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Program/Unit Review at Hawai‘i Community College is a shared governance responsibility related to
strategic planning and quality assurance. Annual and 3-year Comprehensive Reviews are important
planning tools for the College’s budget process. This ongoing systematic assessment process supports
achievement of Program/Unit Outcomes. Evaluated through a college-wide procedure, all completed
Program/Unit Reviews are available to the College and community at large to enhance communication and

public accountability. Please see http://hawaii.hawaii.edu/program-unit-review/
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Unit Description
Please provide a brief description of your Unit. Include your Unit Mission statement.

The mission of Media Services is to provide and maintain media and media services to faculty, staff,
administration and students, to help them accomplish their tasks and mission, with a minimum of delay and
down time.

Media Services supports the school by providing, operating and maintaining media and videoconferencing
equipment for instructional and non-instructional purposes. Media Services also trains users in media
equipment operation. Media purchases by departments are researched and approved for eventual purchase
by the unit.

Part I. Review of Unit Data

If ARPD data is submitted for your Unit, go to the Annual Reports for Program Data (ARPD) website linked
below and review the data for your Unit.

http://www.hawaii.edu/offices/cc/arpd/

Part Il. Analysis of the Unit

Provide a detailed analysis of the Unit during the review period. If ARPD data is available for your Unit,
base this part on the ARPD data from Part 1 and analyze the Unit in terms of Demand, Efficiency, and
Effectiveness, and include analysis of any Perkin's Core Indicator(s) for which the Unit’s goal was not met.
All Units should include and analyze significant Unit actions or changes (e.g., changes to the Unit’s services
or numbers served, gain/loss of positions, etc.). Also discuss results of prior year's action plan and include
any trends or other factors (internal/external) affecting the Unit. Describe and analyze other significant
information not included elsewhere.

Among the services the unit provides the college, video conferencing has come to the forefront.

Over the years, video conferencing has become very important to the school, it bridges distances and
facilitates collaboration between individuals and groups, which in turn helps the college achieve its goals in
instruction, school administration and operation, and helps fulfill its mission, and strategic and academic
plans. Video conferencing from classroom to classroom is also the method by which the school uses to provide
instructional television (ITV) classes for distance learning.
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The amount of hours of operation for video conferencing and ITV classes went up from the previous year of
1823.75 to 2458.4. This was simply due to an increase in ITV classes, and more video conferenced meetings.
Part of last year’s action plan, to create educational videos, was not undertaken due to lack of need at the
time.

The amount of work orders went up from the last reporting year, from 105 to 231. The unit believes that this
improvement is the result of stronger diligence on insisting users submit work order forms. The unit feels that
actual demand for media services was about the same for both last year and this year’s reporting.

The unit was stable in terms of personnel, the unit was staffed by two Media Specialists.

Part lll. Action Plan

Describe in detail the Unit’s overall action plan for the current/next academic year. Discuss how these
actions support the College's Mission. Include specific action plans to address any barriers or challenges
that affect the Unit’s efficiency, effectiveness, and operational performance.

The unit will continue to work on operating and maintaining the school’s media and video conferencing
equipment.

Media Services will prepare to operate the looming new technology that the school will receive, possibly as
early as the middle of the summer of 2016. The school has been awarded a substantial RUS technology grant
in 2015 that will be used to purchase video conferencing equipment to extend the educational outreach of the
college. This grant was spearheaded by VC Jason Cifra. The new technology consists of a Multi-conference
Control Unit (MCU), a video server, support technology, and four video conferencing room systems. The MCU
will run video conferences and ITV classes, and the video server will record, store and playback HawCC ITV
classes and video conferences. The video conferencing room systems will be placed in strategic remote
locations to increase the availability of Hawaii Community College’s distance education offerings. Besides
distance learning, these room systems will also be used for conducting video conferences with the college’s
partners, UH system entities, community organizations and individuals, and businesses, etc.

Manufacturer representatives will provide equipment operation training. The equipment will also have three
year maintenance contracts.

The unit will try to improve its customer satisfaction survey. Media Services will consult with survey experts
within HawCC, such the ITSO and Institutional Research offices.
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Part IV. Resource Implications

Please provide a brief statement about any implications of current operating resources for the Program.
Budget asks are included in the 3-year Comprehensive Review, except for the following that may be
included here: health and safety needs, emergency needs, and/or necessary needs to become compliant
with Federal/State laws/regulations. Describe the needed item(s) in detail, including cost(s) and timeline(s).
Explain how the item(s) aligns with one or more of the Strategic Initiatives of the Hawai‘i Community
College 2015-2021 Strategic Plan. Identify and discuss how the item(s) aligns with the Initiative’s Goal,
Action Strategy, and Tactic. HAWCC Strategic Plan

The media unit has satisfactorily operated with the current funding. The unit’s past budget asks were not met,
due to the funding of more pressing priorities, and that is perfectly understandable and acceptable with Media
Services. The unit recognizes the needs of the newly built Palama Nui campus and Hale Aloha Nursing building,
and other needs. The unit realizes that its budgetary asks cannot be obtained at this time, and will wait until
monies are available. These asks consist of: the purchasing of maintenance contracts for the video
conferencing systems, obtaining permanent storage space for the unit’'s media inventory, and standardizing
the media equipment in the classrooms.

One of the unit’s main contributions to the school, providing video conferencing, has not been affected by
limited resource implications this past school year. Luckily, no video conferencing equipment were in need of
repair or replacement

In the future, however, plans must be made to replace aging video conferencing equipment, as some units
have been in service for over five years and are approaching possible failure and obsolescence. This group
includes 4 units purchased in late 2009.

Part V. Comprehensive Review Information

Please provide a short summary regarding the last comprehensive review for this Unit. Discuss any
significant changes to the Unit since the last comprehensive review that are not discussed elsewhere.

The Media Services unit is making its first comprehensive review this year.
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Required for ARPD Web Submission: Provide the URL to the specific location of this Unit’s last
Comprehensive Review on the HawCC Program/Unit Review website (see link on page 1):

Part VI. Unit Outcomes

For all parts of this section, please provide information based on the Unit Outcomes assessed in AY 2014-15.

A) Assessment Strategy/Instruments

Provide a description of the Unit’s assessment strategy, including the type of work or activities assessed;
type of assessment rubrics developed/adopted and used; how and when the assessment was conducted;
and how the assessment was analyzed.

A customer satisfaction survey is administered in the last weeks of the spring semester. Most of the questions
were created by the UH system for media centers in 2008. The survey is posted on a website hosted by the
Survey Monkey company. Participants are directed by e-Mail to the site, where they fill out their responses
and then submit the survey.

The Survey Monkey company takes the responses and provides a basic analysis, providing percentages and an
average ranking.

B) Expected Level of Achievement
For each assessment conducted during the review year, describe the rubric(s) standards and the benchmark
goal(s) for successful achievement of the Unit’s Outcomes (e.g., “85% of work orders will have been filled
within the original estimated completion time” or “90% of students will report satisfaction with Unit
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services”). Discuss why this achievement level is expected and how it compares to appropriate service
industry standards.

A 55% level of satisfaction was selected as the successful measure of the unit’s achievements. Expected level
of achievement is a satisfactory level that is in the majority: 55% or better of respondents will “Agree” or
“Strongly Agree.” This achievement level was formulated without looking at any outside source or standard.

C) Results of Unit Assessment

Provide a detailed description of the assessment(s) results. Discuss how these results collectively
demonstrate achievement of the Unit’s Outcomes and support of the College’s Mission. Describe how the
Unit’s assessment results have guided the implementation of changes to improve the Unit’s function(s),
service(s), delivery, and/or organizational structure during the review period. If no change has been
implemented for improvement based on assessment results, discuss any barriers or challenges that have
hindered implementing improvements.

(Please refer to the attached Media satisfaction survey.)
Customer satisfaction of media services inside and outside the classroom was high.

At least 71.93% of survey respondents were satisfied with Media’s response time to classrooms.
At least 79.66% of survey respondents were satisfied with Media’s response time to non-classroom locations

At least 73.68% survey respondents were satisfied with Media’s quality of work in classrooms.
At least 77.96% survey respondents were satisfied with Media’s quality of work in locations outside of
classrooms.
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Media training, lower in customer satisfaction, is an area in need of improvement.

The questions #4 and #5 have drawn negative comments from past survey takers, saying that they are not
measurable and too subjective. We agree, they basically ask if the recipient “thinks” media inside and outside
the classroom has helped teachers teach and student achievement. These questions were left in the survey
because they were created by the UH system and Media Services deferred to UH ‘s survey expertise.

D) Other Comments

Include any additional information that will help clarify the assessment results. Include comparisons to any
applicable College or Unit standards, or to any national standards from industry, professional organizations,
or accrediting associations. Include, if relevant, a summary of student survey results, graduate-leaver
survey, special studies, or other assessment instruments used.

None at this time.

E) Next Steps

Based on the Unit’s overall AY 2014-15 assessment results, describe the Unit’s intended next steps to
improve services in support of the College’s Mission of promoting student learning. Discuss plans the Unit
has developed for continuous improvement based on assessment results.

Work with Administration on a plan to replace aging video conferencing equipment.

Improve training efforts. Consult with the school’s staff development organizations to come up with improved
plans.

Improve the customer satisfaction survey to reveal other areas needing improvement, and to eliminate un-
measureable subjective questions. We will consult with individuals on campus who have expertise in creating

surveys.
Page 7
Document Steward: I1AO
rev. 2015-09-04



Take delivery of the new video conferencing equipment from the RUS grant, train with the manufacturers

representatives, and operate the equipment, to serve the school’s distance learning and educational outreach
efforts.

Continue to do what the unit does best — provide media support and media operation to the school.
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Addendum 1

2012-2013 2013-2014 2014-2015
Hours of operation per week 40 40 40
Number of Media staff **2 *2 2
Student/Casual hire workers per week 40 40 0
Number of work orders completed per year 155 105 231
Media Specialist, Band A **2 *2 2
**Casual hire 10/2012 — 4/2013 full time
*Temporary hire full time 4/2013 to present
Hours spent on production of ITV and Videoconference 1976.5 1823.75 2458.4
programming per year (total of all rooms)
Room 379A-6A 176.0 1115 83.75
Room 379A-6B 173.25 85.0 74.25
Room 379-1 Kaneikeao 18.0 29.0 75.0
Room 387-110 310.0 410.5 303.9
Room 393-104 292.0 76.5 42.75
Room 388-101 Not open 1.5 48.25
Room 388-102 395.0 420.25 684.75
Room 388-103 12.0 53.0 12.5
Room 382-101 Cafeteria 8.75 3.0 7.5
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Room PB3-103 575.0 519.25 421.25
Room PB5-1 135 44.0 68.0
Room 396A-1 UH HITS UH HITS 248.0
Room 346-101 Not open 53.75 305.0
Room 346-133 Not open 4.5 78.0
Kohala Center 3.0 0 0
NHERC 0 0 0
Ka’u Rural Health Center 0 0 0
Media budget per college budget $20K per ? ?
.010%
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Media Services Customer Satisfaction Survey for 2014-2015 School Year

1) Please rate the following services:

CLASSROOM USERS: Media Equipment and Services (Operation & repair) - Media
equipment and services examples: Video projectors, DVD/VCR players, visual presenters
(Elmo), sound systems, Video conferencing equipment, Desktop video conferencing

(including Scopia), and troubleshooting.

Strongly Disagree  Neither Disagree Agree Strongly N/A Total Average
Disagree Nor Agree Agree Rating
1.75% 1.75% 1.75% 21.05% 52.63% 21.05
%
| am satisfied 1 1 1 12 30 57 4.53
with the 12
customer service
1.75% 3.51% 1.75% 19.30% 52.63% 21.05
%
| am satisfied 1 2 1 11 30 57 4.49
with the 12
response/delivery
time
1.75% 1.75% 1.75% 24.56% 49.12% 21.05
%
e satfiefeg] 1 1 1 14 28 57 4.49
with the quality of 12
the work
3.51% 10.53 7.02% 29.82% 26.32% 22.81
% %
| am satisfied 2 4 17 15 57 3.84
with the quality of 6 13
the classroom
equipment
3.51% 7.02% 5.26% 31.58% 31.58% 21.05
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Strongly Disagree  Neither Disagree Agree Strongly N/A Total Average

Disagree Nor Agree Agree Rating
If there are 2 4 3 18 18 % 57 4.02
procedures for
use of 12
equipment, they
are
understandable
1.75% 0.00% 3.51% 19.30% 50.88% 24.56
%
The Media 1 0 2 11 29 57 4.56
Services staff are 14

knowledgeable
about classroom
media equipment

Comments:

Some times | just need computer help because | am not a teckie, It's nice when someone explains to me so that | can understand.

5/13/2015 7:44 PM

Anthony in the library was very helpful all semester.

5/13/2015 12:07 AM

We always receive great service and quick response time. Thank you Neal and Joe.

5/11/2015 8:07 PM

| generally do not use media tools in the classroom. | am a chalk and blackboard man, unless | happen to be teaching a HITS course,

which | have done but am not currently doing.

5/11/2015 2:13 PM

Projector is barely visible against external light. Need more lumens.

5/11/2015 1:55 PM

The elmo in 393-103 cannot be switched from PC to elmo, and | cannot figure it out from the instruction in that room.
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5/11/2015 12:55 PM

The media equipment in Building 3393, room 103 leaves a lot to be desired. The settings and wiring are changed frequently and |
basically have to arrive 20 minutes early minimum to the classroom to ensure that | can get everything running smoothly in time for
lecture. There have been times that | had to skip presentations that I'd prepared because the system wouldn't run correctly for some

reason and | didn't have time to figure it out.

5/11/2015 12:34 PM

My classroom instruction only uses a mobile monitor that gets moved in and out of class when needed. This is done in house.
5/11/2015 11:12 AM

The staff is great! Some of the equipment is older and not as user-friendly, but over-all | am satisfied

5/11/2015 11:01 AM

| appreciate the attention and timely service given.

5/11/2015 10:57 AM

Appreciate the personal attention and prompt reply media staff provides when a media need arises

5/11/2015 10:54 AM

The bulb in the LCD Projector in PB-16, room one casts a blue hue over the left half of the screen making most films hard to watch.
Please put a new bulb in.

5/11/2015 10:51 AM

2) Please rate the following services:

OUTSIDE OF THE CLASSROOM USERS - In meeting rooms, halls and other venues.
Users of: Media Equipment and Services (Operation & Repair)

Media equipment and services examples: Video conferencing systems, Desktop video
conferencing (including Scopia), sound systems - public address, video projectors, visual
presenters (Elmo), cable TV, and troubleshooting.
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Strongly Disagree  Neither Disagree Agree Strongly N/A Total Average

Disagree Nor Agree Agree Rating
1.69% 0.00% 5.08% 20.34% 59.32% 13.56%
| am satisfied 1 0 3 12 35 8 59 4.57
with the
customer service
1.69% 1.69% 3.39% 22.03% 57.63% 13.56%
| am satisfied 1 1 2 13 34 8 59 4.53
with the
response/delivery
time
1.69% 3.39% 5.08% 22.03% 55.93% 11.86%
| am satisfied 1 2 3 13 33 7 59 4.44
with the quality of
the work
1.69% 5.08% 13.56% 30.51% 35.59% 13.56%
| &1 SeifsTEs 1 3 8 18 21 8 59 4.08
with the quality of
the media
equipment
1.69% 8.47% 8.47% 28.81% 38.98% 13.56%
If there are 1 5 5 17 23 8 59 4.10
procedures for
use of
equipment, they
are
understandable
1.72% 0.00% 5.17% 24.14% 58.62% 10.34%
The Media 1 0 3 14 34 6 58 4.54

Services staff are
knowledgeable
about media

equipment
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Comments:

Media services is responsive to request and is able to remedy a problem quickly. The team is always helpful!

5/12/2015 7:55 PM

Very responsive staff

5/12/2015 9:13 AM

I have not used this service outside the classroom

5/12/2015 9:00 AM

I didn't notice a clear "user's guide" for the polycom equipment. That might help troubleshoot some basic issues so techs don't have to come out.

5/12/2015 8:35 AM

Suggest changing the survey selection on these questions as most people will select the first choice. So make the first choice strongly agree and reorder

across

5/12/2015 8:30 AM

the vocal mics for all-college meetings and kipaepae are underpar. it‘s hard on the ears to listen to voices coming through these mics.

5/11/2015 11:12 AM

I really appreciate the follow through with Scopia meetings that ensure that the connections are complete and the meeting can proceed.

5/11/2015 10:57 AM

again, appreciate the personal attention and prompt reply media staff provides when a media need arises

5/11/2015 10:54 AM

The sound quality on the Scopia makes it very difficult to include West HI participants in regular meetings.

5/11/2015 10:50 AM
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3) Please rate the following services:
Acquisition of media equipment: Media Services' research, compatibility check and

recommendations of media equipment for purchase. Classroom and non-classroom media
design and configuration.

Strongly
Disagree
0.00%
| am satisfied with 0
Media Services'
research and
recommendations
for purchase of
media equipment
0.00%
| am satisfied with 0

Media Services'
room design and
configuration for

media equipment

Comments:

Disagree

0.00%

3.45%

Neither Disagree Agree

Nor Agree

5.17%

6.90%

20.69
%

12

24.14
%

14

Strongly
Agree

39.66%

23

29.31%

17

N/A

34.48
%

20

36.21
%

21

Total

58

58

Average

Rating

4.53

4.24

Neal is very helpful when recommending different products. He always recommends quality products at a reasonable price.

5/12/2015 7:55 PM

4) Please rate the following services:
I think my capability to instruct has increased as a result of the services provided by...
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Classroom Media
Services:

Operation/Support,

Maintenance and

Repair

Outside of
Classroom Media

Services:

Operation/Support,

Maintenance and
Repair

Comments:

Strongly Disagree

Disagree

1.79 0.00%
%
0
1
1.79 1.79%
%
1
1

The team is helpful and responsive.

5/12/2015 7:55 PM

Neither Disagree

Nor Agree

7.14%

7.14%

Agree

23.21%

13

19.64%

11

The service provides a wider range of options for meetings and interviews.

5/12/2015 9:13 AM

Strongly
Agree

32.14%

18

23.21%

13

mabhalo for having Scopia an option for communication between students and instructors

5/11/2015 10:54 AM

5) Please rate the following services:
I think student learning has a positive impact from the services and technologies provided

by...

N/A

35.71
%

20

46.43
%

26

Total

Average

Rating
56 4.31
56 4.13
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Strongly
Disagree
1.79%
Classroom Media 1
Services:
Operation/Support,
Maintenance and
Repair
1.79%
Outside of 1

Classroom Media
Services:
Operation/Support,
Maintenance and
Repair

Comments:

Always provide good work.

5/12/2015 7:55 PM

Disagree

1.79%

3.57%

Neither Disagree Agree

Students are expose to the use of technology in the world today.

5/12/2015 9:13 AM

6) Please rate the following services:
Media Equipment Operation Training

Strongly

Disagree

1.69%

Media Services 1

Disagree

3.39%

Strongly

Nor Agree Agree
3.57% 25.00% 50.00%
2 14 28
5.36% 23.21% 42.86%
3 13 24
Neither Agree Strongly
Disagree Nor Agree
Agree
15.25% 27.12% 28.81%
9 16 17

N/A

N/A

17.86%

10

23.21%

13

Total Average

Rating
56 4.46
56 4.33

Total  Average

23.73%

14

Rating

59 4.02
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provides
training on
equipment and
topics relevant

to me

Training is
available when

needed

Media Services'
User manuals
are easy to
understand

Media Services'
User Manuals
have taught me
to capably
operate media

equipment

Overall | am
satisfied with
training
provided by

Media Services

Comments:

Strongly

Disagree

1.72%

1.69%

1.75%

1.69%

Disagree

6.90%

5.08%

5.26%

3.39%

Neither
Disagree Nor

Agree

10.34%

6.78%

8.77%

10.17%

Agree

27.59%

16

28.81%

17

24.56%

14

30.51%

18

The training manuals are easily accessible and easy to comprehend.

5/12/2015 7:55 PM

Strongly
Agree

36.21%

21

25.42%

15

26.32%

15

32.20%

19

Sorry, | haven't been aware of training sessions/materials on using the equipment.

N/A

17.24%

10

32.20%

19

33.33%

19

22.03%

13

Total

58

59

57

59

Average
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5/12/2015 8:35 AM

| wasn't aware there are user manuals available - where do we find these? Also if there is training, | would love to know more about it - |

haven't heard of any available. However, | did get information when | asked!
5/11/2015 11:01 AM

| appreciate that the manuals provided for the equipment are specific to the purpose needed and also appreciate the graphics

illustrating location of buttons etc.

5/11/2015 10:57 AM

7) How often have you asked for help from Media Services?

Answer Choices Responses

36.21%

1-2 times per semester 21
43.10%

3-6 times per semester 25
12.07%

7-12 times per semester 7
3.45%

More than 12 times per semester 2
5.17%

Not applicable 3
Total 58

Comment:

| used to ask all the time, but don't really need to anymore.
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5/11/2015 2:30 PM

8) On average, how long have you had to wait for a resolution from Media Services?

Answer Choices Responses
57.14%
Same day 32
Next day 25.00%
14
5.36%
2-3 days 3
1.79%
1 week 1
0.00%
2 weeks 0
1.79%
More than two weeks 1
8.93%
Not applicable 2
Total 56

Comments:

Mostly, Neil has been very helpful coming to the rooms to help us with any technical problems

5/12/2015 8:35 AM View respondent's answers
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Sometimes within a day, sometimes 1-2 weeks.
5/11/2015 2:00 PM View respondent's answers
same day or next day depending on circumstances
5/11/2015 11:55 AM View respondent's answers
They are great!

5/11/2015 11:01 AM View respondent's answers

9) Media Services Comments or Concerns:

They're doing an excellent service!!

5/13/2015 9:51 AM

They need more support to expand their services.

5/12/2015 7:55 PM

Good Job folks

5/12/2015 9:13 AM

Both Neal and Joe do an excellent job on campus. Glad to have them on our team.
5/12/2015 8:30 AM

They do a phenomenal job. My concerns about equipment outside of the classroom are not really because of Media Services, but more
because of what's available through my department.

5/11/2015 2:30 PM

Media Services are generally very responsive and effective at our College.

5/11/2015 12:05 PM

Media is the most responsive-- many days more responsive than POM and Academic Computing Unit.
5/11/2015 11:36 AM

Only issue | have is the hacker interruptions on poly com that dial in and hang up during class. Media services are aware and working
on it.

5/11/2015 11:27 AM

my office computer did not have a nice year but it was attended too diligently by the media team. mahalo nui!
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5/11/2015 11:12 AM

Neal & Joe both work their tails off for HawCC. They deserve a lot of credit. These two are supporting our entire campus. | take my hat
off to the quality of work provided by Media Services.

5/11/2015 11:11 AM

Over-all, | am very satisfied!

5/11/2015 11:01 AM

Thank you for all your support and your patience with my questions and concerns.
5/11/2015 10:57 AM

please update the media request form to be a fillable pdf file.

5/11/2015 10:54 AM

Thank you for all your assistance!

5/11/2015 10:52 AM

We really appreciate the excellent, reliable support from Media Services.

5/11/2015 10:44 AM
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