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1. Mission Statement

Computing and Telecommunications Services (CaTS) serves Wright State University’s students, faculty, staff, and University community.  Our mission is to provide quality, cost-effective and appropriate technology to serve and support teaching, learning, research and administration.  Our mission focuses on:
· being responsive and accountable using adaptable designs to meet institutional and individual needs.

· providing the client with a positive, professional contact to facilitate the resolution of problems by utilizing the most effective technology.

· furnishing and maintaining state-of-the art laboratories for students’ use and computer classrooms.
· serving the informational needs of the university community in the areas of design, development, and implementation; providing ongoing maintenance and enhancements of the university’s application systems and databases.
· assuring that all faculty, staff, and students receive access to the campus network, the Internet, e-mail and supported software applications with fast, efficient, and effective service.

· planning, developing, implementing and administering voice, data and wireless communication solutions to the staff, faculty, students, and University community.

· providing reliable infrastructure in a secure computing environment with limited system outages.

2. Explain how the department will know the extent to which the mission statement is being achieved.
CaTs will know that our mission is being achieved through the use of surveys internal and external to the department.  Access to monitoring tools will provide regular reports to ensure that we are meeting or exceeding industry and departmental standards.
3. Service Outcomes of the Program

· CaTS will provide quality customer service.

· Response times to CaTS-related problems will be timely.

· Computer system availability will be maintained at a high standard.

· CaTS will maintain a high level of customer satisfaction.

· System safeguards secure the network from both internal and external threats.
· We will maintain a high level of emergency preparedness (i.e., disaster recovery).

· CaTS will comply with regulatory agencies to ensure University adherence to local, state and federal laws.

4. Measures that will be used to assess each service outcome

Quality customer service.  
· The abandon rate of calls coming in to the HelpDesk and the calls that are directly picked up (versus going into the call queue). 
· The return rate on scanning jobs and monthly production runs performed by the Systems Operations group. 
· Telecom maintains a better than P-01 grade of service.

Response times to problems.
· The HelpDesk reports at what point of contact the problem is resolved.

· To better ensure system security, incident response time is monitored.  The incident response process is continuously reviewed to identify possible improvements.
· Network Services monitors response times from the time a virus is recognized to the time the fix is applied and the affected system is cleaned.

· Computing classrooms are controlled by the Registrar’s Office and managed by CaTS.  We track response times to emergency requests.  

· In the Telecommunications area we track the response times for move, add, or change requests and provide emergency responses to classrooms that may be experiencing problems with a network connection.
Availability.  
· CPU availability on the mainframe is constantly monitored because it is so critical to many areas of the University.  Daily reports are published to highlight any abnormalities.
· Phone and voice mail systems are monitored continuously to ensure availability of these important telecommunication tools.
Customer Satisfaction.  
· The HelpDesk uses client surveys and focus groups, including meetings with Colleges, to discuss and ensure customer satisfaction.  Desktop Services has a similar liaison program to measure customer satisfaction.

· Computer classroom evaluations help us to understand the needs or any alterations we must make to provide an appropriate learning environment.  These evaluations are completed by faculty through CTL and CTL shares this information with CaTS.
· Daily we perform classroom and student lab proactive assurance testing to make sure students are provided a well-functioning machine.

System Safeguards.    
· If a virus comes through our firewall then we have a system safeguard failure.  Our success is measured by the number of viruses that do not make it through the firewall. 
Emergency preparedness.  The auditors review the CaTS emergency preparedness plans annually.  The CaTS plan is in place and being maintained.
5. Describe how service outcomes are made measurable and benchmarks are set. 
Quality customer service
· The industry standard average mean rate for the acceptable abandon rate for HelpDesk calls is 4.78%, the WSU goal is to meet this standard.
· The WSU average for calls being directly picked up and not going to the queue is 81%, the WSU goal is 80%.
· The department standard for return times on scanning jobs is 4 hours.
· The department standard for the percentage of monthly production runs completed on time is 99.5%.  

· The department goal is to maintain a better than P-01 grade of service.
Response times 
· The target rate for resolution of problems at the HelpDesk is 85%.
· The target rate for HelpDesk time to resolution of a problem is 2 hours and 30 minutes.
· Security response times are logged and monitored.  Because incidents are not all alike, different types of incidents will have different target and actual response times, and response times will vary as a function of the scale of the incident.  

Type of incident
Target

Internet attack on network port
60 minutes
Desktop workstation corruption
1 day
· Computer application installations:  After an instructor submits a software installation request, the application is evaluated and installed within eight weeks (which is our standard).
· Telecom emergency response times:  

Situation

Business Hours
After Business Hours

Major Alarm
Immediately
Two (2) hours


Minor Alarm
Immediately
Four (4) hours


Public Safety
Immediately
Two (2) hours


Minor Service 
Immediately
Four (4) hours


    Interruption


Remedial

Eight (8) hours
Next Working Day



· Information Services’ goal is to complete requests in less time than 3 days. 
Availability

· HelpDesk training is measured by surveys completed by all attendees which provides us with a tool for continuously monitoring for the training we provide.

· A reporting structure is in place that monitors the amount of time the processor is scheduled to be running, how long it is running, and any application problems.  We can also note any outages that may have occurred and determine if there is a recurring problem that needs attention.
· Working machines are a priority in the computer classrooms and our best tool to measure how the machines are performing for the students and faculty is through classroom surveys.  Machines are periodically inspected to ensure they are in working order (e.g., lab walk-throughs occur every hour).  Failures are also reported to the HelpDesk as they occur, and those machines are repaired or replaced in a timely manner.  Further, lab and classroom machines are replaced every four years to keep new or recent technologies available.  CaTS maintains logs of hardware failures to identify trends and take preventive action as required.
· Support incidents are brought to the attention of the CaTS HelpDesk and immediate troubleshooting support is provided.  The CaTS benchmark is that machines that are inoperable due to hardware issues are back online within 4 hours.
· Information Services measures application availability by CPU and software subsystem uptime.
Customer satisfaction

· The average number of calls to the HelpDesk opened in a month is 443; the average number of calls closed in a month is 422.  The department has set our target rate at closing 95% of all calls that are opened in an average month.
Regulatory compliance

· Some changes within CaTS are easily measured.  Changes to the laws regarding payroll withholding for out of state residents, for example, result in coding changes to our payroll system that must be implemented by a certain date.  Our benchmark is to have changes implemented based on the schedule set forth by the regulatory agency.
6. Process by which the findings will be derived from the measures

The HelpDesk Manager captures reports and information derived from the HEAT tracking system that we have implemented.  All calls coming into the HelpDesk can be logged into the HEAT system and then assigned to the appropriate area within CaTS that needs to deal with the problem resolution.  The HelpDesk manager has the ability to track a number of variables and generate various reports to monitor our response times.  Various surveys will be used throughout the year and on an annual basis to maintain quality of services.
7. Process for determining improvements that should be made to better meet our mission and service outcomes

The CaTS management staff will review our mission and service outcomes annually.  However, it should be noted that continuous monitoring exists in many of our areas.  Any improvements that need to be made are done as they are identified.  Other processes in place that aid in our review are results from focus groups, strategic planning, and customer satisfaction surveys.
8. Identify a timetable for assessment

Much of the monitoring and assessment that occurs within CaTS is continuous monitoring of systems.  Daily and monthly reports are already in place to measure a number of variables.  We will prepare an annual assessment report internal to CaTS to ensure that our measures and benchmarks remain valid and provide useful information.  We will have to be sensitive to the changes that will occur with the implementation of Banner and adjust our timetable as necessary.
9. Accreditation and licensure requirements
The Telecommunications area must follow FCC guidelines.
10. Communication of our mission and service outcomes to students and others

CaTS publishes a quarterly newsletter entitled “QuickBits” which is accessible via the CaTS website.  This publication provides valuable information and updates with respect to computer systems, system requirements for software releases, updates on special CaTS projects (e.g., campus portal), as well as other “late breaking news” and items of interest.

CaTS web pages are updated and include a buying guide to help the University community know what products are supported by CaTS and preferred vendors.

The University Technology Committee (UTC) meets monthly.  The CaTS Director and Associate Directors report on various projects to keep the University community up-to-date on our services.

The Associate Directors file annual reports with the Director who then prepares and submits an annual report to the Provost.  This report outlines past accomplishments and future projects that CaTS is pursuing to enhance the computing resources of the University community.
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