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“The institution offers high-quality support services programs to other college departments in the areas of instructional and student services programs. The effective provision of support services allows the college overall to meet its goals and strategic initiatives.”
Support Services Program:
Central Services


Submitted on    


by the following program members:



          (date)


Lead   
Bruce Cutler




      (print name)    


  (signature)

Member   
Mike West



     (print name)    


               (signature)

Member   
Ida Ornellas




     (print name)    


               (signature)

Member   
Linda Maniscalco




     (print name)    


               (signature)

Member   
Lisa McFarland




     (print name)    


               (signature)

Reviewed and Approved by:

Manager   




     (print name)    


               (signature)

Manager   




     (print name)    


               (signature)

COLLEGE GOALS and INITIATIVES

As you review and prepare plans for your program, keep in mind current goals and initiatives developed for the college’s Master Plan.

COLLEGE GOALS

1. Offer high quality programs that meet the needs of the students and the community.

2. Ensure the fiscal well being of the college.

3. Enhance a culture of innovation, inclusiveness and collaboration.

4. Improve the learning of students and the achievement of their educational goals.

5. Establish a culture of planning, implementing, assessing and improving.

STRATEGIC INITIATIVES
1. Grow enrollments productively.

2. Improve the image of the college.

3. Increase the number of transfers, degrees and certificates.

I.
GENERAL DESCRIPTION OF THE DEPARTMENT PURPOSE/MISSION

Each support services department possesses a general purpose and mission in defining the services it provides and how those services will be administered.

1. What is the purpose and mission of this department?  

2. What specific services does this department provide and who are the customers of these services?  Address how each service is provided to the identified customers.  Address any manuals, publications or marketing efforts the department uses to communicate its services.

3. How do the purpose, mission and services support college goals and strategic initiatives?

The Central Services department provides telephone, printing and photocopy services and mail services.  The following is a more detailed description of these services:

Mail

Central Services provides the mail function for the college.  The department processes interoffice, district-wide, and U.S. mail.  College departments are charged for major mailings at either 40% for medium size mailings or 100% for larger mailings.  A base budget in Central Services funds the balance of the college mailings.  

Switchboard 

The department provides switchboard services about 60 hours a week.  Although a voice mail system is in place to receive and direct incoming calls, the college has maintained the philosophy that there should be a person available at all times to field incoming calls.  

Telephone Service

The college contracts with VoicePro to manage the Mitel telephone system.  Central Services charges departments the actual cost for toll and long distance calls, as well as the cost of new telephone installations.  The balance of the telephone service costs is funded by a base budget in Central Services.

Voicemail Service

Central Services maintains the voicemail system with technical support form the provider, VoicePro.  In general, the voicemail system meets the college’s needs.  Central Services has been very responsive in providing an excellent service to the college, particularly in emergency situations, general college greetings and special communications to staff.  The department is funded with a base budget for voicemail service.

Photocopying / Printing Services

The department maintains three photocopy machines for the college: (1) a smaller machine for self-service, (2) a larger machine for walk up service, primarily for instructional departments, and (3) a larger machine for production work.  At times, the department also relies on outside printing services to handle overflow work and work that the photocopiers are not technically capable of handling.

The department has established a charge back rate structure for photocopying services that provides a discount for instruction and for 48-hour service.  The department also has a base budget to augment the charge back revenues.

Other Services

Central Services provides faxing, shredding and TDD services, and coordinates pay telephone and vending machine services to the college.  

The department posts signs explaining how each service works.  Bulk mail procedures are provided in writing.  Each semester, the department issues a memo outlining the process and turn around time for photocopying procedures.  The department also issues monthly statements to every department detailing the interprogram charge back amount for the services provided that month.

There is not a direct relationship between the services the department provides and the college goals and initiatives. Rather, an efficient and effectively run department can then provide other departments with the means to address the college goals and initiatives.

II.         SATISFACTION SURVEY

One of the best ways to evaluate the services provided by support services departments is to survey its customers.  Provide a summary of the results of a recent survey conducted for this program review, or any other instrument the department has conducted for use in the program review process.

The department conducted a satisfaction survey to gage the college’s level of satisfaction with the department’s services.  Overall, the reaction was very favorable, with most of questions ranking in the 90% to 100% satisfaction rate.

	Question
	Yes
	No

	Immediate photocopying service meets needs
	100%
	0%

	48-hour photocopying service meets needs
	95%
	5%

	Forms for photocopying requests easy to follow
	95%
	5%

	Mail received when expected
	97%
	3%

	Deadlines for submitting mail meet needs
	94%
	6%

	Bulk mail procedures clear
	78%
	22%

	Sufficient voice mailbox information provided
	79%
	21%

	Sufficient telephone information provided
	69%
	31%

	Voice mail system user friendly
	79%
	21%

	Procedures to obtain a new telephone are clear*
	42%
	58%

	Procedures to obtain a new voice mailbox are clear*
	56%
	44%

	New telephones are provided on a timely basis
	86%
	14%

	Voice mail service requests are completed on a timely basis
	100%
	0%

	Telephone switchboard service is responsive to callers’ needs
	96%
	4%


* The relatively low positive response rate for these two questions might reflect that department support staff and managers are responsible for requesting new telephone and voice mail services; thus all employees would only need to know that they should make the request of their manager.

Comments provided on the survey include:

· Electronic submission of photocopying projects would be helpful

· A 24-hour service would be helpful for class material, particularly since jobs are typically completed in 24 hours

· Need simple form for ordering envelopes and letterhead

· Photocopy form needs to provide more room for department name

· Color paper copies for immediate service would be helpful

· Are forms necessary when just a single copy is requested?

· Bulk mail instructions need to be clearer and uniform, they seem to change from one person to another

· Can there be better procedures than to leave a package for pickup at the Information Center (as there is no guarantee the package is delivered to Central Services on a timely basis)?

· Can mail machine exceptions be made for US mail later in the day to be delivered to the Post Office?

· Need written/electronic procedures for telephone and voice mail procedures, including useful summaries and training available to all employees



PLAN

Based on the results of the survey, or other instrument used, indicate what plans the department has developed to meet any areas of improvement.

Photocopying / Printing Services

The department will review the photocopying / printing request form to make sure all the information it requests is relevant and accommodates both the customers’ and the department’s needs for processing the requests. This will review will include requests for envelopes, letterhead, NCR forms, immediate service for color paper, etc.  Additionally, the department should address customers’ needs for less than 48 hour service to optimize service to the college and the need for requests forms for every photocopying request. This review should include consultation with the Office of Instruction regarding their assessment of controls over departments’ photocopying needs.  Once revised procedures are established, the procedures should be communicated to the college community.

Electronic Submission of Photocopying Requests

The department will include the electronic submission of photocopying requests as a specification for a new photocopier requisition.

Mail Services

The department will review the mail services function in terms of bulk mail procedures and mail machine needs for US mail generated after the morning mail service to ensure services are appropriately responsive to customers’ needs.  In addition, the department will work with the Receiving Department to determine the most effective and responsive manner in which both or either department should provide outgoing package mail service.

Telephone and Voice Mail Services

The department will review all available telephone and voice mail instructions/manuals to determine the best way in which to provide this information to the college community on an ongoing basis (which could include training sessions, online access, etc.)

III.        PROGRAM RESOURCES and DEVELOPMENT

Program review and planning must be integrated with other planning processes such as the master plan, requests for staffing, and the financial planning model. It is important that the institution effectively and efficiently uses its human, physical, technological and financial resources to achieve its educational purposes, including stated student learning outcomes and improvement of institutional effectiveness.

REVIEW

1. Does the program have sufficient permanent and hourly staffing (FTE)? Address any recent changes in staffing and the reason for the changes and the impact it has had on the department operation.

The current staffing of Central Services is:

Lead Reprographics Coordinator
1.00

Offset Tech I/II
.50

PBX Operator/Receptionist
2.50
Total 
4.00

In addition, the department employs Student Assistants in the Photocopy Center.

During the past three years three major staffing changes took place in order to more effectively and efficiently serve the college.  There were:

(1) The Mail Clerk position was converted to a .500 PBX Operator/Receptionist.   This allowed for continual switchboard coverage and back-up switchboard coverage during the day. Each position can now provide identical services in the department, as they are all the same classification.

(2) The college allocated a .500 FTE for an Offset Technician Monday through Thursday evenings. For about 12 years, the department employed short-term hourly staff in order to keep up with the 48-hour reproduction service.  In addition, this position provides back up for the evening Switchboard Operator.

(3) The .750 FTE Lead Office Assistant has been vacant for approximately 2 years and it is anticipated that this position will be eliminated during fiscal year 06-07.  The work previously assigned to this position has been reallocated to the other positions in the department.

At this point, no new needs for additional staff are anticipated, although it is noted that at times, when there are absences, there is insufficient staff to provide the full range of department services.

2. Describe staff participation in staff development? What staff development activities are needed to improve the program?

Staff development typically occurs through cross training, which the department plans to address during 06-07 in order to assure all department members can provide all services in the department.

3. What additional facilities and equipment is required to maintain or improve the effectiveness of the program? 

It is anticipated that the Central Services department may consider a move when the new one-stop Student Services project is undertaken.  Central Services needs a more efficient use of space.  As the department’s staffing and services have changed over time, and the number of employees they serve has grown, the department has had to be creative in using the space it has.  As a result, mailboxes are located in two places; the switchboard is not shielded from noise in the department; and both the printing room and photocopy center are too small for all the equipment housed there. When increased need for space is met, the department will be able to work more efficiently to provide services to the college.

There are three copiers in the department:  one in the print shop that is the “work horse” of the operation and two in the photocopy center, of which the smaller one is for self service and the larger one is for non-self service.  The two largest copiers are over 7 years old and will need to be replaced in the very near future.  The plan would be to lease new copiers and include the cost of the lease in the charged to departments for photocopying. It is not anticipated that the charges would change significantly.

Additionally, the mail equipment is aging and a review of that equipment should be undertaken.

4. Does the program have a sufficient budget? How would budget increases improve the program’s effectiveness?

The department has sufficient budget allocated by the college, which is augmented by revenue from the interprogram charge backs.

PLAN

Write planning objectives for addressing the review of staff development, and human, facilities and financial resources.

Staff Development
The department will review its operating procedures, document them where necessary, and share the documentation with the entire department so that they are all trained to handle any situation.  They will also formulate a communication to the college clarifying how the entire department can provide services.

Facilities 

The Director of Business Services will coordinate with the core-remodeling project to ensure that if Central Services is to move, all Central Services space needs will be met.

Equipment

The Reprographics Coordinator and Director of Business Services will work together to research new photocopying equipment that will meet the college’s current and future needs and that fit into the existing budget.

The Director of Business Services will work with the staff to determine if there are needs for replacement mail equipment.

IV.        OTHER ISSUES

This section is for issues not addressed previously in this report.

REVIEW

Detail other issues or items program staff has determined to be significant.

The switchboard is the first contact for most first-time callers and for those customers who are not familiar with the college structure and where to get information.  The staff has observed over time that there are inefficiencies in transferring calls to departments that cannot handle the number of calls, or where the departments then transfer the calls to yet another department. This has revealed itself to callers being kicked back to the switchboard and lodging a complaint when no one serves their needs.  Additionally, the switchboard has made attempts to gather pertinent information from various departments so that the switchboard could provide the information instead of having to transfer the call to another department.  A straightforward example of this was their attempt to obtain the room numbers of classes being held at other sights (such as high schools) so that the switchboard could provide that information to callers.  To date, this attempt has not met with success as departments have not provided the requested information.

PLAN

Write planning objectives to address the additional issues detailed above.

The department has initiated a project already, entitled “Project September,” whereby the switchboard operators are recording in writing all calls that have not succeeded in the caller getting his/her needs met (such as a department not answering the call, where voice mail messages are not answered, or all department lines being busy.)  This project will continue until definite patterns are established where callers are not served on a timely basis.  The department will then analyze the data to determine what contact it should make with the pertinent departments in order to improve service.

In connection with the above project, the switchboard operators will initiate “Project Inform.”  This project will document information that is routine and can be supplied by the switchboard operator instead of the inquiries being transferred to other departments. An example may be daily counseling hours.  This project would also serve the purpose of documenting important information in one place in order to provide better service to student.
V.        PROGRAM PRIORITIES

Due to resource limitations, programs need to focus on selected objectives for the short term. What changes does the program need to make based on the review? One of the key criteria for funding new initiatives via the Financial Planning Model process is the extent to which the proposal contributes to college goals and initiatives.

REVIEW

Carefully review the planning objectives generated in the previous sections. Identify them as either operational (not requiring additional funding or other resources) or new initiatives (requiring additional funding or other resources). Prioritize each set of objectives. 

PROGRAM ACTION PLAN

OPERATIONAL PLAN

	Objectives
	Activities
	Desired Outcomes
	Lead
	Timeline

	Project September to create a more efficient way to serve students
	· Document all calls that do not succeed in a timely response

· Analyze data when trends appear

· Formulize a plan to work with other departments to improve communications
	Improve the efficiency of providing information to students by decreasing telephone pattern road blocks
	Ida, Linda, Lisa
	Begin in September, 2006

End date to be determined

	Project Inform: to develop a master list of information that the switchboard can handle
	· Analyze the date from Project September to see if it provides insights to more efficiently handling student inquires

· Brainstorm list of information and departments that are general in nature and can be handled by the switchboard

· Contract various department to see what input they have

· Develop a master list of information that the switchboard can handle and develop procedures to maintain the list
	Improve the efficiency of providing information to students by decreasing telephone pattern road blocks
	Ida, Linda, Lisa
	Begin after headway is made on Project September

End date to be determined


	Objectives
	Activities
	Desired Outcomes
	Lead
	Timeline

	Departmental cross training to ensure all department members can provide all services
	· Departmental meeting to scope out project

· Develop or confirm documentation for each procedure

· Cross train

· Communicate to the college community
	Improve service to the college community by having departmental resources available at all times
	Lead Reprographics Coordinator
	Begin Fall 2006

End date to be determined

	Address photocopier equipment needs
	· Research new photocopier equipment available in the market place

· Determine if any meet college’s current and future needs

· Conduct a financial analysis on the feasibility of new lease agreements

· Make decision to lease equipment
	Expand photocopying services to the college
	Lead Reprographics Coordinator
	Begin Fall 2006

End date to be determined

	Revise Photocopying

And Printing

Forms


	· Review forms for relevancy of information

· Consider all types of requests

· Revise forms accordingly
	Use of a more user friendly form
	Lead Reprographics Coordinator
	Spring 2007

	Provide more complete telephone and voice mail user information
	· Review all documentation of telephones and voice mail system currently on hand

· Contact VoicePro to seek alternative documentation available

· Determine what is the best information to provide to college and a means to provide it
	A better utilized telephone and voice mail systems that meet employees’ need
	Switchboard Operators
	Spring 2007


	Objectives
	Activities
	Desired Outcomes
	Lead
	Timeline

	Develop  a more efficient system for processing outgoing packages
	· Review current procedures in Central Services and Receiving Departments

· Determine if a consolidation of services in one department would benefit the college

· Develop and implement plan
	A more efficient and easier process for employees to mail out packages
	Lead Reprographics Coordinator
	Spring 2007

	To seek improvement in facilities
	· Work with core remodeling project to identify new space for department
	Relocation to another site that meets the department’s space needs and improve service to college
	Director of Business Services
	To be determined


NEW INITIATIVE PLAN

	Objectives
	Activities
	Desired Outcomes
	Lead
	Timeline

	None
	
	
	
	


VI.        ANNUAL PROGRESS
Progress reports will be appended to this document each fall beginning in the academic year following completion of the program review.

FALL 2007

1. Have there been significant changes in the internal or external environment that necessitated changes to your program review and/or plan? If so, please describe them.

2. What is the status of the objectives identified in the Program Action Plan? 

3. If some objectives were attained, how successful were the changes in improving program effectiveness?

4. If some objectives were not attained, what were the impediments? Do you still believe these objectives will lead to program improvements?

5. What have you learned from this process that would inform future attempts to change and improve your program?
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