
[image: image1.wmf]Summer 2000 CSU Staff Technology Survey

Summary of Results†
Between July 5 and August 1, 2000 researchers at the Social and Behavioral Research Institute at CSU, San Marcos, conducted a telephone survey of a representative sample of California State University non-faculty employees. The purpose of the survey was to provide information about CSU staff access to, use of and satisfaction with computing and network resources and services considered to be within the scope of the baseline technology infrastructure as defined in the CSU Integrated Technology Strategy.

The results of this survey provide baseline information for measuring changes in the way CSU staff use and think about information technology over an eight-year period. Included in the survey are measures of staff: 1) views about the importance of technology; 2) perceptions about the availability to them of computing and network technologies and services; 3) use of these resources; 4) satisfaction with the quality or performance of the technology and support. Staff opinions will be compared with those of faculty and students as reflected in the results of parallel surveys now in progress. 

General Findings

The Staff Technology Survey covers four broad areas: importance of information technology, availability of resources and services, patterns of technology use, and satisfaction with resources and services. 

Importance

· CSU staff regard access to, and the quality of, computing and network technologies and services as very important in the performance of their jobs. 

Access

· Essentially all CSU staff have access to basic computing and network equipment, support services, and training. 

Use

· Most CSU staff use computer workstations and the campus network regularly.

· A large majority of CSU staff receive campus support for setting up, upgrading, maintaining and repairing their workstation equipment, and for installing and updating software applications.

· Over half of CSU staff participate in technology training of some kind.

· A minority of staff use the administrative information systems for finance and human resources.

Satisfaction

· On the whole, CSU staff on all campuses are relatively satisfied with the technology resources and services available to them. The level of satisfaction ranges from modest to high for specific resources and services.

· Satisfaction appears to be highest with the workstation environment (hardware and software) and network connectivity from on campus. 

· Satisfaction is lowest with administrative information systems and with remote access to the network. 

Survey Sample

A total of 2,320 non-faculty, full-time employees from 21 CSU campuses were interviewed. The Chancellor’s Office, the California Maritime Academy and CSU Channel Islands were excluded from this survey: the first because it does not directly provide the range of educational services supported by the CSU Integrated Technology Strategy; the latter two because the number of staff and administrators on these campuses is insufficient to provide statistically reliable information. The number of participants from each campus varied from 103 to 119, a number equal to 4.4% to 5.1% of non-teaching, full-time campus employees. 

· Survey participants were selected by job classification to reflect the distribution of staff on their respective campuses. At least one hundred persons were contacted on each campus to assure a sufficiently large survey sample for small as well as large campuses. Because the number of survey participants on each campus is not proportional to the relative campus size in the system, the aggregate sample differs somewhat from the system population, as noted below. (Source of CSU data: Human Resources, CSU Office of the Chancellor).

Job Classification

Classification
Full-time 

Staff

(Fall 999)
Survey Participants

(Summer 2000)
Over/Under

Represen-tation

Non-faculty Professional
28.5%
31.5%
+3.0%

Clerical & Secretarial
23.6%
26%
+2.4%

Technical/Paraprofessional
17.6%
19.5%
+1.9%

Service & Maintenance*
9.8%
2.8%
-6.9%

Managerial (Executive/Administrative)
15.2%
15.9%
+0.7%

Skilled Crafts
5.3%
4.2%
-1.1%

· *The nature of the work performed by employees in this job classification makes them more difficult to contact by telephone.
Age and Gender

Category
Full-time Staff

(Fall 1999)
Staff Survey Participants

(Summer 2000)
Over/Under

Represen-tation

Average Age
45.3
45.7


Male
49%
38%
-12%

Female
51%
62%
+12%

Ethnicity

Ethnic Group
Full-time Staff

(Fall 1999)
Staff Survey Participants

(Summer 2000)
Over/Under

Represen-tation

African American
10%
7%
-3%

Asian & Asian American
11%
7%
-4%

Latino/Hispanic
17%
15%
-2%

American Indian (Other Non-White)
1%
2%
+1%

White
61%
66%
+5%

Survey Design

To assess the level of staff access to technology resources and support, interviewers asked staff and administrators yes/no questions about the availability to them personally, and their use, of specific computing and network technologies and services. Respondents who used the resources or services were then asked to rate their satisfaction with each on an eleven-point scale (0 to 10). They were also asked for their opinion regarding the importance of technology to their own work at the university. 

Survey Results 

Most of the employees who were interviewed responded to all of the survey questions of a general nature and to questions regarding resources and services they themselves use or have used. The percentage of responses to questions ranged from 100% (all 2320 interviewees) to 2.5% (57). (The Appendix shows the number and percent of responses to each question.)

CSU satisfaction with specific technology resources or services is reported as mean scores for ratings on an eleven-point scale (0 – 10). In interpreting mean scores it is important to consider the variance from the mean. As arithmetic averages, mean scores do not convey a sense of the extent to which the opinion they represent is shared by all respondents. For example, a given mean score could be identical for an opinion that is extremely polarized (with approximately even numbers of negative and positive ratings), skewed (by a concentration of ratings on one side of the mean offset by a distribution of the majority over a broader range on the other side), or highly consensual (with all but a few ratings at or very near the mean). Accordingly, in seeking to understand how CSU staff feel about specific items in the survey, both the mean score and the degree of variance from the mean (indicated by the standard deviation() must be taken into account. (Mean scores and standard deviations for each satisfaction item can be found in the Appendix.)

· Workstation Environment

· Most CSU staff use a computer workstation (97.2%) and software (95.2%) provided by the university to perform job-related tasks. 

· Virtually all CSU staff (97.1% of all persons interviewed) are quite well satisfied (mean 8.16/SD 1.97) with the computer workstation provided by their campuses.

· Staff are also even more satisfied with the software available to them (mean 8.45/SD 1.55).

· [image: image2.wmf]Staff have access to support for setting up, upgrading, maintaining and repairing computer hardware (95.7%), and for installation, upgrade and maintenance of software (93.2%).
· The vast majority of staff (91%) request help in setting up, upgrading, maintaining and/or repairing their workstation equipment.; almost as many (86.8%) request assistance with the installation, upgrading, and maintenance of software.

· [image: image3.wmf]Most staff (ca. 77%) seem to be relatively satisfied with the quality of work (mean 8.08/SD 1.87) and with the way the request for software support was handled (mean score 7.95/SD 2.02). 

· On the hardware side, satisfaction is somewhat lower with the quality of work (mean 7.82/SD 2.05) and way the request was handled (mean 7.72/SD 2.19). 

· Virtually all CSU staff (96.6%) are quite satisfied (mean 7.90/SD 1.76) with the condition and capabilities of the computing and network equipment available to them to do their work.

· CSU staff (99.7%) are also quite satisfied (mean 7.88/SD 1.91) with the condition and capabilities of the telephone equipment they use. 

· Video conferencing equipment is somewhat less satisfactory (mean 7.50/SD 2.13) for the third of CSU staff who use it (37.6%).

Network Access

· Almost all CSU staff use the campus network to access email (97.1%) and the Internet (96.2%).
· About half of all CSU staff (50.3%) use a modem (including DSL, ISDN, cable type) to access the campus network from off campus.

· [image: image4.wmf]A quarter of all CSU staff (26.7%) access the campus network from off campus via an Internet service provider (Earthlink, AOL, etc.). 

· Virtually all CSU staff (over 95%) are satisfied with their ability to access campus email (mean 8.52/SD 1.66) and the Internet (mean 8.74/SD 1.48) from on campus.

· Satisfaction is much lower with modem to access the campus network from off campus (mean 6.65/SD 2.39) for about half of CSU staff who report doing so (49.1%). 

· A quarter of CSU staff (26.4%) use an Internet service provider to access the campus network. They are somewhat more satisfied than modem users (mean 7.13/SD 2.16).
Technical Support

· Almost all CSU staff (97.2%) say that help for solving computer or software problems is available to them from one or more sources. 

· A majority of staff have requested and received technical support. 

· The level of satisfaction with technical support is generally lower than for workstation and network access. 

· Satisfaction also varies by the source of service delivery. 

· Walk-in help desks rank highest in satisfaction, but for the smallest number of staff users (24.8%). 

· Email or Web-based services are rated somewhat lower for a somewhat larger number of staff users (31.4%). 

· Call centers serve the largest number of staff users (63.8%), but somewhat less satisfactorily. 
The following table provides an overview of staff access to, use of, and satisfaction with the technical support available to them on their campuses.

Support Service

(ways in which support is accessed)
Availability

(percent of staff who can access help via service)
Use

(percent who requested help)
Satisfaction: Time to Resolve Problem

(mean/SD)
Satisfaction: Handling of Request

(mean/SD)

Telephone Call Center
87.8%
81.7%
Mean 7.11

SD 2.35 
Mean 7.67

SD 2.01

E-mail/Web Service
70.8%
50.3%
Mean 7.55

SD 2.06
Mean 7.95

SD 1.83

Walk-in Help Desk
57.7%
48.5%
Mean 7.94

SD 1.91
Mean 8.19

SD 1.68

Training

· Training in the use of a computer and the network, and on commonly used software applications, is available to almost all CSU staff (95.9%).

· [image: image5.wmf]Most CSU staff members (86.1%) participate in technology training of some kind. 

· Over two thirds of  CSU staff (68.1%) participate in instructor-led workshops.  

· Almost half of CSU staff (47.8%) make some use of computer-based training resources.

· In terms of satisfaction, instructor-led workshops  were somewhat more satisfactory (mean 7.59/SD 1.89) than computer-based training (7.35/SD 2.08). Video taped and “other” training are used by too few staff (5.1% and 2.9%) to draw reliable conclusions regarding the level of satisfaction. 

Administrative Information Systems

· A third of CSU staff and administrators use the campus financial information system in connection with their work.

· About a fourth of CSU staff (23.4%) use the campus human resources information system in connection with their work.

· Survey participants assigned the lowest satisfaction ratings of any category to the Human Resources and Financial Records Information Systems. 

· Availability and processing response time of campus financial information systems are minimally satisfactory (means 6.70/SD 2.35 and 6.71SD/2.40).
· Availability and processing response time of campus human resources information systems are also minimally satisfactory (means 7.03/2.13 and 7.13/SD 2.15).

Personal Computer Purchase Program

· Over half of CSU staff (56.4%) are aware that their campus has a program for personal purchases of computers and peripheral equipment at discounted prices.

· About one fourth (27.6%) of staff who are aware of special personal purchase programs use these services.

· For the small number of staff affected (about 12.5%), equipment purchased for personal use through special programs is highly satisfactory (mean 8.69/SD 1.51), as is the way the transaction was handled (mean 8.40/SD 1.51).
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† This report summarizes information contained in the CSU Technology Metrics Staff Survey Report submitted by the Social and Behavioral Research Institute in October 2000. The full report may be downloaded from the Chancellor’s Office technology website at the following address: http://www.calstate.edu/tier3/infotech/DataCol-Rep.html


( The larger the standard deviation, the greater the dispersion around the mean; i.e., the less the degree of consensus among those rating the item. Approximately two thirds of all responses cluster within the range above and below the mean indicated by one  standard deviation (SD); e.g., a mean score of 7.8 with an SD of 1.32 means that 66.6% of all responses fall between 6.48 and 9.12.
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