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I
General Description of the Department Purpose / Mission

The mission of Los Medanos College Media Services is to provide audio/visual and multimedia equipment and service for use in the instructional programs of the college and to train faculty and staff in the use of current, new and emerging technologies for the purpose of enhancing learning experiences at Los Medanos College. Additionally, Media Services provides support to all units of the college needing media services.
The following services support this mission:
1. To plan, design, install, and maintain instructional media equipment, including SMART Classrooms, college-wide. 

2. To provide faculty with audiovisual materials in support of classroom activities by providing consultation to faculty members in the selection and use of audiovisual materials for instruction and presentations, and providing additional services such as duplication of non-copyright materials and faculty previewing. 
3. To provide audiovisual reserve materials for classroom support.
4. To provide mobile computer/projection equipment for classroom use.
5. To provide technical support for setting up and using audiovisual and portable computer equipment in the classroom.
6. To provide instruction, assistance, and facilities for the production of digital media, teleconferencing and use of CCCSAT (California Community Colleges Satellite Network). 
7. To ensure that professional development activities are provided for media services staff.

A Guide to Services document has been developed which is presented to new faculty during their orientation and distributed to the entire campus at the beginning of each semester.  The Guide to Services provides a detailed overview of services provided by Media Services, Service Desk hours, and contact information.  This document is Attachment A.

II. Satisfaction Survey
During the fall 2006 semester, a customer satisfaction survey was administered to give the LMC community an opportunity to contribute their thoughts and ideas on the services provided by Media Services and the quality of these services.  The following is a summary of the results from the Media Services Customer Satisfaction Survey. 
	Question
	Strongly

Agree
	Agree
	Neutral
	Disagree
	Strongly

Disagree
	n/a

	Responds to inquiries & requests in a timely fashion
	18.8%
	55%
	10%
	10%
	2.5%
	3.8%

	Is helpful when other units or individuals request services.
	13.9%
	50.6%
	12.7%
	7.6%
	2.5%
	12.7%

	Communicates policies & procedures effectively.
	8.9%
	41.8%
	31.6%
	8.9%
	5.1%
	3.8%

	The unit provides training, when needed, to the college community in its area of responsibility or expertise (i.e., proper use of Smart Classrooms or other equipment)
	10%
	27.5%
	27.5%
	8.8%
	5%
	21.2%

	The overall support services provided by the unit are of high quality
	12.5%
	47.5%
	20%
	12.5%
	3.8%
	3.8%

	Comments:

1. I am responding however have not used the services for several years.

2. The staff is always helpful and professional.

3. Have been waiting for four weeks to get a response back from IT and am still waiting as of today.  The technicians are very helpful, resourceful and responsive but the Managers are not.  The manager has been rude and disrespectful.  It seems that when classified staff submits IT requests and it is presented to the Managers all of a sudden the request disappears OR “I’ll get to it when I get back to my office” OR the request is just ignored.  It technicians mention to IT Managers that the back-up should be ran in a TIMELY manner and instead data is lost and unable to be found.

4. Have seen no communication to the campus on the services you offer so neutral on most services.

5. There is a problem with the student ID process, please make sure the student has a current class schedule when trying to obtain an ID card.  If they show one from the beginning of the semester it probably is not valid, we just had a student obtain one by showing an old class schedule and she is not currently enrolled in any classes. She should not have been given an ID card.

6. Tech service is fantastic!  Thanks, you guys are great!!

7. As a classified, I have not had the opportunity to experience “supportive services” which might be associated with classroom instruction.  However, if equipment is needed for events, LRC is very timely.

8. The phones for IT must be manned/answered at all times.  It is very frustrating to call several difference phone lines, Elaine, Rod, Camme, Jody, etc. to get no one on the other end.  The 3SOS is good for scheduling non-urgent items, but when you are reporting a major problem, such as J drive going out, everyone is left guessing if you have received the message and/or are working on the problem.

9. Under the conditions that it has to operate (budget, staffing, etc.) IT is doing a very good job.

10. Quality of service has gone down-maybe due to James’ retirement and/or moving Ken to this area? Ken needs better training.  Doesn’t know about wireless technology or how to support those types of media issues.  Equipment doesn’t seem to be properly checked in/checked before it is re-issued (Several times have requested laptops that are missing cords, cd adapter, etc) Also recent issues with video tapes being misfiled/misplaced has been a problem.  Have had more incidents of issues with videos being misfiled/misplaced.
11. I experience some confusion about when to call the district help desk and when to process a trouble ticked locally.  It seems to very from person to person so maybe a go9od rule of thumb for what is local and what is district would help me at least.

12. It seems that there is a split within the department.  Some people are most helpful and others could care less.  Other people agree with this statement, yet the interesting part is disagreement on which Media Services staff is helpful.

13. They are doing a fine job under tough circumstances.  They are clearly under-staffed.  That issue needs to be addressed soon.

14. You need more help.  There is plenty of $ for SAs  Why isn’t the money used?

15. Several instances of requested equipment not provided had problems with a smart classroom and left the class for help – the person “on duty” didn’t know how the equipment worked.



The complete survey analysis from SurveyMonkey is contained in Attachment B.


PLAN
The survey results show that while there is a large swing of opinion by a few regarding the degree of satisfaction with the services and customer service provided by media services, the majority of survey respondents are satisfied with current service levels.  However, there were three critical areas noted in the results.

The survey comments raised concerns that with the recent retirement of a full-time permanent staff member the unit has been stretched beyond its limits.  Recruitment for this position is currently planned for January 2007.  In the meantime, to help alleviate the situation until permanent staff can be hired, additional hourly staff has been hired and student assistance coverage has been increased.

Another area of concern identified was that in spite of our efforts there is still a great amount of confusion surrounding services provided through media services versus services provided by computer services.  Several actions are being taken to help educate our community regarding our services.  They are as follows:
· Media Services web page 

· Information Technology & Services Newsletter which is prepared on a semester basis, and is sent via email to all staff.  Copies of the Newsletter are also posted on the IT&S web page.
· Guide to Services Provided by IT, Media Services (AV), and the Library was recently redistributed to the LMC community

· Publication of policies and procedures for media services on the shared network drive (P: drive).

The survey also identified professional development of Media Services staff as being a critical component to maintaining service levels in an ever changing technical environment.  This can be particularly challenging in a field where technological advances are daily occurrences and current financial resources are limited. Low cost training sources, such as @One are available and offer a variety of hands on training as well as self-paced courses and videos on demand that can be scheduled to fit your schedule and completed at your own pace.  A training plan that provides for initial training on new technologies and updates to stay current will be developed.
A positive that was gleaned from the survey is the increase in the use of media equipment and SMART Classrooms.  Classrooms have been enhanced with LCD projectors.  However, it must be noted that we currently have many projectors that are at the end of their life cycle.  Replacement of old projectors will quickly reach crisis level if financial commitment towards replacing this equipment is not obtained.  Funding costly replacement bulbs also continues to be an on-going dilemma.  Financial commitment towards equipping and maintaining state-of-the-art devices in the classroom must be secured through the college governance process.
III. Program Resources and Development
Objective 1: Development of a collection of current audio-visual equipment to meet the instructional presentation needs of Los Medanos College educational programs.  
· On-going assessment of equipment and audiovisual materials to determine campus needs due to the every changing technological environment of media services.
· Develop an on-going equipment purchase plan to replace equipment that is obsolete or in poor condition with current audio-visual equipment.
· Develop an on-going equipment maintenance program (i.e., LCD projector bulbs)
· Assess staffing  to ensure adequate number of qualified, service-oriented media services staff to meet Objective 1.

· Seek financial commitment to achieve Objective 1 through college governance process.


Objective 2:  Provide instruction, assistance, and facilities for the production of 
digital media, teleconferencing and CCCSAT.
· Assessment of work space in new library building to ensure adequate space for production
· Develop an on-going equipment purchase plan to replace equipment that is obsolete or in poor condition with current digital media, teleconferencing and satellite equipment.
· Develop an on-going equipment maintenance program.

· Assess staffing to ensure adequate number of qualified, service-oriented media services staff to meet Objective 2.
· Seek financial commitment to achieve Objective 2 through college governance process.

Objective 3:  Ensure that professional development activities are provided for media services staff.

· Provide opportunity and promote professional development activities.
· Develop an employee orientation program reflecting a service oriented philosophy, including hourly and student assistants.
· Seek financial commitment to achieve Objective 3 through college governance process.

IV
Other Issues


The media services unit is scheduled to move into the new library building June 2007.  Once the move has been accomplished, on going assessment will be done to ensure the unit is adequately staffed, equipped, budgeted, and has sufficient facilities.
V. Program Priorities

Spring 2007
In preparation for the move, prepare an inventory all media equipment.  Determine condition of equipment and dispose of out-of-date or broken equipment.
Continue to examine the video collection and weed as appropriate.

Work with library staff to complete retrospective conversion of the video collection.

Begin recruitment process for media services staff using FTE due to permanent staff retirement.

Complete logistical planning for the move to new library building.

Summer 2007
Complete move into the new library building, including personal and office items.

After move begin assessment and review of facilities, staffing, and impact on operations.

Finalize planning for the Grand Opening Celebration of the new library building.
Fall 2007
Continue assessment and review of facilities, staffing, and impact on operations due to move into the new library building.

Develop a plan to convert classrooms on the main college complex to SMART Classrooms.

Begin planning for expansion of services in the area of instruction, assistance, and facilities for the production of digital media, teleconferencing and use of CCCSAT (California Community Colleges Satellite Network).

Begin development of employee orientation and provide on-going encouragement and support of professional development of media services staff.

New Library Building Grand Opening Celebration September 21, 2007.
On-going efforts
Finalize plan and begin implementation of college complex classrooms to SMART Classrooms.

Finalize plan and begin expansion of services in the area of instruction, assistance, and facilities for the production of digital media, teleconferencing and use of CCCSAT (California Community Colleges Satellite Network).
Begin implementation of employee orientation.

Continue to provide on-going support of professional development of media services staff.

VI. Annual Progress


This section is to update the media services plan in future years. 
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