educause.edu/articles/2019/1/top-10-it-issues-2019-the-student-genome-project) for an external analysis of the technology environment in the development of the Strategic Technology Plan. These elements, which include among others, Information Security Strategy, Data-Enabled Institution, Data Management and Governance and Student-Centered Institution are going to drive the strategy, goals and initiatives that drive ITS and technological initiatives districtwide for the next three years.
	Text8: Technology is part of every faculty, staff, and student's life. ITS is called upon for a wide variety of support services and the majority of these needs are urgent. The district expects immediate, competent, and secure service.In an effort to increase support, ITS will develop mechanisms to manage requests that can meet expectations while also providing adequate transparency. ITS will continue to develop analytical skills as its own core competency.There is a need to clearly define technology governance processes: from planning and policy development to operational execution in order to ensure that RSCCD is using technology to its best advantage. ITS will continue to define structures through participatory governance committees and operational workgroups to accomplish this.A solid data governance strategy is required in order to support good decision making and to maximize State funding. This is an institutional change supported by technology that ITS will continue to pursue along with leadership across our different committees, the colleges and the district office.
	Text20: 4
	Text21: Objective 4e
	Text22: Implement student case management solution with early alert and predictive analytics.
	Text23: A student case management solution will be available for use at at least one of our colleges in support of Guided Pathways.
	Text24: Tool is implemented and in use.
	Text25: ITS and campus personnel.
	Text26: This is a new initiative for this planning cycle.
	Text27: 4
	Text28: Objective 4e
	Text29: Optimize student onboarding process.
	Text30: Implement online student orientation software to improve student onboarding.
	Text31: Tool is implemented and in use.
	Text32: ITS and campus personnel.$21,000 per year for ongoing subscription and support costs.
	Text33: This is a new initiative for this planning cycle.
	Text34: 5
	Text35: 5b
	Text36: Document technology planning standards and ITS project prioritization procedures.
	Text37: A formal process to develop the master and college technology plans will be documented, as well as a standard process for prioritizing ITS projects.
	Text38: Processes are agreed upon and documented.
	Text39: ITS and campus personnel.
	Text40: This is a new initiative for this planning cycle.
	Text41: 3
	Text42: 3a
	Text43: Implement a standard reporting solution with ad-hoc capability.
	Text44: A reporting solution is deployed that allows staff to run enrollment reports in an ad-hoc basis.
	Text45: Tool is implemented and in use.
	Text46: ITS and campus personnel.Funding to be determined for reporting tool.
	Text47: This is a new initiative for this planning cycle.
	Goal 4Row1: Goal 4
	Objective 4CRow1: Objective 4A
	Analyze new curriculum strategies for ESL students to improve successRow1: Abide by technology replacement cycle for hardware.
	Reports to share with ESL nstructors show ng outcomes by spec f c underrepresented groups based on the new curriculum strategiesRow1: Computer equipment, network, infrastructure and cameras will be upgraded at the end of their life cycle.
	ESL faculty utilize the reported data to plan their class instructionsRow1: The majority of equipment that is end of life will be upgraded or there will be a plan for it to be upgraded.
	NoneRow1: ITS personnel to configure and deploy the equipment.About $700k to $800k per year allocated within each SAC and SCC budgets to replace computers.About $400k per year for network, infrastructure and camera upgrades.
	An ncrease n success rate for the underrepresented groupsRow1: This is a new initiative for this planning cycle.


