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Summary

®* Survey of 250 key business stakeholders
®* Manager level and above

®* Overall metrics
* Support
* Understanding of business need
* 13 Key Service areas
* Value

* Will follow with end-user satisfaction survey



Top Issues and concerns

®* Data and Reporting
* Data warehousing
* Analytics
* Reporting tools
®* Banner Modifications
®* Commonality of systems
* Communications

®* Other concerns
* Web site tools
* More classroom instructional technology
* videoconferencing
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This report was prepared by Info-Tech Research Group for University OF Alaska on 2014-03-12.

Data = comgeised of 175 responses, including responsss by:  ardih Lynch, Larry Zerves, Maohew Coopsr, Paula Dorson, Myron Desch, Megan Rlabe, Katharing Duks, Gwendolyn Gruanig, Saichi Oba,
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University Of Alaska 175 Responses
IT Satisfaction Scorecard

Overall- ;% Business Satisfaction and Importance for Core Services

The core senvices of IT are important when determining what IT should focus on. The most impartant services with the
M e trl cs IH Year LazLERr This Year LastYear lewiest satisfaction offer the largest area of improvement for IT to drive business value.
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Owerall Satisfaction and Value are Core Service Satisfaction Ranks

ke:{ ndicators of the overall
impression of the IT departmant. Service Desk

These metrics let the IT leader Satisfaction with supporting end user Boies & pro
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meeting the needs of the Campus W'I Fi
business, Tai 1 BCOE eliahility, and speed of Wi-Fi

Campus Infrastructure

SatisTaction wath relable networks, communication, and web partals,
IT Support Breakdown excluiing Wi-Fi

The IT Support Breakdown charts are indicators of the percent of stakeholders that fall into three inportant
categories, Promoters are loyal enthusiast of IT, Meutral stakehobders are satisfied but unenthusiastic about IT, Faculty and 5taff Devices

Detractors are unhappy stakehodders who can damage your reputation. Satisfaction with provided deskiog, laptop, tablet & mobdle devices
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IT Relationship Satisfaction Courseware and Learning Management Technology

Satisfaction with virtual library, lecture capbure, etc
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Relationships are a key driver in stakeholder management. It is impontant that the business feels IT understands
their meads and is getting encugh communication. Prnlen Mﬂnageﬂ'lﬂnt
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University Of Alaska
Scorecard

Capacity Metrics

Overall Capacity Constraint by Department

Different deparmants have different demands from IT and often tend to be constrained by IT
from meeting their goals.
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Showing 8 of 101 departments

Work Orders Capacity Satisfaction
Satisfaction with the ability to get IT capacity to complate Work Orders

Capacity Satisfaction  Last Year IT Support Breakdown: Satisfaction
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+31%

Capacity Needs

Somewhat Constrained

Mot Constrained

Somewhat Dependent Very Dependent

Overall Shadow IT

Consistently Sametimes

Project Management Capacity Satisfaction
Satisfaction with the abiliny to get IT capacity to complete Project Managerment

IT Support Breakdown: Satisfaction

RRASRE R

Ability to Deliver Effective Work Orders

Satisfaction with completed T Work Orders ability to meet your business needs

Value Satisfaction  Last Year IT Support Breakdown: Value
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+44%

Ability to Deliver Effective Project Management
Satisfaction with completed IT Project Management ability to meet your business needs

Value Satisfaction  Last Year IT Support Breakdown: Value
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Work Orders Capacity Satisfaction By Department

Beldow are the most satisfied and least satisfied departments in regards to the capadty they receive from [T to
complete small custamizations, bug fixes, and feature requests.

Project Management Capacity Satisfaction By Department

Project capacity satisfaction indicates if departrmenits are provided enough capacity to complete signification IT
projects to meet sIrategic goals, Below are the most and |east satsfied departrnents in regards to project capacity.
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Core Service Overview
Of Alaska

Service Gap Score

Thie chart below shows a comparison of satisfaction vs. Importance for all core

services. Red bars with a negative score indicate an undersened core service. Green Core Servi
bars with a positive score highlight core services that are potentially over-
provisioned. Campus Infrastructure

Service Gap Score

Carmpus Infrastructure lﬂ|

Service Desk

Adrninisiration Applications

Service Desk

|
&
#

Carvgus Wi-Fi

Administration
Applications

|
]
¥

Data Quality

H

Carmipus Wi-F Oassroom Technology

Analytical Capability and
Reports

N .
7

Diata Quality

IT Innovation Leadershig

m
F

Classroom Technology

Project Management

Analytical Capability and
Reports Coursewars and Learming

Management Technology

P
&

IT Innovation Leadership

mE
:
F 3

IT Policies

Project Management

Work Orders

Courseware and Learning

Faculty and Szaff Devices
Management Technology

5
|~
F

H B
:
¥

IT Policies

O
#

Importance Variathen by Core Tool . vake: Mas Vabs Satisfaction Varistion by Core Tool bh Sarwacdon Mxe Srdrfactien

Fonusing on core sendces hawe a high degree Frpenann vihs Ourtiying satisfaction scores can artificlally R

of corsensus around a high importance score I 1 | inflate or defakte the average saticfaction 'I‘
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Questions and Comments
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