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During the second half of the Spring 2004 term, the Office of Analytic Studies administered the third in its annual series of in-class student surveys. Surveys were distributed in a spectrum of classes meeting during selected days and times, with 1,104 useable questionnaires completed by early May. Analysis suggests that in most respects the final survey sample is representative of the larger group from which it is drawn (i.e., all students enrolled in Spring 2004).


The survey questionnaire included questions about class size, online classes, Instructional and Information Technology Services (IITS), and the availability of end-of-term grades.  This report focuses on the responses to the survey questions about respondents’ use of, and satisfaction with, IITS.
  The questions in this part of the survey focused on four general areas: respondents’ use of personal and on-campus computers, preferred means of dealing with technology-related problems, their satisfaction with IITS services, and their level of interest in potential new programs.


In addition to describing overall response patterns, the following pages examine a number of subgroup differences. In particular, statistically significant differences in four key variables are summarized: attendance status (i.e., day vs. evening students), undergraduate entry status (i.e., first time freshmen vs. transfer students), current class level, and college housing respondents’ majors. Appendix B reproduces IITS-related comments elicited by a question inviting respondents to “make additional comments about the topics considered” in the survey.


According to the survey data, nearly all respondents have a computer at home and most indicate they use it every day. The majority also use the campus computer labs, their campus e-mail accounts and the CSUSM web site more than once a week. Approximately two in five respondents report owning a laptop computer, though most do not bring it to campus regularly.


Just over half of the respondents have had problems with an on-campus computer and approximately two-fifths have experienced problems with their e-mail accounts or the campus web server. When these problems occur, most respondents prefer to seek help in person rather than electronically or over the phone. 


The vast majority of respondents report being satisfied, if not very satisfied, with various campus technology services, including the computer labs, the SMART web, and the campus web site. In addition, most respondents express similar sentiments about the current level of staff service in the computer labs.  At the same time, one-quarter of the respondents would like to see expanded support for the computer labs and the student help desk.

Although most respondents who own laptop computers do not bring them to campus regularly or use their wireless capacity, four in five favored having wireless laptop computers available for temporary use in the library.  A good many respondents also expressed interest in having video equipment available for temporary use and/or video editing capability in the labs.

Summary of Findings

Computer Use
· As Table 1 indicates, nearly all respondents have access to a computer at home, with approximately three in four using it daily. Between one- and two-thirds of the respondents also report using their campus e-mail accounts, the CSUSM web site, or an on-campus computer lab several times a week or more.

· Respondents who entered as undergraduates are much more likely than those who entered as graduate students to use their campus e-mail accounts or an on-campus computer (see Table 2). In addition, students entering as first-time freshmen are somewhat more likely than those entering as transfer students to use their campus e-mail accounts (84% vs. 76%).

· Two in five respondents own a laptop computer and just over half say they take advantage of its wireless capabilities at least occasionally (see Table 3). However, only 17% reported bringing a laptop to campus on a regular basis.

· Respondents entering as transfer students and owning laptop computers are somewhat more likely than similarly equipped respondents entering as first time freshmen to bring their laptops to campus on a regular basis (see Table 4).

Dealing with Technology-Related Problems

· As Table 5 indicates, just over half of the respondents have encountered problems with an on-campus computer. In addition, approximately two in five respondents reported having problems with the campus web server or with their e-mail accounts (44% and 39% respectively). 

· Respondents who indicated they had encountered problems with various campus technology services were asked how they preferred to deal with them.  According to Table 6, the majority prefer to seek help in person, with many relying on staff in the computer labs.

· The vast majority of respondents who need help with an on-campus computer problem (91%) either visit the Help Desk or seek aid from the staff in the computer labs.

· Although three-fifths of the respondents who experienced problems with their e-mail accounts or the web server prefer in-person assistance (61% and 57% respectively), the remaining two in five prefer to seek help via the telephone or e-mail. 

· Table 7 examines the differences in help-seeking preferences between students who take daytime classes and those who take at least one evening class. Although both groups prefer in-person assistance, respondents who take evening classes are at least somewhat more likely to prefer help via e-mail or telephone. The difference in preferences is least evident for problems with on-campus computers.

Satisfaction with Campus Technology Services
· As Table 8 reveals, the vast majority of respondents are familiar with various aspects of the campus’s technology services (e.g. computer labs, the SMART web and the campus web site). Comparatively,  awareness of campus support for web publishing is least widespread (57% vs. 83% or more).

· Overall, respondents who entered as undergraduates are more familiar with the campus’s various technology services than are those who entered as graduate students (see Table 9).

· Nearly all respondents are satisfied with the computers in the campus computer labs, as well as with their access to them.  Further, approximately four in five respondents express satisfaction with the helpfulness and availability of the computer lab staff and three in four indicate they are satisfied with the printing facilities available in the labs (see Table 10). This last is the only item about which more than a handful of respondents express dissatisfaction.

· Over 90% of respondents are satisfied with the SMART Web, support for campus e-mail services and Web publishing, and the utility and navigatability of the CSUSM web site (see Table 10).

Interest in Potential New Services Offered by IITS

· One of the questions focusing on IITS asked respondents how interested they would be in using several new or expanded services being considered by the university. Between two-thirds and four-fifths indicated at least some interest in the four potential new or expanded services proposed.  Table 11 indicates that temporary use of wireless laptops or digital cameras generated more interest than the other two options considered (i.e., seminars on the use of equipment and video-edit capabilities).

· As one might expect, respondents using the on-campus computer labs at least weekly are more likely than others to be interested or very interested in having laptops or digital camera equipment available for temporary use (see Table 12).

· When respondents were asked whether they would like to see various technology-related services expanded, two in five indicated that they were satisfied with current levels of service in all areas considered (see Table 13). At least one-quarter of respondents felt two service areas needed additional resources or support: instructional computer labs and the student help desk.

Open-ended Comments about IITS
The last question on the survey form asked respondents for any additional comments they might have about the topics covered. Of the 306 respondents who made comments, 39 (13%) used the open-ended question to comment on IITS. In addition, 23 respondents provided written-in responses to a question about the types of services they would like to see expanded by IITS. These comments are reproduced in Appendix A.

· Fully half of the general comments praised the services provided by IITS. Areas of concern included the helpfulness of computer staff and problems with e-mail accounts (e.g. too much Spam).

· Respondents mentioned several areas in which they would like to see services expanded: hours of operation for the computer labs, wireless computer access, and digital video and film equipment in the labs.

Appendix B:

Open-ended Comments Relating to Instructional and Information Technology Services


The last question in the Spring 2004 In-class Student Survey asked respondents for additional comments they might have about the topics considered in the survey. Of the 306 respondents who made comments, 39 (13%) used the open-ended question to discuss Instructional and Information Technology Services (IITS). In addition, 23 respondents provided written-in responses to a question about the types of IITS services they would like to see expanded.
  Comments from both questions have been combined and grouped into the categories listed below. Wherever possible, respondents’ comments were grouped in terms of their main theme. When a single respondent commented on more than one issue, the comments were subdivided and placed into the appropriate categories. The numbers in parentheses next to the category and subcategory titles below indicate the number of comments in each grouping.
C o d i n g   C a t e g o r i e s   U s e d
I. Services respondents would like to see expanded.


A. Access to computer labs (8)


B. Availability of wireless access (7)


C. Access to video and film equipment in the labs (7)


D. Greater access to specialized computer programs (e.g., SPSS) (3)


E. Provide training on computer applications (2)


F. Other (5)

II. Praise for IITS (9)

III. Helpfulness of the IITS staff (6) 

IV. Use of CSUSM-provided e-mail accounts (5)

V. Other (5)

R e s p o n d e n t  C o m m e n t s

I. Services respondents would like to see expanded.


A. Access to computer labs

Computer labs are no longer open on weekends and library is only open 1-5 on Saturday and Sunday.

More computers and labs in other areas of campus and more printers – longer hours and more days available.

More computers.

Open computer lab earlier.

Sometimes I cannot get online at home, so I come to campus to access the Internet. Usually my only available time to come is on the weekends. I am really disappointed when I drive 30 minutes only to find out they are having library server errors or they are maintaining the library server and you cannot even get on.

Lab should be open later (one in Academic).

I wish there were more computer labs because the main one in Academic Hall is always crowded.

Computer labs need to be open for extended hours after the library closes and there must be more computers available at the labs.  It’s difficult to get a computer sometimes, the labs are too crowded and there are not enough printing stations which cause long waiting lines.  


I.B. Availability of wireless access

Wireless access campus-wide!

Better 802.11 wireless access in Kellogg Library.

Wireless in the Dome.

Very disappointed that the wireless network was not available in the library when it opened.  Big library with everyone still huddled in one general area, where they could get on line!

Information Technology Services:  need more wireless access

Wireless Internet still not available throughout the school or buildings. Makes it hard to use service when you are restricted to use it even in buildings that are assigned as accessible. 

Should have more open wireless connections around campus.


I.C. Access to video and film equipment in the labs

Video/film equipment, studios and labs.

More editing labs. A green screen. Some more video equipment (dollies/cranes). More cameras (35 mm). More lenses (telephoto/wide).

More/better video cameras. Green/blue screen. More computers.

Video computer labs need more equipment or fewer students. They also need better equipment (decks) and more higher quality 3-chip cameras. Would like to see classes on specific aspects of video such as lighting (not beginning, but intensive) and reconstruction of film and video in a practical sense. Campus e-mail needs to be faster, more navigable with more features. 

More video editing computer labs because my class has to share a lot.

More video cameras and editing labs.

Video editing techs would be awesome. 

I.D. Greater access to specialized computer programs (e.g., SPSS)

SPSS in all computer labs.

Wish some of the computer programs used on campus were available for students to use on their home PC’s.  As I am only able to be on campus for classes, I need to be able to work easily from home.  This has not always been possible, e.g., SPSS, data analysis.

Courses that are predominantly computer based (i.e., SPSS, Statview) should be licensed so that students can have a user/pass from home to do the larger assignments.  

I.E. Provide training on computer applications

Microsoft Office classes.

I really like the idea of seminars for some of the software offered in the computer lab like Adobe Photoshop or illustrator.


I.F. Other

Graphic design.

Extra ram storage.

High speed Internet access and ability to access hard drives from home.

My own website.

Copy centers.

II. Praise for IITS

IITS: I have an alumni email/Internet account. IITS has been helpful over the phone. They never make me feel like a computer dummy.

I do, however, like the new feature of being able to access the library journals and articles from home more easily than it was last year. 

The availability of technology is great. I often find myself helping others with technology when they are transfer students. It is fun to learn and grow with the university. 

I do like the computer labs and other technological resources here at the school.  They are very good.

ITS allows me to work on my regular job when I have a break.  Wireless is very helpful for that.

Tech services have been excellent.  I live in the dorms, and have received a lot of support.

Also, I like CSUSM computer lab and library.

Computer availability on campus is great.

Smartweb – I love Smartweb.  It helps me stay on top of my goals without constantly visiting my counselor.  CSUSM website – helps me stay organized and know what is going on on this campus.  I find it extremely useful.

III. Helpfulness of the IITS staff 

More knowledgeable staff.

Never used technical support aside from printing in lab. Assistant knew very little.

More knowledgeable staff ready to answer students’ questions and their available office hours for computer classes.

There are times when help desk employees are unfriendly, disrespectful.  It seems to me that they do not want to help.  Why work there then?

Assistance in computer labs is hit or miss, usually miss, especially the lab in Academic Hall.  They are not at all helpful. 

IITS seems like they are not as knowledgeable as they should be.  I have had problems with my account every semester.  I’ve been here (fatal problems), and sometimes it took weeks for fix.  All of my files were erased on many occasions.

When using the IT services I find that they are not familiar with some of the programs – Arc View and did not know how to fix the problem.

Instructional and information technology services:  More knowledgeable and accessible staff with media services.  

IV. Use of CSUSM provided email account

Spam blockers on Web mail should be installed.

I use the campus provided web mail daily; however I am now receiving lots of spam and there is no way (that I know of using this email service) a way to block the addresses of spammers or to create a “safe list”.

Need an updated email system.  Not able to do much with email.  Doesn’t look professional (i.e., Outlook style).

Make e-mail filter for campus e-mail accounts.  Way too much spam to wade through on a daily basis.

I think the e-mail system is not very convenient.  It is hard to manipulate.  I think it should be simpler like Yahoo or Hotmail.

V. Other

A policy that requires students in work areas to be quiet.  Cell phones should not be used in computer labs where instead of a social hour it should be for studying.

I don’t have access to the internet at home so when I do use it, I use it at school.  But I don’t ever use it that much.  Only when I have to.  So I feel kind of bad answering the questions about technology.

I hate Apple computers, should use PC’s throughout campus.  Especially in labs.

We need more Mac computers.

It is not fair that we cannot type other languages on computer.  There are many students whose first languages are not English.  The campus should provide us a service, so we can type another language, other than English and Chinese.










	� The sample is unrepresentative in three related respects: postbaccalaureate students are underrepresented, as are students in the College of Education and those attempting 6 or fewer units.  Taken together, these segments represent less than one-tenth of the respondents and only three-tenths of the students enrolled at CSUSM in Spring 2004 (for more detailed discussion of sample representativeness, see Appendix A.


	� Special thanks are due to Teresa Macklin for her assistance in developing the questions in the IITS part of the survey.


� Respondents entering as graduate students are most likely to bring a personal laptop to campus (41% vs. 15% of undergraduates) but their numbers are too small for reliable percentages (n=17).





	� If a respondent provided written-in comments about IITS on both questions, the comments were compared to ensure that no duplicates are reported here. 





