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EXECUTIVE SUMMARY 
SUMMER 2002 STAFF TECHNOLOGY SURVEY 

 

 
_________________________________________________________ . Description of Survey. 

Between June and August 2002 researchers at the Social and Behavioral Research Institute at CSU, San Marcos 
(SBRI), conducted a telephone survey of a representative sample of California State University non-faculty 
employees.  This survey is the second in a series of biennial studies undertaken to provide information about CSU 
staff and administrator access to, use of and satisfaction with computing and network resources and services 
considered to be within the scope of the technology infrastructure as defined in the CSU Integrated Technology 
Strategy (ITS).  
 
Both the initial survey, administered in summer 2000, and the 2002 survey asked CSU staff and administrators about 
their: 1) views on the importance of information technology; 2) perceptions of the availability to them of computing and 
network technologies and services; 3) use of these resources; and, 4) satisfaction with the quantity and quality of the 
technology and support available to them.  The results of the 2000 survey provided baseline information. 
Comparisons of the results of the 2002 survey with the baseline data permit identification of changes in CSU faculty 
use of, opinions about and satisfaction with technology resources that may have occurred during the first two years of 
ITS implementation. 
 
 
____________________________________________________________ . .General Findings.. 
The Staff Technology Survey covers three broad areas: the importance of information technology resources and 
services, their availability and use, and satisfaction with them.  
 
Importance 

♦ Non-faculty employees in the CSU consider computing and network resources to be extremely important for 
performing their jobs at the university.  

 
♦ CSU staff are reliant on the availability of technical support to solve problems they sometimes experience with 

their computer or the network. 
 

♦ Staff generally agree that it is important for the campus to make available to them resources and opportunities 
for training in the use of computing equipment and software. 

 
Use 

♦ Over 99 percent of the employees interviewed reported that they use a computer in their work on a daily or 
almost daily basis. 

 
♦ Almost all non-faculty employees (94 percent) report that have received technical support to solve problems 

with their computer workstations. 
 

♦ Between a quarter and one half of CSU staff and administrators say they use a campus administrative 
information system in connection with their job.  About half of this work was performed using Common 
Management System/PeopleSoft financial records and human resource systems. 

 
♦ Less than one fifth of CSU non-faculty employees used technology training resources or participated in 

technology training activities provided by their campuses in the last two years. 
 
Satisfaction 

♦ Staff report generally high levels of satisfaction with the computing, network, and telecommunications 
resources provided by the university. 

 
♦ Satisfaction with the technical support and technology training provided by the university is moderately high. 
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♦ Staff expressed moderate to low satisfaction with the response time, ease of use and quality of information of 
the campus financial and human resources information systems. Satisfaction with student information 
systems was somewhat higher. 

 
 
Changes Since the 2000 Staff Survey 
During the two-year interval separating the 2002 survey from the first staff technology survey, over half of the 
campuses engaged un preparations for shifting from local administrative systems to the CSU Common Management 
System.  By the end of this period, half of the campuses had already implemented some CMS PeopleSoft modules or 
were beginning implementation.  There were no other changes of comparable broad impact on campus staff and 
administrators during this period.  Changes did occur on individual campuses, of course, such as replacement of 
telephone systems and routine upgrading of computing and network equipment and software.  The affect of such local 
changes cannot distinguished, however, in the aggregate data reported here.  
 
Of the 55 questions in the 2002 survey, 30 were asked in a way that permits comparisons with responses to the 2000 
survey.  Two thirds of these (23) were positive; i.e., the mean scores or the percentages were in the direction 
supportive of the importance and use of information technology; 7 changes were in the opposite direction.  The 
magnitude of change was small, however, with only 6 of the changes measuring greater than 5 percentage points or 
one half point on the zero-to-ten mean score scale.  These changes in order of magnitude were as follows: 
 

♦ The percentage of staff who access the campus network from home or other remote locations increased just 
under 10 percentage points (from 50.3 percent in 2000 to 60.2 percent with 99.9 percent of interviewees 
responding). 

 
♦ Use of computer-based training resources increased by 7.6 percentage points (from 47.8 percent to 55.4 

percent with 91.1 percent of interviewees responding).  
 

♦ The percentage of staff who used no training resources or who participated in no training activities was 5.8 
percentage points greater in 2002 (from 13.9 percent to 19.7 percent with 91.1 percent of interviewees 
responding). 

 
♦ Use of the campus Financial Information system increased by 5.1 percentage points (from 33.6 percent to 

38.7 percent with 99.1 percent of interviewees responding). 
 

♦ Satisfaction with the Human Resources Information system declined by almost two thirds of a point on the 
mean score scale (from 7.03 in 2000 to 6.39 in 2002). 

 
♦ Satisfaction with remote access to the campus network increased by about half a point on the mean score 

scale (from 6.65 to 7.20). 
 
 

 
 

SUMMARY OF SURVEY RESULTS 
 

 
______________________________________________________________ . .Survey Sample.. 
A total of 2,154 full-time non-faculty employees from 21 CSU campuses were interviewed.  The California Maritime 
Academy and CSU Channel Islands were excluded because the number of faculty on these campuses is insufficient 
to provide statistically reliable information.  Approximately 100 individuals (from 103 to 119) at each campus 

articipated in the survey.  p
 
Survey participants were selected by job classification to reflect the distribution of non-faculty employees on their 
respective campuses.  Employees classified as Skilled Crafts or Service and Maintenance personnel were not 
included in the survey because their use of information technology tends to be limited to subsets of personnel.  The 
sample population for the 2002 survey matches closely the system profile for the selected job classifications. 
Variances in the Professional and Managerial classifications are due to differences in the way researchers and the 
CSU Chancellor’s Office classify MPP employees. 
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 Job Classification 
 

Rank CSU Non-Faculty 
Employees (Fall 01) 

Survey Participants 
(Fall 02) 

Over/Under 
Representation 

Professional 45.9%% 33.7% -12.2% 
Secretarial/Clerical 27.1% 28.6% +1.5% 

Technical 18.3% 20.7% +2.3% 
Managerial 8.7% 17.1% +8.4% 

Source: Fall 2001 Profile of CSU Employees 
 
 

 Age and Gender 
 

Category CSU Non-Faculty 
Employees (Fall 01) 

Survey Participants 
(Fall 02) 

Over/Under 
Representation 

Average Age 45.1 45.2 +0.4 
Male 35.9% 32.9% -3.0% 

Female 64.1% 67.1% +3.0% 
Source: Fall 2001 Profile of CSU Employees 

 
 

 Ethnicity 
 

Ethnic Group CSU Non-Faculty 
Employees (Fall 01) 

Survey Participants 
(Fall 02) 

Over/Under 
Representation 

African American 9.3% 7.9% -1.4% 
Asian & Asian American, Filipino, 

Pacific Islanders 12.5% 10.4% -2.2% 

Latino/Hispanic 15.8% 14.3% -1.4% 
American Indian (Other Non White) 1.1% 2.7% +1.6% 

White 61.3% 64.7% +3.4% 
Source: Fall 2001 Profile of CSU Employees 

 
 

_______________________________________________________________ . Survey Design.. 
To measure staff access to technology resources and services, interviewers asked participants yes/no questions 
about the availability to them and/or their use of specific computing and network technologies and services. 
Respondents who reported use of these resources or services were than asked to rate their satisfaction with each 
resource or service on a zero-to-ten scale where zero means “not at all satisfied” and ten means “completely 
satisfied.”  Staff were also asked for their opinion about general issues related to the use of information technology in 
connection with their work at the university. 
 
 
______________________________________________________________ . .Survey Results.. 
Almost all of the employees who were interviewed responded to the questions asked.  Close to 100 percent of the 
survey participants gave answers to questions asking for their opinions or about the availability or use of specific 
technology resources and services.  Replies to questions about satisfaction correspond to the numbers of persons 
who had personal experience with the resource or service in question.  Information about responses to each item in 
the survey is displayed in the Appendix. 

 
 

_________________________________________________ . Information Technology Issues.. 
Consensus is very strong among CSU employees on the importance of computing and information network resources 
to their ability to carry out their work at the university.  Responses to this question represent the highest ratings for all 
items in 2002 survey (mean score 9.39/SD 1.21 with 99.8 percent of all interviewees responding).  This marks a gain 
of one third of a point over the response to this question in the 2000 survey (mean score 9.05/SD 1.63).  (See the bar 
graph below.) 
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The high importance assigned to technology access is consistent with its actual use.  When asked how often they use 
a computer, 2142 of the 2154 persons interviewed (99.4 percent) reported that they use a computer “almost daily”. 
 
Overall staff satisfaction with the computing and technology resources available to them was moderately high (mean 
score 7.65/SD 1.75).  The level of satisfaction is somewhat higher than it was two years earlier (mean score 7.47/SD 
2.00). 
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____________________________________________ …Administrative Information Systems.. 
Currently, less than one half of CSU staff and administrators use an administrative information system.  The number 
of information system users is expected to rise significantly over the next few years as more campuses implement the 
CSU Common Management System.  At the time staff were interviewed for the 2002 survey, eleven campuses were 
using the CMS human resources system (in whole or in part) and ten campuses were using the financial information 
system (in whole or in part).  Three campuses were using portions of the student information system.  No CMS 
information systems were in operational use at the time the 2000 survey was conducted.  The bar graphs below 
profile use of all information systems in 2000 and the extent to which CMS systems were in use (in whole or in part) in 
2002.  
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Staff satisfaction with key aspects of information systems they were using in 2002 is shown in the following bar graph. 
The consistently lower ratings for ease of use may reflect, at least in part, unusual demands associated with learning 
to use the new CMS software applications.  
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Satisfaction with Administrative Information Systems (2002) 
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2002 Use of CMS/PeopleSoft Information Systems 
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____________________________________________ . Technology Resources and Services. 
Workstation Environment 
Essentially all CSU non-faculty employees whose work requires it have access to a computer workstation and to 
assistance with installation and routine maintenance or upgrading of hardware and software.  The bar graph below 
summarizes responses to questions in the 2000 and 2002 surveys about access to a computer workstation, to the 
software needed in their work, and to assistance with hardware and software installation and maintenance. 
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Staff satisfaction with the quality of the computer workstation, with the installation and maintenance support they have 
received, and with the rate at which obsolete equipment and software is updated or replaced remains relatively high, 
as shown in the bar graph below.  (The 2000 survey did not include a question about replacement.)  Satisfaction with 
the software available to them declined somewhat, but remained relatively high (mean score 8.26/SD 1.69, down from 
8.45/SD 1.55 in the 2000 survey). 
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Network Access 
The operations of CSU campuses have become increasingly dependent on networked computers and computerized 
information management systems.  Improvement in the ability to access and to use the campus network is, therefore, 
a key measure of success for the ITS Technology Infrastructure Initiative.  As noted in the following bar graph, use of 
the campus network and of the campus email system(s) has increased slightly above the already very high level 
reported in the 2000 survey.  There was also a ten percentage point increase in the number of staff who access the 
network from home or other off-campus locations. 

Measures of Success-November 2002  Executive Summary-Summer 2002 Staff Technology Survey: 6 



   

Network Access 

40%

60%

80%

100%

campus access campus email remote access

Pe
rc

en
t o

f 2
15

1 
R

es
po

nd
en

ts
 

2000
2002

 
 
Satisfaction with network access and with campus email remains at about the same level as observed in the 2000 
survey.  Satisfaction with remote access, however, went up about one half of a point (on an 11-point scale). 
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Technical Support 
Almost all staff (97.5 percent) report that they have access to technical assistance if they experience a problem with 
the computer or software provided by the university.  They are quite highly reliant on the availability of technical 
support for solving problems with their computers (mean score 7.07/SD 2.70 on 0-10 scale).  Almost all staff also 
report that they received such help (94 percent), most on more than one occasion.  Following is a bar graph 
displaying the responses of interviewees to the question about how many times they had actually received technical 
assistance in the past two years. 
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Frequency of Technical Support 
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Staff appear to be generally satisfied with the time it took to solve problems with their computers or software. 
Responses to the question about satisfaction averaged 7.86 (SD 2.07) on a 0 to 10 scale where 0 means “not at all 
satisfied” and 10 means “completely satisfied”. The level of satisfaction is consistent with pattern of reported 
successful problem resolution, as profiled below. 
 
 

Quality of Problem Resolution 
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Technology Training 
For the first time staff were asked how knowledgeable they thought they were with respect to the computer hardware 
and software they use on the job.  On a scale where 10 means “extremely knowledgeable” and 0 means “not at all 
knowledgeable,” the mean score was 7.72/SD 1.65, indicating a moderate level of confidence in their ability to use the 
technologies required to perform their work. 
 
Interviewers also asked staff how important they felt it was for the campus to provide technology training.  Responses 
to this question suggest that access to technology training is of moderate importance to most staff (mean score 7.61/ 
SD 1.86). 
 
Over one half of CSU non-faculty employees participated in some form of technology training, as shown in bar graph 
below.  
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A moderate level of satisfaction with the training resources or experiences was expressed by about 80 percent of the 
persons interviewed (mean score 7.61/SD 2.08). 
 
 
_________________________________ . General Satisfaction with Technology Equipment.. 
Staff expressed somewhat greater satisfaction with the condition and capabilities of the computing and 
telecommunications equipment available to them than in 2000 except for videoconferencing equipment.  Computers 
and telephones are used by almost all staff.  Just over one third of the respondents report using videoconference 
equipment and facilities. 
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