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Institutional Mission
To bring about positive change through education, service, and outreach.

Departmental Mission
The Office of Information Technology will provide high quality infrastructure, support services, and
innovation in the delivery of technology products and services for the University community by supplying
the leadership and resources necessary to ensure the availability and reliability of all systems and the overall
security and integrity of data. Information Technology will work in partnership with all areas of the University
to ensure all systems function as needed to facilitate the realization of the University’s mission.

1 GOAL

Meet the needs of stakeholders through effective service and outreach.

Information Technology will meet the needs of stakeholders by providing planning services,
installation services, and maintenance and support of technology-related items. Information
Technology will also ensure infrastructure and systems are available, reliable, and secure.

1.1 OUTCOME

Provide planning services

Information Technology will provide planning services to assist end users with the purchase
of technology-related items.

1.1.1 MEASURES

Receive positive feedback related to planning services

Information Technology will receive positive feedback related to planning services.
SOURCE OF EVIDENCE
Survey - Administrative

1.1.1.1 TARGETS

90% of survey participants will give positive feedback related to planning
services. Met
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TARGET

FINDINGS Instead of focusing on specific areas, which often led to confusion, office focused
on overall customer service and looked at three areas: IT staff was courteous, IT
staff was knowledgeable; and resolution was timely. In addition, office staff asked
how satisfied are you with the service provided by IT. Results from the faculty/staff
survey are as follows: IT staff was courteous - 95% positive, IT staff was
knowledgeable - 95% positive, Resolution was timely - 92.5% positive. When asked
how satisfied are you with the service provided by IT, 95.9% responded positively.

RECOMMENDATIONS Adjust measures and targets for the 2019-2020 assessment.

1.2 OUTCOME

Provide installation services

Information Technology will provide installation services to assist end users with purchased
technology-related items.

1.2.1 MEASURES

Receive positive feedback related to installation services

Information Technology will receive positive feedback related to installation services.
SOURCE OF EVIDENCE
Survey - Administrative

1.2.1.1 TARGETS

90% of survey participants will give positive feedback related to installation
services. Met

TARGET

FINDINGS Instead of focusing on specific areas, which often led to confusion, office focused
on overall customer service and looked at three areas: IT staff was courteous, IT
staff was knowledgeable; and resolution was timely. In addition, office staff asked
how satisfied are you with the service provided by IT. Results from the faculty/staff
survey are as follows: IT staff was courteous - 95% positive, IT staff was
knowledgeable - 95% positive, Resolution was timely - 92.5% positive. When asked
how satisfied are you with the service provided by IT, 95.9% responded positively.

RECOMMENDATIONS Adjust measures and targets for the 2019-2020 assessment.
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1.3 OUTCOME

Provide maintenance and support

Information Technology will provide maintenance and support services to assist end users
with technology-related items.

1.3.1 MEASURES

Receive positive feedback related to maintenance and support services

Information Technology will receive positive feedback related to maintenance and support
services for technology-related items.
SOURCE OF EVIDENCE
Survey - Administrative

1.3.1.1 TARGETS

90% of survey participants will give positive feedback related to
maintenance and support services. Met

TARGET

FINDINGS Instead of focusing on specific areas, which often led to confusion, office focused
on overall customer service and looked at three areas: IT staff was courteous, IT
staff was knowledgeable; and resolution was timely. In addition, office staff asked
how satisfied are you with the service provided by IT. Results from the faculty/staff
survey are as follows: IT staff was courteous - 95% positive, IT staff was
knowledgeable - 95% positive, Resolution was timely - 92.5% positive. When asked
how satisfied are you with the service provided by IT, 95.9% responded positively.

RECOMMENDATIONS Adjust measures and targets for the 2019-2020 assessment.

1.4 OUTCOME

Provide operations support

Information Technology will provide operations support to ensure infrastructure and systems
are available, reliable and secure.

Action Plan
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Review survey results and determine the steps necessary to increase customer satisfaction related
to infrastructure and systems reliability.

1.4.1 MEASURES

Infrastructure and systems will be available, reliable and secure

Information Technology will ensure infrastructure and systems are available, reliable, and
secure.
SOURCE OF EVIDENCE
Survey - Administrative

1.4.1.1 TARGETS

Infrastructure and systems will have 99% availability. Met

TARGET

FINDINGS Measures systems were 99.91% available.
RECOMMENDATIONS Continue to invest in resources and tools to improve the availability of systems.

1.4.1.2 TARGETS

90% of survey participants will give positive feedback related to
infrastructure and systems reliability. Partially Met

TARGET

FINDINGS Faculty and staff rated their satisfaction with the following items:
Computer/Laptops/Computer Labs/Kiosks - 93.3% satisfied,
Classroom/Conference Room Technology - 82.1% satisfied (17.9% neither satisfied
nor dissatisfied, Printing in computer labs - 73.7% satisfied (24.6% neither satisfied
nor dissatisfied), Wifi network - 90% satisfied, Email system - 97.4% satisfied, Self-
Service - 84.9% satisfied (10.4% neither satisfied nor dissatisfied), Website - 71.2%
satisfied (As of January 2018, the website no longer falls under IT.), Electronic door
access - 63.5% satisfied (34.9% neither satisfied nor dissatisfied), Tiger Card - 71.2%
satisfied (28.8% neither satisfied nor dissatisfied).

RECOMMENDATIONS Review survey comments to ascertain the reason for lower ratings and correct the
problems in order to boost satisfaction ratings.

1.4.1.3 TARGETS

There will be no security incidents related to infrastructure and systems.
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Met

TARGET

FINDINGS There were no known security incidents related to infrastructure or systems.
RECOMMENDATIONS Continue to monitor and improve security and detection.

1.5 OUTCOME

Impact student learning

Information Technology will impact student learning in a positive way by supporting students
with technology-related items.

Action Plan
Review student survey to determine areas needing improvement and develop plans to increase
satisfaction.

1.5.1 MEASURES

Receive positive feedback related to student support

Information Technology will receive positive feedback related to student support for
technology-related items.
SOURCE OF EVIDENCE
Survey - Administrative

1.5.1.1 TARGETS

90% of survey participants will give positive feedback related to student
support for technology-related items. Partially Met

TARGET

FINDINGS Instead of focusing on specific areas, which often led to confusion, office focused
on overall customer service and looked at three areas: IT staff was courteous, IT
staff was knowledgeable; and resolution was timely. In addition, office staff asked
how satisfied are you with the service provided by IT. Results from the student
survey are as follows: IT staff was courteous - 83.8% positive (14% neither agree
nor disagree), IT staff was knowledgeable - 84.6% positive (12.8% neither agree nor
disagree), Resolution was timely - 78.6% positive (17.5% neither agree nor disagree).

The University of West Alabama Page 6 of 7



When asked how satisfied are you with the service provided by IT, 81.2% responded
positively (15.4% neither satisfied nor dissatisfied).

RECOMMENDATIONS While results weren't bad, staff definitely needs to focus more on providing better
support for students. Office staff will be reviewing comments and making changes
to improve student support.
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Planning and Assessment Approval 

Department or Division: Information Technology 
Chair or Director: Mr. Mike Pratt 
Dean or Vice President: Dr. Tim Edwards 
Li.Ci.Ci iii 

Goals are broad statements describing what the unit wants to 
accomplish. Goals relate to both the unit's mission and the 
University's mission. The goal(s) is stated as the University goal(s) a 
unit is attempting to meet. 

Outcomes/Objectives 
Outcomes and objectives are statements that describe in some detail 
what the unit plans to accomplish. Outcomes/objectives are 
associated with all applicable goals, strategic plans, standards, and 
institutional priorities. 

Objectives are active-verb descriptions of specific points or tasks the 
unit will accomplish or reach. Outcomes are active-verb descriptions 
of a desired end result related to student learning and the unit's 
mission. 

Measures 
Measures are statements to judge success in achieving the stated 
outcome or objective. Measures contain information on the type of 
evidence and assessment tool that a unit will use to verify if stated 
outcome/objective has been met. 

Achievement Targets 
Achievement targets are the thresholds that the measures must meet 
for the unit to determine that it has been successful in meeting its 
specified outcomes/objectives. Achievement targets are measurable 
statements. 

YES 

NO 

YES ---

NO 

YES ~ ---

NO 

YES 

NO 

YES 
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Findings 
Findings are indications whether an outcome/objective was met or 
not. Findings are put into the system under each achievement target. 
Findings include an interpretation of results, possible uses of results, 
reflection on problems encountered, indicated 
improvements/changes and strengths or weakness. 

Action Plans 
Action plans are detailed plans created by the unit to meet an 
outcome/objective that was only partially met or not met or to make 
improvement to those outcomes/objectives that were met but still 
need some strengthening. The plan includes a projected completion 
date, implementation description, responsible person(s)/group, 
resources required, and budget amount (if applicable). 

Action plans created in previous cycles have been updated with 
implementation notes. 

Annual Report 
The Annual Repmt section contains information on key 
achievements, faculty and/or staff achievements, and 
community/public. 

Analysis Report 
The unit has reflected on and created narratives for each of the 
following areas: specific strengths and progress made on 
outcomes/objectives, specific weaknesses or challenges, pla 
were and were not implemented, and how assessm.e,iefi e . 1~\lfts 
used for continuous improvement. / /L) /I 

that 
ill be 

Approved by: _ - v 
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NO 
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NO 

Date: ____________ _ 

Received by O IE: --:--:-1r-+----A-..l.L-.t"I--''-'---++-_:_.:;_ _ _;;__ __________ _ Date: J / ;l / / cMl-6 
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