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Description of Program and Services
The Administrative Systems (AA) group provides planning, implementation, development,
support and management services to a wide range of people within the District in support of
District-wide software systems. These systems include such applications as Colleague (the
student information system), SARS (for student tracking), ImageNow (for document
scanning and electronic storage), EIS (for executive reporting), WebAdvisor (for on-line data
access) as well as a number of other enterprise applications.
This group provides value to its constituencies by ensuring they maximize productivity
achieved from use of District software assets and ensure those assets work together
synergistically.
The group is comprised of 10 staff positions headed by the Director of Administrative
Applications Systems in Technology and Educational Support Services (TESS):
Senior Programmer/Analysts (5): Provides analysis, designs and support of
complex systems, performs programming functions and develops complex
programming criteria.
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hardware/software that needs to be serviced so that smooth operation can be ensured for the upcoming
week.
Operations: The Operations team is comprised of a Senior Programmer/Analyst (1),
Systems Analyst (2) and User Liaison (1). Their responsibilities are to organize and
process incoming helpdesk tickets, and work on projects that are less than 40 hours
and less than $5000.
Mandates/Reporting: This team is comprised of a Senior Programmer/Analyst (1) and
Data Analyst (1). Their responsibilities are to work
on projects and tasks that are
1
federal and/or state mandated but can also work on other projects when needed.

Impact on the Colleges and the District
Describe the most significant relationships with other District operations and College
operations. What major impact does your unit have on them? What major impact do they have
on your unit?
The Administrative Applications team has many significant relationships with our various service areas
around the district such as fiscal, HR, student services and instruction. We support much of the
applications that those areas use on a daily basis for their business processes.
We have bi-weekly meetings with constituents from all 3 sites where we discuss current and future issues
related to technology and the applications that we use. This group is called the District Applications
Workgroup (DAWG) which has representation from most every facet of our user base such as research,
marketing, student services and instruction. This group is also primarily the decision makers as to how the
current applications are configured which can have wide ranging effects across our student and staff
population. For example, changes to our student information system, Colleague, are often discussed in
this group which sometimes turn into projects or tickets that can result in significant effects to our students
and/or staff.
Through the project prioritization process, the colleges and district sets the work priority for Administrative
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What
the mission
statement
or purpose
offederal
the program?
base. is
Projects
that deal
with compliance
and/or
and state mandates get ranked very high because
SBCCD cannot be out of compliance so those need to be done first.
Enable users to achieve goals though technology services and solutions

How does this mission or purpose relate to the district mission?
Our district's mission is very student centered and the mission of the Administrative Applications (AA) team
is to support our district's mission. We do this be supporting our user base such as student services,
counseling, financial aid, instruction and many other college/district entities so that they may better assist
students in achieving their goals.
The AA team also directly supports students through our help desk system and the services that we
support/maintain such as Colleague, SARS, Starfish Early Alert and Hobson Degree Planning.

How does this mission or purpose support student learning?
By supporting the services that our students, faculty and staff use on a daily basis and keeping those
services available with minimal downtime, this enables our students to have ready access to the technology
that they need in order to achieve their educational goals. Also by ensuring the systems that our staff and
faculty depend on to serve our students is configured correctly and available enables them to better serve
our students.
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Service Area Outcomes
Please complete for as many Service Area Outcomes as your program has.
Service Area Outcome #1
Improve Helpdesk services through increased usage of online and self-help resources

Assessment (How is this Outcome assessed?)
Our current help desk solution, SchoolDude, has reporting functionality that can be run to determine the
number of help desk tickets submitted by students over a specified time frame. It can also break down by
the issues the students needed assistance for

Analysis (Please provide an analysis of this assessment.)
The majority of our student help desk tickets has to do with account access/password resets. We have
created a tool that allows students to reset their own passwords for WebAdvisor. They are also able to
reset their own email passwords through Gmail. Students are still able to submit help desk tickets for
assistance but the thought is by enabling the students to help themselves the majority of the times, they are
able to get to the services they need faster and be able to get done what they need to accomplish.
Other more complicated matters can still be submitted to the help desk where the in-house help desk can
assist them or it can be escalated to other "higher-level" technicians for assistance.

Service Area Outcome #2
Improve MIS data quality and submission processing time

Assessment (How is this Outcome assessed?)
Measuring the number of attempted submissions due to errors in the data
(Due to the timing of this year's program review, we are only able to provide numbers for 2017 as the
Spring 2018 numbers have not come in yet as well as Summer and Fall 2018 have yet to be submitted)
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Service Area Outcomes (Continued)
Please complete for as many Service Area Outcomes as your program has.
Service Area Outcome #3
Increase the number of successfully implemented projects in a prioritization cycle

Assessment (How is this Outcome assessed?)
The number of successfully implemented projects in a given prioritization cycle

Analysis (Please provide an analysis of this assessment.)
This assessment is more nuanced than simply the measurement of finished projects within a certain time
frame although that measurement is still valuable. This is because the complexity of projects vary greatly
depending on what is the desired end goal. A project that takes several prioritization cycles to finish does
not mean it is a late or delayed project it just simply means the complexity of the project requires more time
to finish. The stakeholders of the project are updated frequently and are often heavily involved in the
implementation of the project so that the duration of the implementation time is understood by all
stakeholders. A good example of this is the Hobsons/Starfish project. This project has been ongoing for
over 2 years requiring much time from all involved to successfully implement. However, if asked how the
project is going, the stakeholders will be very happy with the progress and work put into this project so far
from AA.

Service Area Outcome #4

It needs to be kept in mind that none of the programmers work in a vacuum. They are assigned projects
that require them to program and also other projects that require them to oversee vendors and act as
project managers. These often happen in parrallel but they are often asked to troubleshoot help desk
tickets and assist with other matters as they come up. These other tasks will take away from programming
time but it necessary to keep the services we maintain running smoothly for our user base

Assessment
(How
is this
Outcome
assessed?)
Still our goal is
to finish
projects
as quickly
as possible and measuring how many we finish in any given
cycle is a good way to see if there are any efficiencies that can be taken advantage of and ways to
minimize risks of projects not finishing on time.

Analysis (Please provide an analysis of this assessment.)
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Accomplishments
Detail department progress and accomplishments on goals and objectives. How do
these accomplishments benefits students, the campuses, and the district?
Over the last year since our last program review, the AA team has received and completed over 600 help
desk tickets dealing with software/application support. These are issues beyond simple password resets
or account managements and require more in-depth troubleshooting and sometimes even additional
programming to resolve. By resolving these tickets as quickly as possible, not only is the AA team
directly assisting students so that they can accomplish their goals, they are also supporting the staff and
faculty to enable them, in turn, to better assist students.
We have also finished and continue to make significant progress on projects that have been requested by
the colleges/district. Such projects as the integration with Maxient which is the student conduct software
that addresses Title IX requirements and the assessment project that takes into account multiple
measures as a new requirement. Other accomplishments over the past year include the successful
implementation of an automated process that will drop students who do not meet the pre/co-requisite
requirements of a class once per week as well as the successful recoding of student residency status to
better aid our researchers in the data requirements. Another major project that was finished is the
implementation of 25 Live which is a classroom scheduling software. SBVC has used this successfully
for Summer 2018 as well as Fall 2018. CHC is currently picking the project back up again and we will
work with their team to implement it at their campus as well.
Canvas was also successfully implemented this past year as both colleges look to move from Blackboard
learn to the state sponsored Canvas learning management system. We worked with our colleagues at
the colleges which included faculty and staff as well as our colleagues in the Distance Education
department to configure and integrate the Canvas LMS. Currently both colleges are successfully live with
the Canvas system and have been using it to teach students since Fall 2017.

Trends
The AA team continues to be involved with the implementation of the enterprise resource planning (ERP)
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products that are hosted on the cloud. These services are often referred to as
Software-as-a-Services (SaaS) and these kinds of service delivery models takes the burden of providing
your own hardware and man power needed to manage the applications and moves that to the cloud.
This also has the benefit of making the service available pretty much anywhere there is an internet
connection. Often these services come with their own mobile applications making the accessibility and
use of the services even more easier.
Knowing these trends, it is important to think about appropriate staffing as to number and also the type of
staff. As some of the maintenance tasks are moved to the cloud, staffing may need to be different to
support the environment as the work moves to security and business process support. Also, with
centralized systems, the integrations will often use standardized methodologies that we will need to build
the infrastructure for and also gain expertise in.
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Opportunities and Challenges
What are the opportunities and challenges presented by the new or continuing
trends identified above? Provide any additional data or new information regarding planning
for the department. In what way does your planning address these opportunities and
challenges?
One of the challenges that we as a district face is our aging student information system. Our system is
over 20 years old and its interface is relatively clunky and unwieldy. As noted above, there is a move
from the CCCCO to centralize our disparate systems. Currently the University of California (UC) and the
California State University (CSU) systems have centralized systems for their SIS. Though no concrete
evidence has been put forth by the CCCCO to them creating or contracting with a central SIS vendor, it is
not a far reach for them to eventually go that direction. This would also help in the student experience as
they migrate from campus to campus even within districts. This could present an opportunity for SBCCD
as we explore other SIS vendors out there to determine what system would best serve us in the future.
Also as mentioned above, more systems are moving to a SaaS model. So in looking for a new SIS, there
are relatively few vendors out there but most no longer offer an on-premise model. Knowing this, there
are challenges to the current skill sets of our staff. Additional training is planned to enable us to transition
into this new era of SaaS support. Also these new SIS offer much higher levels of configurability in their
systems negating the need for programming. Different skill sets will be needed in order to adequately
support those new kinds of systems and we plan to address that through specialized training as well.

Three-to-Five Year Vision
Describe your program, as you would like it to be in three-to-five years.
Within 3 - 5 years I would like to have at least started the process to evaluate a new student information
system. As mentioned above, our current system is over 20 years old and the student experience could
be better with more modern interface. Of course changing SIS is no small endeavour but it is good to at
least evaluate what is out there from other vendors and making a choice to either stay with what we have
or make the painful move to another SIS. Participation from the various user bases around the colleges
and district will be key and the decision to stay or move will be primarily driven by the colleges.
I would like to see more of our on-premise services moved to the cloud. This has the benefit in lowering
our infrastructure costs as well as our support costs. Staff can refocus their energies on creating better
efficiencies within our applications rather than spending time troubleshooting, patching, and doing
emergency fixes. So far we have moved quite a few services to the cloud and we will continue to look for
other opportunities to move additional services that make sound fiscal sense and create better
accessibility and ease of use for our users.
I would also like to see our staff shift their skill sets from programming to more of an analyst role. Most
companies employ hundreds if not thousands of programmers to churn out software and SBCCD trying to
do the same thing (but on a smaller scale) is not a sustainable model. All new systems out there that are
cloud hosted do not allow any programming to be done on their software but instead, they make their
software very configurable so the needs of the colleges should be covered. Any additional functionalities
needed would have be to submitted as an enhancement request. The roles of our programmers will shift
to be more business process analysts and security analysts which is a sustainable model for the long
term future.
Also as with any environment, it is important that our end users be well trained on the systems they use.
This is an ongoing endeavour and we are making progress on this. The vision is that users will be more
able to troubleshoot and diagnose issues themselves especially ones that crop up frequently. This helps
them be able to return back to their normal business6faster rather than having to submit a ticket and then
wait for a response. This creates efficiencies on both sides as this also allows TESS to concentrate on
projects and more complex help desk tickets.

Goals and Objectives
Please complete for as many Goals and Outcomes as your program has.
Goal #1
Self-sustainable User Groups

Objectives for Goal #1
-

Increased automation of tedious, complicated and repetitive processes.
Users have easy access to online training and troubleshooting resources.
Knowledgeable users via clear and frequent communication and involvement.
Power users in every department.

Goal #2
Improved Help Desk System

Objectives for Goal #2
- Users able to call the help desk to resolve issues.
- Creation of tickets online, by users, is clear and fast for users.
- 90% to 95% tickets are handled successfully by helpdesk technicians.

Goal #3
Implementation of a Data Warehouse that provides integrated data across various
platforms to better assist decision making

Objectives for Goal #3
- Updated data warehouse with more available information.
- Integration of Data Warehouse with Finance, HR, Student and various other District
business systems
- Users trust in the reporting system.
- Reports are easy to use and access.
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Goals and Objectives (Continued)
Please complete for as many Goals and Outcomes as your program has.
Goal #4
Productive Project Prioritization and Implementation

Objectives for Goal #4
-

Efficient project prioritization process.
Adequate resources to meet project implementation schedules.
Adequate budget and support staff for implemented systems.
Knowledgeable staff with project management skills.
A clearer understanding of the Project Prioritization process

Goal #5
Improved Work Environment

Objectives for Goal #5
-

Adequate support software.
Adequate user training facilities.
Adequate and functional work spaces.
Each administrative application has adequate support staff.
Regular professional development training for support staff.

Goal #6

Objectives for Goal #6
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Productivity
Explain how your program defines and measures satisfaction and productivity. What do these
measures reveal about your program over a three-year period?
• Average time to respond to requests for service
• Average time to respond to complaints
• Results of user satisfaction surveys
• Results of employee satisfaction/staff morale surveys
• Additional identified benchmarks of excellence for the department, and department
standing relative to these benchmarks of excellence
Productivity Data
Our program is involved in the yearly climate survey that is sent out district-wide. Through that survey,
we are able to glean information on the level of satisfaction on the services the Administrative
Applications team provides. The AA team is also involved in the TESS Executive committee where there
is also a survey that goes out on the last meeting of any given fiscal year that measures the satisfaction
level of the performance on this program.
As for productivity, the measures will be number of tickets completed and the number of projects
completed. There are a constant flow of tickets that come in on a daily basis that gets assigned to the
team members of the AA team. Depending on the complexity and the workload of that team member, the
goal is to resolve the ticket as soon as reasonably possible. The time it takes to complete a ticket also
depends on the responsiveness of the person who submitted the ticket. Often times, we need further
information or testing from end users but they may not be able to get back to us right away and that will
increase the time it takes to reach a final resolution. Also, my team members field calls from people who
do not submit tickets but need help anyways. We try to point them to the help desk system but often
times, they are helped when they call so that will delay things such as tickets or projects. This practice is
unfair to the people who follow the correct procedure and the team has been instructed (unless it is truly
an emergency) to ask the people who call to put in help desk tickets.
System uptime % is also another measure that we can use to measure productivity and satisfaction.
Often times it goes forgotten the amount of work and time it takes to keep the hardware and software
running without glitches and efficiently. The amount of work it takes to backup data and make sure it is
Analysis
availableof
to Productivity
the end usersData
goes unseen but is integral to the working environment. By keeping services
available during business hours, it leads to increased student/employee satisfaction and productivity.
# of tickets resolved in the past year: ~600
# of projects finished in last year: 12
There are a constant flow of tickets that come in on a daily basis that gets assigned to the team members
of the AA team. Depending on the complexity and the workload of that team member, the goal is to
resolve the ticket as soon as reasonably possible. The time it takes to complete a ticket also depends on
the responsiveness of the person who submitted the ticket. Often times, we need further information or
testing from end users but they may not be able to get back to us right away and that will increase the
time it takes to reach a final resolution. Also, my team members field calls from people who do not submit
tickets but need help anyways. We try to point them to the help desk system but often times, they are
helped when they call so that will delay things such as tickets or projects. This practice is unfair to the
people who follow the correct procedure and the team has been instructed (unless it is truly an
emergency) to ask the people who call to put in help desk tickets.
System Uptime %: 99%
Often times it goes forgotten the amount of work and time it takes to keep the hardware and software
running without glitches and efficiently. The amount of work it takes to backup data and make sure it is
available to the end users goes unseen but is integral to the working environment. By keeping services
available during business hours, it leads to increased student/employee satisfaction and productivity.
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Staffing
List the number of full and part-time employees in your area.
Classification
Managers
Faculty
Classified Staff
Professional Experts
Total

Number Part-Time,
Contract or Prof. Experts

Number Full-Time

Vacancies

1

10
1
11

1

Analysis of Staffing Levels
What does the current staffing level data suggest about your program area? Is there a need for
more employees? Is there a need for greater efficiency? Is there a need for redistribution of
workload or staff? Include any data that is relevant to your program, including any staffing
needs for compliance with state, local, and federal regulations.
As with most programs district-wide, there is a lot of work to go around with not enough team members to
address it. This results in projects, tickets and other tasks getting queued up with more emergent issues
rising to the front of the line. However with fiscal restrictions, the AA team has really stepped up and
tackled the huge amount of work with team work and patience. Also, clear communication with our end
users is very important because it brings transparency and understanding into the process we go through
as we work to address their needs and nobody feels as if they are being ignored.
The staffing setup we currently have allows for cross coverage as there are positions that know what
each other does so if somebody goes out on vacation or is out sick for an extended period of time, the
work can still get done albeit slower.
One of the trends going on as mentioned above is the move to SaaS service models. These cloud
accessible services do not allow any programming on their software. Right now with our current SIS, we
have over customized it to the point that most any changes require the intervention of a programmer (who
is already very busy with multiple projects/tickets) which creates a bottleneck and much inefficiencies.
The new SIS's currently in development do not allow for customizing of the baseline programming code
but rather allows for very detailed configurations. As such, the skill set needed if SBCCD were to move to
one of these new SIS's would be more on an analyst level and not a programming one. This would allow
TESS to operate at a greater efficiency since the required skill set more team members will have and thus
no bottlenecks when it comes to system maintenance and assisting users with their issues.
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Where does the Program align with the Campuses and District Strategic Plans?
Select

District Wide Strategic Support Services Plan: Recommendations
DR.1

Complete and regularly update the three-year staffing plan and
develop a process to increase the number of full-time faculty and
increase the ratio of full-time to adjunct faculty in the District.

DR.2

To stabilize staffing levels, the District Human Resources department
must address upcoming retirements and hiring procedures that include
strategies for interviewing candidates from across the country.
Additionally, consider completing a market study to understand the
levels of salary, compensation, and benefits that will attract highly
qualified candidates.

DR.3

Complete and regularly update the District Enrollment Management
Plan. Support the Colleges’ community outreach and marketing efforts
in order to increase campus visibility, highlight instructional
opportunities, and increase FTES

✔

DR.4

Support each College’s effort for addressing basic skills needs.

✔

DR.5

Support the Colleges’ effort to work with K-12 entities, the EDCT, adult
schools, and the Inland Adult Education Consortium to become a leader
in providing education to adults in the region.

✔

DR.6

Support Distance Education at each campus with the software,
hardware, training, and support mechanisms as identified through local
processes by the Colleges.

DR.7

Continue to sustain funding for technology in order to support the
needs of students, faculty, and staff.

DR.8

Establish a full-time and robust facilities department within the District
to secure state funding through the Capital Outlay Process, manage
construction projects, oversee and integrate maintenance and
operations, implement design standards, coordinate sustainability
efforts, and implement a Total Cost of Ownership model for facilities.

DR.9

Continue to sustain funding for site security and safety and proactively
design outdoor and building spaces using best practices for creating
secure environments.

DR.10

Establish and maintain a cyclical process through which college
planning informs the development and revision of District plans,
including the Educational Master Plan, Facilities Master Plan, College
Strategic Plan, and Technology Plan.

✔
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EDCT.1

Each college should explore the EDCT as a resource to support grant
development, contract education offerings, non-credit and not-forcredit courses and short-term vocational training opportunities.

KVCR.1

Reevaluate the role and function of the radio and television station to
operate as a fiscal asset that is an economically viable and selfsufficient entity. Develop a process for resource distribution between
the District, EDCT, KVCR, and the Colleges.
Crafton Hills College Major Strategies

CS.1

Promote Student Success

CS.2

Build Campus Community

CS.3

Develop Teaching + Learning Practices

✔

CS.3

Expand Access

✔

CS.4

Enhance Value to the Surrounding Community

✔

CS.5

Promote Effective Decision Making

✔

CS.6

Develop Programs + Services

CS.8

Support Employee Growth

CS.9

Optimize Resources

✔

San Bernardino Valley College Strategic Directions + Goals

✔

SBS.1

Increase Access

✔

SBS.2

Promote Student Success

SBS.3

Improve Communication, Culture + Climate

SBS.4

Maintain Leadership + Promote Professional Development

SBS.5

Effective Evaluation + Accountability

SBS.6

Provide Exceptional Facilities
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