
ASSESSMENT PLAN OVERVIEW – DIVISION OF ACADEMIC SERVICES & IT – Attachment A 

 

 

Unit: Admissions 
 

Critical Challenge 1: Effective Recruitment 

 

Outcome 1: Increase exposure of diverse and qualified college-bound students to GVSU. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 1.1: Increase 

attendance during bus trips 

and events by 10% by 6/10. 

 

                        

A. Annually identify 

targeted schools. 

                        

B. Annually contact 

identified schools.  

                        

C. Expand existing tele-

counseling for targeted 

populations. 

 

                        

D. Use AIM to identify 

students with high 

mobility potential. 

 

                        

E.  Develop a    

     communications  

     plan using Liquid  

     Matrix to identify  

     and reach students  

     from diverse  

     backgrounds. 

 

                        

F. Implement 

communications plan. 

 

                        

G. Data collection and   

     analysis. 

 

                        



ASSESSMENT PLAN OVERVIEW – DIVISION OF ACADEMIC SERVICES & IT – Attachment A 

 

 

 

Unit: Admissions 
 

Critical Challenge 1: Effective Recruitment 
 

Outcome 2: Assure optimal allocation of Unit resources. 
 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 2.1: Staff plan is 

created by January 2008 that 

outlines reallocating 

individual’s time to meet 

shifting demands throughout 

the recruitment cycle. 

 

                        

A. Review current 

allocation of duties – 

staff and yearly cycle of 

activity. 

 

                        

B. Identify areas of 

capacity deficits. 

 

                        

 C.   Develop and implement  

        plan. 

 

                        

  D. Review and evaluate  

       plan.  January 2009 

 

                        

 E. Data collection and    

      analysis. January 2009 
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Unit: Admissions 
 

Critical Issue #2: Interdepartmental Communications, Awareness, and Relationships 

 

Outcome 3: Improve admissions office liaisons to colleges and identified departments. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 3.1: 100% of all 

identified departments and 

colleges are contacted 

annually, beginning with the 

2006–2007 academic year 

. 

                        

A. Identify colleges and 

departments. 

 

                        

B. Assign staff to make 

contacts. 

 

                        

C. Define purpose and 

objectives. 

 

                        

D. Train staff regarding 

content and contact 

methods. 

 

                        

E. Make and maintain 

contacts. 

 

                        

F. Review and evaluate 

results. 

 

                        

G. Data collection and  

     analysis.  
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Unit: Admissions 
 

Critical Issue #3: Integrating Technology 

 
Outcome 4: Increase effective use of available technologies.  

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 4.1: Staff demonstrates 

proficiency and effective 

use of all technologies that 

are required to successfully 

perform their job by 9/08 

 

                        

A. Staff technology use 

needs are identified.  

 

                        

B. Individual staff 

technology training plan 

is developed and 

implemented. 

 

                        

C. Progress in technology 

use evaluated. 

 

                        

D. Data collection and    

     analysis. 
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Unit: Financial Aid 

 
Critical Challenge 1: Customer Service, Training, and Communications 

 
Outcome 1: Increase the level of confidentiality, accessibility, and efficiency of office and staff. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 1.1: Work space is 

redesigned by July 2008. 
 

                        

A. Review office space 

redesign plan in terms 

of meeting privacy, 

confidentiality, and 

accessibility 

requirements. 

 

                        

B. Review and revise (if 

necessary) redesign 

cost estimate. 

 

                        

C. Document the need to 

Administration (i.e., 

ADA compliance, 

proven noise level, 

visual privacy, student 

feedback, etc.). 

 

                        

D. Present recommenda-

tions to Provost’s Ofc. 

 

                        

E. Data collection and 

analysis. 
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Unit: Financial Aid  

 
Critical Challenge 1: Customer Service, Training, and Communications 

 
Outcome 1: Increase the level of confidentiality, accessibility, and efficiency of office and staff. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 1.2: A survey measures 

customer satisfaction with 

financial aid services 

beginning 7/07. 
 

                        

A. Identify a university 

resource to conduct the 

survey. 

 

                        

B. Implement response to 

survey findings. 

 

                        

C. Data collection and 

analysis. 
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Unit: Financial Aid  

 
Critical Challenge 1: Customer Service, Training and Communications 

 
Outcome 1: Increase the level of confidentiality, accessibility, and efficiency of office and staff. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 1.3: All staff are 

trained and equipped for 

future roles. Ongoing. 
 

                        

A. Compare staff–to-

student ratio and other 

capacity indicators 

with other colleges and 

universities using 

Banner. 

 

                        

B. Create a plan to 

reallocate staff to meet 

shifting demands as 

needed. 

 

                        

C. Identify future skill 

sets required for each 

position. 

 

                        

D. Identify training needs 

of each staff member. 

 

                        

E. Develop and 

implement individual 

staff training plans. 

 

                        

F. Data collection and 

analysis.  
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Unit: Financial Aid 
 

Critical Challenge 2: Meeting Students’ Financial Need 

 
Outcome 2: Increase awareness of Executive Officers of the need for their support for need-based financial aid and student wage funding. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 2.1: Advocacy and 

documentation justifies the 

request for increased 

institutional funds to 

support students with 

financial need.  Ongoing. 
 

                        

A. Measure unmet financial 

need (including size of 

financial gap, level of 

demand, size of student 

debt, etc.). 

 

                        

B. Prepare and present 

annual budget requests. 

 

                        

C. Data collection and  

     analysis.  
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Unit: Financial Aid  

 
Critical Challenge 3: Keeping Up with New Technology 

 
Outcome 3: Increase staff knowledge and use of new systems and technology. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 3.1: All staff is trained 

in Banner by 1/07.  

Additional training will 

continue on an ongoing 

basis. 
 

                        

A. Assign staff members 

to train other staff. 

 

                        

B. Develop training 

manual. 

 

                        

C. Begin training. 

 

                        

D. Appropriate staff will 

attend state, regional, 

and national meetings 

and will be involved in 

Banner User Groups.  

 

                        

E. Staff will annually 

identify and propose 

improvements to the 

Banner Financial Aid 

System. 

 

                        

F. Data collection and 

analysis. 
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Unit: Financial Aid  

 
Critical Challenge 3: Keeping Up with New Technology 

 
Outcome 4: Assure sufficient Information Technology support. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 4.1: Existing IT staff 

capacity and response meets 

Financial Aid’s needs by 

7/08. 
 

                        

A. Document current and 

future needs. 

 

                        

B. Track IT staff response 

to expressed needs. 

 

                        

C. Evaluate and make 

recommendations (if 

any) regarding support 

and capacity needs. 

 

                        

D. Data collection and 

analysis.  
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Unit: Information Technology 

 
Critical Challenge 1: Staff Resources, Alignment, and Training 

 
Outcome 1: Increase and align staff capability to meet the university’s IT needs. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 1.1: All staff are 

assigned and trained 

commensurate to their 

abilities and the IT Unit’s 

needs.  Ongoing. 

 

                        

A. Identify training needs.  

 

      

 

                  

B. Send staff to training. 

 

                        

C. Reassign staff as 

appropriate. 

 

                        

D. Data collection and 

analysis.  
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Unit: Information Technology 

 
Critical Challenge 1: Staff Resources, Alignment, and Training 

 
Outcome 1: Increase and align staff capability to meet the university’s IT needs. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 1.2: Tools to improve 

speed and efficiency are 

implemented. Ongoing. 

 

                        

A. Analyze identified 

needs (from staff or 

users), for software, 

hardware, cost, (ROI). 

 

                        

B. Create acquisition 

plan. 

 

                        

C. Implement plan. 

 

                        

D. Review and evaluate 

process. 

 

                        

E. Data collection and 

analysis. 

 

                        



ASSESSMENT PLAN OVERVIEW – DIVISION OF ACADEMIC SERVICES & IT – Attachment A 

 

 

 

 

Unit: Information Technology 

 
Critical Challenge 1: Staff Resources, Alignment, and Training 

 
Outcome 1: Increase and align staff capability to meet the university’s IT needs. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 1.3: Develop and 

implement a temporary / 

contract staffing plan by 

10/07. 

 

                        

A. Identify needs (skill 

sets, project 

requirements, time 

frame, and duties).  

 

                        

B. Identify staffing 

resources 

 

                        

C. Negotiate contracts. 

 

                        

D. Oversee and monitor.  

 

                        

E. Data collection and 

analysis. 

 

                        



ASSESSMENT PLAN OVERVIEW – DIVISION OF ACADEMIC SERVICES & IT – Attachment A 

 

 

 

 

Unit: Information Technology 

 
Critical Issue #2: Responding to Service and Education Demands 

 
Outcome 2: Increase access to and use of emerging technologies. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 2.1: Banner is 

implemented according to 

schedule. 

 

                        

A. Monitor staffing 

issues. 

 

                        

B. Monitor hardware 

requirements. 

 

                        

C. Monitor 

implementation 

schedule. 

 

                        

D. Provide training and 

additional tools. 

 

                        

E. Data collection and 

analysis.  
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Unit: Information Technology 

 
Critical Issue #2: Responding to Service and Education Demands 

 
Outcome 2: Increase access to and use of emerging technologies. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 2.2: Windows/Office is 

implemented by 12/07. 

 

                        

A. Identify resources. 

 

                        

B. Develop 

implementation plan. 

 

                        

C. Review and evaluate. 

 

                        

D. Data collection and 

analysis.  

 

                        



ASSESSMENT PLAN OVERVIEW – DIVISION OF ACADEMIC SERVICES & IT – Attachment A 

 

 

 

 

 

Unit: Information Technology 

 
Critical Issue #3: Data Security 

 
Outcome 3: Improve university-wide awareness of security risks and actions. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 3.1: Incorporate 

security content in all IT 

seminars by 1/07. 

 

                        

A. Create security 

content. 

 

                        

B. Educate IT staff, to 

offer common 

message. 

 

                        

C. Implement. 

 

                        

D. Review and evaluate 

process. 

 

                        

E. Data collection and 

analysis.  
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Unit: Information Technology 

 
Critical Issue #3: Data Security 

 
Outcome 3: Improve university-wide awareness of security risks and actions. 

 

 Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 3.2: Contact all 

Departments and offer to 

speak at meetings and 

seminars beginning 1/07. 

 

                        

A. Develop and 

implement outreach / 

contact strategy. 

 

                        

B. Review and evaluate 

process. 

 

                        

C. Data collection and 

analysis.  
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Unit: Information Technology 

 
Critical Issue #3: Data Security 

 
Outcome 3: Improve university-wide awareness of security risks and actions. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 3.3: All university 

personnel annually receive 

security information 

beginning 9/08. 

 

                        

A. Develop content. 

 

                        

B. Collaborate with 

Institutional Marketing 

to get on web. 

 

                        

C. Research other 

universities’ data and 

document security 

management policies. 

 

                        

D. Present 

recommendations for a 

university-wide policy 

to Provost’s Office. 

 

                        

E. Implement. In 11/08 

 

                        

F. Data collection and 

analysis. 

 

                        



ASSESSMENT PLAN OVERVIEW – DIVISION OF ACADEMIC SERVICES & IT – Attachment A 
 

 

 

 

Unit: Information Technology 

 
Critical Issue #3: Data Security 

 
Outcome 3: Improve university-wide awareness of security risks and actions. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 3.4: Policy is 

developed and used 

requiring IT’s review of all 

new IT dev’t. projects 

beginning 3/07. 

 

                        

A. Define and finalize 

policy. 

 

                        

B. Disseminate policy via 

department 

presentations, bulletin 

boards, and web. 

 

                        

C. Advocate for campus-

wide policy (with 

Facilities, Purchasing 

Dept. & Provost’s 

Office). 

 

                        

D. Data collection and 

analysis. 
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Unit: Information Technology 

 
Critical Issue #3: Data Security 

 
Outcome 4: Strengthen security actions taken by IT. 

 
Obj. 4.1: Increase 

vulnerability scans to twice 

annually beginning 1/07. 

 

                        

A. Conduct scans in 

January and July 

annually. 

 

                        

D.  Data collection and  

      Analysis. 
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Unit: Information Technology 

 
Critical Issue #3: Data Security 

 
Outcome 4: Strengthen security actions taken by IT. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 4.2: Dept. security 

reviews eliminate unused 

and unnecessary access by 

10/07 and ongoing. 

 

                        

A. Establish a policy 

governing account 

management. 

 

                        

B. Identify unused Log-

ins. 

 

                        

C. Identify new hires, 

departures, and 

transfers. 

 

                        

D. Administer accounts. 

 

                        

E.  Verify lists of all   

      Departments’ personnel. 

 

                        

F. Explore verification of 

data level security. 

 

                        

G. Data collection and 

analysis.  
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Unit: Information Technology 

 
Critical Issue #3: Data Security 

 
Outcome 4: Strengthen security actions taken by IT. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 4.3: University-wide 

installation of Anti Spyware 

software reduces Spyware  

help calls by 80%, resulting in 

250 staff hours recovered 

annually by 9/09. 

 

                        

A. Evaluate current and 

emerging Spy ware 

applications. 

 

                        

B. Select / acquire 

application. 

 

                        

C. Implement. 

 

                        

D.  Review and evaluate    

      application’s performance. 

 10/08 & ongoing. 
 

                        

  E.  Data collection and  

        analysis.  
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Unit: Information Technology 

 
Critical Issue #4: Facilities, Technology Space, Planning 

 
Outcome 5: Assure sufficient space to meet IT Unit’s growth needs (Staff, Data Center, Receiving).  

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 5.1: Define and design 

facilities infrastructure 

needs for future growth by 

7/07. 

 

                        

A. Document current and 

projected occupancy. 

 

                        

B. Project expansion 

potential, based on 

capacity (HVAC, 

electrical, room design) 

 

                        

C. Discuss three-year 

needs with Facilities 

Planning and Provost’s 

Office to increase 

awareness of facilities 

infrastructure 

constraints  

 

                        

D. Define needed 

improvements re: 

A. Shipping / receiving 

B. Operations 

C. Security 

D. Consolidated /  

      efficient space 

 

                        

E.  Data collection and    

      analysis.  
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Unit: Office of Records & Registration 

 
Critical Challenge 1: Ensuring Responsive Customer Service 

 
Outcome 1: Maintain peak customer service satisfaction. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 1.1:  Expand customer 

information and web-based 

services.  Ongoing. 

 

                        

A. Develop and implement 

a plan to increase 

distribution of 

information and 

services through 

existing vehicles (web, 

printed and electronic 

media).   

 

                        

B. Conduct multiple user 

surveys.  

 

                        

C.  Convert in person    

      services to online 24/7  

      access.  

 

                        

D.  Data collection and 

      analysis. 
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Office of Records & Registration  

 
Critical Challenge #2: Integrating Technology 

 
Outcome #2: Optimize use of available and future technology. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 2.1:  Identify the 

technology requirements for 

each position. December 

2008. 

 

                        

A. Identify all available 

     technology.  

 

                        

B. Review and revise the 

     qualifications, skills,   

      tasks and duties  

     required in each  

     position.   

 

                        

C. Align each position 

with the available 

technology necessary 

to successfully fulfill 

the position’s 

requirements.  

 

                        

D. Data collection and 

analysis. 
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Office of Records & Registration  

 
Critical Challenge #2: Integrating Technology 

 
Outcome #2: Optimize use of available and future technology. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 2.2:  Staff use of 

technology is evaluated 

regularly.  December 2008. 

 

                        

A. Add the specific 

technology 

requirements to each 

position’s Professional 

Development Plan.   

 

                        

B. Implement revised 

Professional 

Development Plans.   

 

                        

C. Data collection and 

analysis. 
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Office of Records & Registration  

 
Critical Challenge #2: Integrating Technology 

 
Outcome #2: Optimize use of available and future technology. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 2.3:  Future 

Technology is identified, 

evaluated, and acquired.  

Ongoing. 

 

                        

A. Conduct literature 

reviews and product 

identification.   

 

                        

B. Participate in 

networking, 

conferences, users 

groups and list serves.   

 

                        

C. Contribute 

recommendations 

regarding future 

technology.   

 

                        

D. Approve and acquire. 

 

                        

E. Data collection and 

analysis. 
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Office of Records & Registration  

 
Critical Challenge #3:  Aligning and Maximizing Staff Resources 

 
Outcome #3: Optimize staff resources. 

 

Task 9/06 10/06 11/06 12/06 1/07 2/07 3/07 4/07 5/07 6/07 7/07 8/07 9/07 10/07 11/07 12/07 1/08 2/08 3/08 4/08 5/08 6/08 7/08 8/08 

Obj. 3.1:  All staff are 

trained and prepared to 

assume a variety of 

functions.  January 2008. 

 

                        

A. Develop and implement 

a plan to increase 

cross-unit support.  

 

                        

B. Develop and use an 

assessment tool for 

determining staff 

proficiency in higher 

level service tasks.   

 

                        

C. Develop and use 

     individualized staff  

     training which may  

     include personal and  

     professional dev’t plans.   

     12/08 
   

                        

D. Data collection and 

analysis.  

 

                        

 

 


