
Indiana State University Technology Satisfaction Survey, Spring 2015 
 
During the Spring 2015 Semester, the Indiana State University Office of Information Technology conducted a campus wide online 
survey.  The goal of this survey was to measure awareness of OIT services, assess how satisfied the ISU community is with 
services we provide, obtain individual feedback and determine what services need to be added or improved.  This is our baseline 
year, with plans to continue the survey every 12 – 18 months.  Because of the feedback received on this survey, we plan to 
expand our questions in the next survey to include other categories, such as Banner and Student Printers. 
 
Below is a short recap of the survey results.  Answers to questions for each group can be found at indstate.edu/oit/surveyresults/. 
 
The survey was targeted to our core user groups – Faculty, Staff, Residence Hall Students and Commuter Students.  All members 
of the above groups, with the exception of OIT Staff, were invited to participate in the survey.  Overall, 7.34% of the surveys were 
completed. 

    
User Groups Invited to 

take Survey 
Completed 

Survey 
Response 

Percentage 
    Faculty 676 134 19.82% 
    Staff 1157 238 20.57% 
    Residence Hall 

Students 3634 252 6.93% 

    Commuter Students 9640 485 5.03% 
    Total 15107 1109 7.34% 

 

  
   

Each user group was asked about major OIT services available to their group, as follows.   
 

Survey Question 
Classifications 

Residence 
Hall Students 

Commuter 
Students Faculty Staff 

Wireless Connectivity X X X X 
Wired Connectivity X 

   Blackboard Support X X X 
 Technology Support 

Center (Help Desk) X X X X 

Student Computer 
Support Center X X 

  Use of Personally Owned 
Devices for Work 
 

  

X X 

Our survey generally used a five-point Likert scale, with “very satisfied” or “excellent” as the highest rating. 
 
 Key Findings 
 
 Services our customers are generally satisfied with (although OIT will continue to improve): 

• 85% of faculty were satisfied or very satisfied with Blackboard Phone Support.  54% of faculty were very satisfied with 
Blackboard Phone Support. 

• 83% of faculty and staff said their technology problems were solved in an acceptable manner by the Technology 
Assistance Group. 

• 83% of commuter and residence hall students who used Blackboard Call-In Support said they were satisfied or very 
satisfied.  

• 80% of Residence Halls Students who used Blackboard Walk-In Support said they were satisfied or very satisfied. 
 
Services for improvement: 

• 78% of students were satisfied or very satisfied with the hardware and/or software support they received from the Student 
Computer Support Center. 

• 77% of faculty and staff rated the ability to connect to University-provided wireless network as above average or excellent. 
 
Services for significant improvement: 

• 61% of commuter students who used Blackboard Walk-In Support said they were satisfied or very satisfied. 
• 59% of students and 39% of faculty were not aware that Blackboard Support had Walk-In Support available. 
• 43% of students were not aware of Blackboard Phone Support. 
• 29% of Residence Hall students rated their ability to connect to the University-provided wireless network in their residence 

hall as above average or excellent. 



• The Commuter Student Survey was also sent to Distance Learning students.  They quickly told us they need a survey 
tailored to their unique circumstances.  Because of their responses, a Distance Learning survey has been sent to these 
students during the Fall 2015 Semester. 

 
One of the reasons for the survey was to discover areas where OIT is doing well and where we can improve services.  Listed 
below are some of our more detailed findings, along with examples of solutions we are already implementing: 
 
Students: 

• Students living in residence halls expressed concern about losing connection to the wireless network while taking tests or 
doing online assignments.  During the start of school for the Fall 2015 semester, OIT publicized what environmental 
factors could impact connecting to the wireless in residence halls (such as microwaves, wireless game controllers and 
Bluetooth devices) and suggested that students plug into the wired network connections, available in each room, when 
they are doing something really important.  OIT also supplied hundreds of free network cables to residence hall students, 
and plans to make this distribution a part of move-in activity every fall in the future, as well as part of its day-to-day 
support efforts.  

• Students requested additional Student Printers on Campus.  Three have been added – at 500 Wabash, Erickson Hall 
and University Apartments – Unit 2.   

 
Faculty and Staff: 

• When faculty were asked if they would use a chat function for Blackboard, 70% said they would use this service.  The 
Blackboard Support team is currently investigating how and when we can provide this service. 

• 53% of faculty and staff use personally-owned devices in addition to their ISU-issued devices for work activities.  These 
devices include laptops, desktops, smart phones and tablets.  Some also use software other than what is provided by 
ISU.  During the remainder of this year, OIT will begin analyzing how to expand our support for personal devices while 
also continuing to ensure we can provide good-quality support.  We hope to offer some additional services for personally-
owned devices before the end of this academic year. 

 
Combining and Improving Front End Customer Support: 

• Some students were not aware of all of the services offered by our support areas.  Both Blackboard Support and the 
Student Computer Support Center offer walk-in service.  We are currently working on combining those areas, along with 
the Technology Support Center.  In January of 2016, all three of those areas will be located in the lower level of Stalker 
Hall, so that our support location and our support hours will be the same for all services.  With these areas combined, our 
communications about where students can go for support can and will be much clearer in the future.  

• Faculty and staff also asked for walk-in technology support.  In response to this desire, and as a result of our already-
planned support consolidation, walk-in support for faculty and staff is now available at the Blackboard Support and 
Technology Assistance Group, in Parsons Hall, Room 003.  Beginning in January 2016, this service will move to the lower 
level of Stalker Hall.  This move, combining these two support areas along with the Student Computer Support Center into 
a consolidated Technology Support Center, will allow a greater range of services to faculty, staff and students, and will 
also result in improved efficiency in providing those services. 
 

Campus Wide Improvements to the Internet Connection and Wireless Network System: 
  
The following activities are under way or planned.  These activities were planned largely as a result of OIT’s understanding of the 
importance of the campus network, wireless coverage, and Internet connectivity to the day-to-day operations of the campus, and 
our regular planning efforts.  The survey comments served to highlight the importance of the work in these areas.  

• A second fiber pathway is in the process of being added so that we will have a redundant connection to the Internet by the 
end of the Fall Semester. 

• During the summer, OIT refreshed our core network hardware such that the bandwidth available for Internet traffic 
essentially doubled. 

• OIT has adopted new designs for the installation of wireless access points in our residence halls; we have already 
experienced improved service in Reeve Hall.  OIT will evaluate these new approaches in Mills Hall and 500 Wabash in 
November.  If successful overall, OIT will propose the work necessary to implement these new designs in other residence 
halls that are not being renovated or constructed. 

• OIT is in conversation with Cisco and other campuses to discover new ways to communicate best practices for users of 
wireless capabilities for faculty, staff, and students, so that users can prevent issues or know how to quickly remedy some 
situations themselves; think about how we all manage around and respond to the variations in cell phone signals; wireless 
on campus is not quite like that, but there are similarities. 

• OIT will continue to produce plans and proposals that result in the expansion and improvement of wireless capabilities in 
outdoor spaces and other locations on campus. 

 
For additional details on the survey please go to indstate.edu/oit/surveyresults/.   
 
The Office of Information Technology will continue to review the survey results, plan and implement improvements.  If you have 
comments or questions, please contact OIT at isu-OITFeedback@mail.indstate.edu.  
 


