Survey Results (All Respondents)

Below are the summary data table and Zones of Tolerance and Radar Charts for this survey.
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Understanding the Data Table

For each IT service outcome the statistical mean, standard deviation, and n*, where n*represents the
number of respondents who provided a complete rating for this service dimension. Thus, there may be

variation in n* across all service dimensions. Rows shaded yellow may indicate potential problem areas,

rows shaded red indicate a negative service adequacy gap score.

Connectivity & Access
Measures service quality of network access and the ability to access online services

# | When it comes to... | | Min | Des | Per | Adeq | Supr | n*
' Having adequate capacity (s eed, bandwidth) when using the wired 11 Mean : 6.48 1 8.43 1 7.31 1 0.83 1 -1.12 1
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Legend: Min = Minimum Level of Service; Des = Desired Level of Service; Per = Perceived Service Quality; Adeq = Adequacy Gap Score (perceived - minimum); Supr =
Superiority Gap Score (perceived - desired); n* = Total Respondents Who Completed Item; Mean = Statistical Mean; Dev = Standard Deviation; Red Color = Perceived <
Minimum; Green Color = Perceived > Desired; Yellow Color = Potential Problem Areas
Technology & Technology Services
Measures service quality of technology services such as software applications or classroom technology
# | When it comes to... | | Min | Des | Per | Adeq | Supr | n*
11 Having a university web site that provides timely and relevant 11 Mean : 6.87 1 8.42 1 7.52 1 0.65 1 -0.90 |
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Legend: Min = Minimum Level of Service; Des = Desired Level of Service; Per = Perceived Service Quallty, Adeq = Adequacy Gap Score (perceived - minimum); Supr =
Superiority Gap Score (perceived - desired); n* = Total Respondents Who Completed Item; Mean = Statistical Mean; Dev = Standard Deviation; Red Color = Perceived <
Minimum; Green Color = Perceived > Desired; Yellow Color = Potential Problem Areas
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The End User Experience
Measures service quality of training, technology support, and the end user experience

# | When it comes to... | | Min | Des | Per |Adeq| Supr| n*
11 Getting training or self-help resources that help me become more 11 Mean : 6.12 1 7.81 1 7.18 1 1.05 1 -0.63 |
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Legend: Min = Minimum Level of Service; Des = Desired Level of Service; Per = Perceived Service Quality; Adeq = Adequacy Gap Score (perceived - minimum); Supr =
Superiority Gap Score (perceived - desired); n* = Total Respondents Who Completed Item; Mean = Statistical Mean; Dev = Standard Deviation; Red Color = Perceived <

Minimum; Green Color = Perceived > Desired; Yellow Color = Potential Problem Areas

Other Technology Services
Measures service quality of technology services specific to respondents institution

# |When it comes to... | | Min | Des | Per |Adeq| Suprl n*
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Legend: Min = Minimum Level of Service; Des = Desired Level of Service; Per = Perceived Service Quality; Adeq = Adequacy Gap Score (perceived - minimum); Supr =
Superiority Gap Score (perceived - desired); n* = Total Respondents Who Completed Item; Mean = Statistical Mean; Dev = Standard Deviation; Red Color = Perceived <

Minimum; Green Color = Perceived > Desired; Yellow Color = Potential Problem Areas
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