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CHAPTER SIX: ACADEMIC SUPPORT SERVICES

There are four major academic support services on cathpus.  The Queens College
Library and the Academic Computer Center report 10 the Vice President for Campus
Affairs, Planning and Information Systems. The Academnic Skills and Resource Center and
the Center for instructional Media Support report 1o the Associate Provost. All are
saffering from grave shortages of funds for staff or equipment (or both). Al should by
rights receive substantially increased budgets at the earliest possible moment.

i. The Queens College Library
A, Structure

The Queens College Library consists of the Benjamin 8. Rosenthal Library and the
Music Eibrary. The award-winning Rosenthal Library opened in 1988, The six-floor
building contains the general reference, reserve, and circulating collections, periodicals,
microforms, and government publications. It also houses two Hbrary classrooms, the At
Library and Art Center, the Archival Center, a large reading room open both during Hbrary
hours and during times when the Hbyary is closed, 11 group study rooms, 2 seminar rooms,
50 faculty carrels, the Graduate School of Library and Tnformation Studies, a 230 seat
sudiorium for campus and public events, and two conference rooms for campus evenis.
The Music Library, opened in 1989, is located in the Aaron Copland School of Music, It
has two levels, houses a collection of books, scores, journals, records, and compact disks
ancd has & hstening facility and a seminar room. Both buildings and libraries were opened
since the last Middle States Association visit and provide well designed and assthetically
pleasing spaces for research, instruction, and study as well as adeqguate space to house
collection growth well into the fumre. The facilities seat 180G stadents with & variety of
options for individual and group study.

While functioning as an essential academic suppor unit, the Library is also an
academic departnent. The appointed Chief Librarian is aiso the departtment chair, and the
iibrarians are on faculiy lines. The Library, therefore, has voting represemation on
governatice hodies, the College P & B and the Academic Senate: this is not the case for the
other three academic support unils.

B, Collections

The Queens Collegr Library's mission 15 to provide collections and services o
sapport the instructional programs and cugriculam of the college. To the extent possible
with funding allocated, the Library also tries 1o support faculty and advanced graduate
student ressarch, including that of doctoral students and faculty in the laboratory sciences
based ou campus. In pecent years, it has become increasingly difficult to maintain
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¢oflections in suppert of sndergraduste and graduate instruction; faculty research needs are
net currently given high priority in acquisitions,  Generally, the Library has emphasized
traditional print collections, but video cassettes and electronic media are pow g growing part
of the collections. The Art and Music libraries coliect related media (LP's, CH's, siides,
pictures} bot have not added laser discs or CD-ROM’s because of & lack of requisite
squipment, External evaluators of the music school, commentiog favorably on the basic
coliection, noted the lack of appropriste equipment for viewing videe and multimedia
materials. Gifts from the Friends of the Library and the School of Education have provided
requisite equipment for the BEducation Curriculum Cenger.  The Library is currently seeking
development funding for additional and replacement equipment to use with elecironic

meddia.

Through the mid 1980's, a network of subject bibliographers and faculty lialsons
bl strong undergraduate collections of monographs and sertal publications foliowing the
tenets of the Library's Coliection Development Policy, created after 2 thorough consuitation
with the faculty. Ar, education, music, Romsnce tanguages, and sclence collections were
particuiarly strong and supported advanced instroction and research. The Bbrary also
purchased printed curricaium materials, BEnglish s 2 Second Language {ESL) materialg,
stimic studies materials that supported cross-disciplinary needs, course texthooks, and
recreational reading.

In the decade since the last Middle States review, the collection has grown by over
100,000 volumes to 672,400 volumes. The acquisitions budget grew through 198%/96 but
has since declined steadily to less than healf of thar a decade ago. Consequently, the rate of
coliection growih has siowed considergbly it the later part of this period. The journal
collection grew twough 1988, At 4142 dtles, it was the largest within CUNY. Tt has
declined precipitousty during the last three years, Journa! cancellations have been made
every year since 1988, but were most dramatic in 1993-94 and 159495 (Table 6-1}.
Decyreasing acquisitions budgets, rising serials costs, and the introduction of electronic
dagabases have combined o make it difficult 1o sustain jowrmal and print collections at the
levels necessary to support curricular and research needs. The 1894 17, 8, Periodicat Price
index {LISPPL:, collectad annuealiy by the Library Materials Price Index Committee of the
Association of Library Collections and Technical Services {4 division of the American
Library Association), shows a cumulative increase of 238.1 percen{ between 1986 and
1993, whereas the Higher Education Price Index grew 73.5 percent, and the Consumer
Price Index grew 34 percent. These price increases have decreased the purchasing power of
ali acadernic ibrasies and have been particularty devastating when librasy budgets remain
level or decrease as has been the case with Queens College.

Support of science programs and al} graduate programs dependent on jonrnals has
dininished dramatically as journals that once represented 70% of the acguisitions budget
have been cancelled. Support for doctoral studies and advanced undergraduate research in
the scientes reguires access (0 increasingly expensive research materials. Yot the Library
has had to cance] key journals and indexes (. g. Biological Abstracts; Science Chation
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Index) in order 10 preserve equity among the disciplines, Although articles are available
free of charge $o faculty and graduate students via document delivery services, this
subsgtitution does not fully meet research needs: nor does it provide access 0 undergraduste
students. Within this fiscal climate, it has been difficult {o support new curricuiar
imtiatives such as East Asian languages and business, and many of the symall
irperdisciplinary programs that reguire foreign language publications., The Library no
longer routinely acquires materials in foresgn Janguages, ESL materials, multiple copies,
textbooks, recreational reading, or other matenals not closely allied 1o course requirements
or facully requests.

TABLE 6.1 - COLLECYTIONS

¥ear Vaianes Fatal Yohmes Journal Kerials Miceo- Teial 5535
Added Volumes per FIE Tities Tiglex forms for Tibrary
per FTE Materials
B85 15,121 573 813 2 4EH1 33 331,138 S6E3 418
B5-86 YIA0 583 973 53 AR L} 353.772 688,188
Bo 87 14 849 632 52 4106 34 568,732 $71g 859
BY-B8 9433 601,741 313 4142 36 503,627 5721856
88-89 12,956 617,241 5.6 475 A5 MiA 3521312
Bo. B} Bl P41 631,791 514 S84 33 635,706 5094 108
539 12,3534 043,127 511 K7 By 637 302 348 848
91-92 H 674G 653 406 313 015 .32 57013 5822 801
993 QBB 463 484 331 3063 v 612,424 SB76.944
9304 B9t0 672.3%0 54 3258 24 431 BET 788,734
44-93 . 423,080

~Mid year estmate. Doos ot include atlocation of $100.000 from Gueens College Foundation,
Towals do not inchude compurer files.

Complicating this sitoation is the actual cash flow. Acquisitions funds have been
released as supplements to the Library late in the College fiscal year. It has become
difficult, and in some years mnpossible, to purchase books at the time of publication. This
fanding situation has made 3 impoessible o codlect systematically in ey areas, and the
collection has many gaps. While all divisions suffer as a resolt of an inadequate budget, the
Arts and Humanities faculty has been particalarly vocal about adverse effects on the
acquisition of needed titles from abroad, from publisher backlists, and from antiquarian
sources. I has also been impossible 10 use approval plang that aid n yystemanic snd
economical acquisition.
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I view of the reduced funding to the Library in spring 1993 and in ovder to involve
a brosd cross-section of the college community in deliberations about funding colections,
former President Kenny appointed a committee of deans, facalty, librarians, fthe Vice
President for College Affairs, Planning, and Information Systems and the Acting Pravost to
review the allocations of the ibrary acquisitions budget among the divisions. That
gommitee reviewed the past and corrent allocations to the college divisions amd the
iiterature on fund allocation formatas bt did pot change distribution of allocations for the

1993-94 academic vear.

The Committee was reconvened after the arrival of the new Chief Librarian in fali
1993 to reconunend changes in the structure of aliocation that would promote eguity and
meet corricaiar peeds.  The Committee made re-allocations at the divisional level, reducing
the aflocation to the sciences, bul recognized that the root problem was the amount of
overzll funding availabie. It recommended a minimum acquisitions budget of $1.3 million
10 support the current academic programs. in reality, the acquisitions budget for FY 1995

i approgimately $425 006,

Eesponding to the seriousness of a situation in which, for 1993-94, the initial
acgaisitions budget was 30% less than the previous vear's, the Commitiee broadened Hs
scope of activity to ook at the foture of library collections as well as the immediate fand of
atlocation issee. Its recommendations included: (1) restoration of the funding to a base
adeguate to sapport carpioular, if not faculty apd resesrch needs; {2) acknowiedgement tha
the collection development poticy as well a8 library and teaching facully assamptions need
to be revised dramatically to take into account sustained underfunding of the Library, the
emergence of electronic resources, and the Library's new capability to supply articles on
demand; and (3} stability in the acquisitions funding process so that coliection building can
he planned and not be reactive o budget orises and late-in-the-vear releases of reserve
funds. The Committee's recormmendations were sent (o the President in May 1994, The
Committes received an acknowledgement of the report bat no formal action was taken by
the administration on the recommendations.  The Queens College Foundation, in
recognition both of the Library's important role and of its significant resource issues,
approved a one-time donation of $100,000 for 1994-95. This sction faciiitated the purchase
of needed books, maintained the employment of some part-time staff at key public-service
desks and led 1o the establishment of a new computer laboratory for students, compiete with
access to databases and the internet,

In August 1994, the Library received a budget that was insufficient to sustain the
acguisitions tevel of 1993-94 and far below the funding recommended by the Comminee.
The 1994-55 acquisitions budget required further journsl canceliations mchuding titles
initially cancelled and then restored in 199394,

The library's sirong nepwork of bibliographers and fzcolty Hiaisons still exists.
Bibliographers continue to work closely with facuity, developing coping strategies for
weathering the budget cuts,  Bibliographers have begun to advise facuity of the availability
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of document delivery services, the table of contents service on CUNY 4, and relevant
resources available via the Internet. The most recent journal cancelistions have delaved
systematic work with faculty on ¢ fundamental revision of the collecting policy. This
process, outlined by the Collections Planning Commitiee, will requare reexamination of
basic assumptions about use of materials, research and study assigmments and about the role
that electronic resources and access to resources off-campus must play in the provision of
information to Queens Colepe students and faculty.

C. Access t0 Researces Outside Queens College

Two strengths of the library program are its full participation in the CUNY Libraries
cooperative pablic access catatog, CUNY +, and the CUNY Open Access and Interlibrary
Loan programs, which sre supplemented by use of commercial docament delivery sources
funded centrally through the CUNY Office of Library Services. the collections of the
CUNY senior colleges and the Graduate Center twotal over 3,600 0060 items and are
represented in the CUNY 4+ catalog, which also includes access to 2 number of journal
newspaper indexing services.  Queens students and faculty may reguest materials via inter-
Hbrary foan {ILL} or travel 1 other CUNY wnits 1o borrow materials ditectly and retura
them at Queens. The CUNY Office of Library Services has acquired the PACILOAN
software which will enable validated users at each campus {o reguest materials onling from
other CUNY colleges.

Faculty may request materials via an e-mail 111 request form on the campos VAX.
Interlibrary loan among CUNY and other New York City institutions is strong with a daily
delivery service bringing materials to campus. Most intertibrary losn needs are filled
within the region of New York and New England through the reciprocal horrowing
pragrams of the SUNY/QCLC and NELINET networks. However, horrowing material
from other lihraries and providing articles on demand will address only some of graduate
student and faculty needs for aceess 1o research materials. Interlibrary toan and documest
delivery cannot supplant the need for strong local collections built 1 support of
gndergradisge ourricular needs.

In the last two years, document delivery services have increasingly functioned o
supply current articles to faculty and graduate students in al disciplines, and as these
services are publicized, their importance will continue 0 grow. Paculty can receive articles
directly on their office or home fax through arrangement with the ILL office. The use of
commercial document delivery sources has been funded by the CUNY Office of Library
Services {OL.S) so that no local acguisitions funding need be realiocated fo documennt
delivery fees. The increased use of these services throughowt CUNY bas mereased GLS
costs, The program is currently being evaluated by OLS and the Council of Chief
{.ibrarians 1o determine how fofure funding shoukd be alHocated and how individual
campuses should share responsibility for costs, The Council i1s also working with Q1.8 w
develop means for delivering Tul text journal articles as a subsiitute for selected
subscriptions at mdivideal campuses.
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Facuity and students have on-sife access to the rich resouzces of the New York
Puhlic Library research collections and limied access to the collections of academic
research and special libraries through the METRO referral program, which provides aceess
to other Hbraries for specific materials. The Library has a long standing reciprocal
borrowing arrangement with Adelphi University and an open access agresment with St
Iohn's University.

I}, Physical Condition of the Cellections

The 1985-86 Middle States Report indicated that the collections were in poor
physicat condition due to heavy usage, vandalism, and deterioration caused by excessive
heat and lack of zir condifioning in the old Library. and the acidic and brittie paper on
which manyv items were printed. Lack of space meant that major parts of the collection
were inaccessible in storage areas. Reductions in the binding of joumals created thousands
of asbound and saprotectad issues on the shelves,

The new building has addressed the issue of better housing of the collections, and an
area was created for processing, binding and book repair, However, financial resources
have not been sufficient to provide adeguate staff 1o repair books; nor have funds been
adeguate for comnercial binding and book repair. To address the binding issue, key titles
are now being acguired on microform to insure availability and congerve space. As the
microforin collection grows, the demand for reader/printer equipment aise grows.
Microform reader/printers are provided through a contractor so that cguipment can be
adequately maintained and vpgraded. In f2ll 1994, two additional reader/printers were
installed, but the total is inadequate for peak demand periods.

The two new buildings have addressed most of the issues raised in the last Middle
States review concerning crowded, il-housed collections, but one major problem remains:
Rosenthal's temperature and humidity control. The building's HIVAC does aot
accommodate the temperature and humidity needs of the microforms, archives, and special
coflections, From May through September and af other fimes when many people occupy
the microforms reading area, hignidity increasss, adversely affects microforms storage and
creates reader/printer maifunctions. The emperatore and bumidiy in the Archival Center
fluctnates but is generally 100 high for the needs of collection storage. Throughout the
building, the temperature Huctuates widely with attendant problems for staff and patroung,

The elements of a preservation program have been identified but have not been
implemented fully. Collection management staff routinely identify damaged materials a¢ they
return from circuiation. Bibliographers review materiais for repair, replacement, or
withdrawal, Because funds for repair and replacement are lirmted, materials are usually
returned to the shelves or are held in the binding unit unti] funds are avaiable for repair. After
a hiatus of several vears, fimds were allocated in 1993-94 and 1994.95 for binding current and
back volumes of journals and for use of commercial book repair services for books requiring
skills beyond those of the staff.  Progress was made but a backlog of binding stidl remains.,

S
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E. Services

The Rosenthal Library is open 66 hours per week {9 am - 9 pm, Monday-Thursday, 9
am - 5 pm Friday, and 12 pm - § pm Saturday/Sunday}. These hours have remained constant
over the last decade (Queens College is the only CUNY semor collepe to have Sunday service,
In addition, the Rosenthal Reading Room is open one hour before and afier the library opens
and closes and for 24 hours a day during examination week. The only library service avajlable
in the Reading Room during thas time is access to the resources of CUNY + via termunals
accessible to students familiar with QUNET (but not to those ondy familiar with the Bbrary's
public catalog access terminals). The Music and Art Libraries are open fewer hours, generally
11 am - 7 pm {Monday-Thursday} and 9 am - 5 pm (Fridays). The Louis Armstrong Archives,
incated in Rosenthal, are open from 10 am to 4:30 pm weekdays. During intersessions and
summer sessions the Library 13 onen 9 am - 5 pm, Monday - Friday, Additional stipends from
Surmer Session fund two evenings of service per week durmng summer sessions. The 66
hours of public service per week place Queens College in the lowest 10% of its Carnegre
Classification. The recent externa! review of the School of Music commented nepatively on
the reduced staffing and consequentiy reduced hours of the Music Library. In response to one
of their concerns, hours have been added 1o the listening facility dunng periods when music
students have examinations.

Regarding access to the Library in general, there is a demand for additions) hours on
weokends, and during mtersessions and sunumer sessions. However, with faculty and support
seaff declining and temporary services budgets already under pressure, if has not been possible
1o merease the hours of service.

The organization of brary services changed dramatically when the library occupied its
new building. Separate subject divisions for Science and Education were merged into one
collection and one reference desk. The Art Library was vetamed as a separate entity on the
gixth floor of Rosenthal, and the Music Library moved 1o the new Mugic Building. Subject
specialists who had worked in the Education and Science libraries retained their specialties but
broadened the scope of their responsibilities to include general reference and instructional
activities. This orgamzational structure and faculty resilience have provided the flexibility to
continue 1o offer services,

Circulation, Reserve, and Collection Management services have benefited from the
implementation of an integrated system for public access catalog, circulation, and technical
services processing. With loss of professional staff in technical services areas, efforts 1o
complete retrospective conversion of the catalog records for music, educationai curriculutm
matetials, and juvenile tities slowed, as did linkage of circulation records from an earlier system
to CUNY bibliographic records. As these projects are completed over time, the accuracy of
the Queens holdings in the CUNY+ catalog will increase, as will the efficiency of access
service units that use these records in thelr daily work

Buring fall 1994, the Library expanded the number of databases available via CD-ROM
and nstalied the long awatied CD-ROM Jocal area network. Workstations were networked 1o
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rrovide access 10 6 databases {Pevehit, Sociofile, ERIC, MLA, PAIS, Amenica: History &
Life). A separate CIX-ROM workstation provides access to government statistical and textoal
publications. Also during 1994, the number of journal databases availabie via CUNY+ was
expanded fom two (genera! periodicals and newspapers} to twelve, In an innovative
approach, OLS programming provides a MOTIS interface for 10 OCLC First Search databases
{Medine, Contents First, Article First, and 6 Wilson Indexes) and connections to SLNY
Binghamton { ABI Inform), Stony Brook {Dissertation Abstracts} and Buffalo {ERIC). The
CUNY+ databases are available throughout campus and from home through dial access so that
faculty and students have excellent access to the databases. ‘The increased number of
databases available through CUNY+ and CD-ROMSs increases the complexity of these systems,
and hence the demand for instruction in their use. Despite the excellent tutortals contained in
CUNY+ and the CD-ROMs, students often prefer immediate angwers to their specific
problems. During fall 1994, special CUNY+ workshops were offered in Qctober and
MNovemnber to assist students in learning the findamentals of these systems,

Statistics reported annually to the NY State Education Department do not indicaie a
dramatic increase in the number of referehce questions, but Hbranans report the nature of the
contacts has chanped. Students now require more basic information on types of information
available, the concept of a computerized catalog, and the use of an onhine catalog and its
muzitiple databases before they can address the actual subject at hand. The Reference
Librarians are considering different service models so that they can provide personal assistance
te a wide range of users, maintain their collection development and haison responsibilities, and
teach classes and workshops.

The core of the professional service program is individualized reference service during
gl hours the building is open, group lnstruction through scheduled classes, a two-credit
elective course for upper level freshman and above, and a pilot program of workshops on
electronic information resources. Cooperative programs with area high schools lay
foundations for future independent library users at Queens and other CUNY institutions.

The instructionat program continues 1o be anchored in English 110, SEEK, CESL,
ACE, and other skills-based conrses. Expansion of the program requires both change in the
{oliege’s view of ingorporating information management skills into ity curricular requirements
angd the ability of the library faculty to increase the sumber of classes it can teach while
sustaining other reference setvices, The Freshman Year Instiative program is being used a5 a
pifot for changes in the basic approach to brary course-related ingtruction. A positive note is
the recommendation of the 19941999 Five Year Planning Report to create an experimental
course for freshmen that would include an information manzgement-Ebrary component as one
of the skills necessary for coliepe suceess, The recommmendation has been referred 1o the
Undergraduate Curricuium Committee for its consideration.

‘The credit-bearing course, Library 150, is a mode! for the type of instruction all
students should receive. However, a3 an elective, it enrolls berween 20 and 25 studenis each
semester. Because this is 2 very faculty-intensive activity, the Library has not been able 1o
sustain the course as one of the core activities of the Information Services Depariment,
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Adjunct funding had in the past been provided to hire staff or compensate reference librarians
for additional assignments but is no longer avaiable.  Without adiunct funds, the course is
taught as & volamary overload by a Bbranian who receives compensatory time as the
departroent schedule allows. The course will not be offered during spring 1995 because of
continuing faculty vacancies.

¥, Faculty and S{aff Resources

Since the last Middle States review, the Library's $taff dropped from 30 facuby
tibrarians and 40 civil service to 20 faculty and 31 ¢ivll service staff.  Six vacancies oocurred
since the beginning of the 1995 fiscal veay, and all positions were frozen for the vear. The
dollars allocated to the Library per student ¥TE has dropped from 3272 in 1985-86 1o 8235 in
1992.93, these figures are not adjusted for inflation. The nurber of students per librarian has
risen from 408:1 10 5671 in the same e period. With the recent departures, this latier
figrure will be even ingher.

Temporary Services funds bave been used to fill selectively some of the gaps created by
tost or unfunded clerical liney, alfowing for the hiring of student aides and college assistants for
stack and collection maintenance activities and as access service desk attendants for evenings
and weekends.  These measures are insufficient to address the needs in the techmical services
and systems support operations. Morale of the full time civil service staff declines as they are
asked to increase the scope of their duties and take on assignments of those who leave,

Facplty vacancies once had been provided for by substitute libranans hired during the
vacancy period or by an infusion of Rinds to hire adjunct ibranians. However, the substitute
salaries are no longer available. Therefore, temporary services funds have been stretched to
provide for adpunct library faculty for reference desk coverage, while book selection activities
and instruction have been absorbed by overloads of several ibrarians, Each sernester z service
nian has to be devised for most efficient deployment of professional staff for instructional and
other service activities. Each redeployment creates pressure and reduces service somewhere,
When the cataloging skills of the music ibranan were shifted half time 10 compensate for
looses in the central technical services undt, it decreased the efficiency of the music library. As
a consequence, the external review of the music schoo! commented unfavorably on the number
of music hbrarians and support staff.

The facuity and staff continue 10 be motivated by a strong sense of service 10 the
college community and continue to try 1o sustain a high leve! of service. They are ofien
frustrated by their inability 1o increase service and outreach especially in the area of bagic
mstruction in Bbrary use, The changing technologies of information provigion alse ¢reate a
need for ongoeing continuing education at all levels and a continnal upgrading of statf and
public access equipment. There has been significant progress in implermenting new
technologies in the last two vears and m increasing faculty and staff abilities to retrieve
networked information and communicate elecironically with the campus comununity and their
peers at other instiutions,
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(. ¥uture Directions

A planning process initiated in February 1994 hag produced recommendations for
nriorities, actions, and resources in areas of services, collections, staff development,
assessment of service and program effectivéness, and internal and external communication,
Some of the recommendations cannot be implemented because of the continuing fiscal
situation; others must be implemented because of that situation. A fulf revision of collection
policies is required to address the realities of the library budget, sew access options, and
specific instructional needs of academic programs. The conmmnittes leading the department’s
Program Review' has documented the need for continuing assessment of the effectiveness of
internat and exiernal activities and services in order 10 focus the department’s collective
energies on efficient delivery of essential services and revision or efimination of activities that

cannot be supported with current resources.
1. The Aczdemic Computer Center
A. Overview of Facilities and Services

Academic and personal computing services are administered through the Acadersic
Computer Cemer {ACC), User facilities managed or co-managed by the ACC are located in I-
Basilding, the New Science Building, Rosenthai Libvary, and Powdermaker Hall. Two large
central computing systems are available: the on-campus DEC VAKX 6000-420 system, which
runs the VMS operating systems, and the IBM systems located at the Einiversity computer
Center in Manhattan. The ACC supports a DEC 8600 which runs the Ultrix {EInix) operating
system, and operates 2 growing Ethernet network that connects many departments and
computer Izbs. An asynchronous data conununications network, known as QCNET, allows
any conpected on-campus termingl 1o access any of the central computer systems. This
network can also be accessed via diab-up ports.

Extensive personsl computer facilities are available, Those located in NSB A-135 and
the second Hoor of I-Building are manaped by the ACC, The facility in Powdermaker Hall is
aperated jointly by the ACC and the Social Sciences Division.  Others are operated by various
departments inchuding Academic Skills, Biology, Computer Science, Education, Physics,
Psychology, and Sociclogy. Systems inchide vanious IBM PC's and compatibles, and Apple
Muclmtoshes, Numerous Iaser printers are available, &5 are dot-matrix printers, text and
graphics scanners, and CD-ROM readers. A wide range of software is provided.

The ACC provides serminats and workshops, self-paced instruction, free
documentation, and documentation Bbraries. Other services for personal computer ugers
include consulting on hardware purchases, setting up hardware acquisitions, supplying certain
software packages, installing software, distributing computer supplies, running a welephone
help line, diagnosing hardware and software problems, and doing repairs. Fach semester the

* The Libeary recently completed its comprehensive Self Study and was visited by an external evaluation team
n May 1983 The entire Seif Stody will be availabie to the Middle States Evaluation Team.
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ALC conducts a series of seminars and workshops for faculty, stafl, and students to familianze
new and continuing users with the central and personal computing systems supported at the
{ollege, Specis] topics workshops focus on particular applications such as mier-system
communication, statistical packages, graphics, and document preparation. The ACC conducts
¢lasses for novice and advanced personal compuier users, mamtains information on conunercial
trafming products, and provides selfvpaced mstructional matenals on specific programs.

B. Analysis of Facities and Services

The College has been faced with an explosion in the demand for personal computer
fuctlities. It has been successful in significantly increasing aceess to such facthities, as
evidenced by the new labs opened in NSB and Rosenthal Library. With space avaifable in I
Buitding, the College is positioned o expand its facilities further should funds become
avallable, Declining financial resources bave presented the major difficulty. Much of the ACC
budget is tied to fixed costs for software contracts, supphes, and maintenance of the VAX
systers, leaving Hitle for other needs. An external evaluation {EBUCOM, 1992) found that the
expenditure for academic computing per student at Queens College was considerably below
the national average.

There has been a strong plarmung process for addressing ascademnic computing needs,
though full implementation of measures has been hampered by financial constraints. The
Implementation Committee for the Queens College Five-Year Plan cited greater incorporation
of computers into the College's academic program as one of the two highest priosities.
Similarly, the separate planning committees on facuity, students, facilities, and computers
recaomunended that the College take steps to creats computer classrooms zocessible to all
departments; increase the number of open-access computers; add a requirement o the
curniculum that all students demonstrate proficiency in the use of word processors, data bases,
and spreadsheets; and that a "computers across the curnicudum” campaign be initiated that
would parallel similar "writing across the curnculum® efforts. Unfortunately, such ambitious
plans ¢annot be implemented without increased funding.

Other computing problems have alse not been addressed because of inadequate
funding. For example, campus-wide felecommumications are incomplete, notwithstanding
improvements made over the last five vears, Approximately half of the facuity and
sdministrators still do not have computers at thelr desks, and do nof have access to e-mail, 1o
campus or CUUNY-based networks, and to external networks. In addition, the asynchronous
and 32760 networks must be coordinated with Ethernet and eventually phased out.
Furthesmore, while computer labs have increased, there still remains insufficient computer
equipment for learmimg and teaching College facilities, particularty for open-aecess
laboratories and rmulti-media equipped classrooms, are not keeping up with student and faculty
demand, The Queens College ratio of 1 PC for every 180 students is well below the gtandard
of 1 to 45 (EDECOMAUSC Survey of Desktop Computing, 1990} An infusion of funds &
necessary 10 address these needs.

At the same time, the ACC has coped with financial adversity, accomphshing much
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with limited resources. Its strength Bes in g Sty and in #is willingness and ability o meet
medividual npeds.  As computer facilities become more decentralized on campus, the
effectiveness of the ACC staffing model, which 1 sl very much centralized, will be tested,
and it may be necessary to revise the existing operations arrangement. The proliferation of
personal computers also raises serious issues of standards, maintenance, and rabning of users,
As presently structured, the ACL cannot controd what people buy, and every personal
compuier purchase implies a mamtenance strategy. Users must 4150 be comfortable with and
nformed about manipulating the technology. A coherent plan needs to be formulated to
address these issues in a ime of bleak fiscal prospects.

HE  Academic Skills and Rescurce Cenfer {ASRC) and College English as a Second
Language Program (CESL)

A, Administrative Structure and Serviees

The ASRC consists of three admimstrapve units: the Reading and Writing units and
the Office of Assessment Testing. The ASRC director also serves as Director of CESL;
support and instrectional services for non-native speakers of Fnghsh are, therefore, thoroughly
miegrated. 'The Reading unit offers the Cellege Reading course, administers the Reading
Laboratory, and provides tutoring support inreading. The Writing unit operates the Woting
Skills Workshop, a tutonal center for students needing assistance with English composition
skills. The Testing Office is responsible for administering the University-mandated basic skills
exgminations in reading, writing, and math, known as the CUNY Assessment Test (CATY,
which must be passed by the time a student earns 61 credits. It also administers the College
Math Placement Test. The CESL. Program offers credit-bearing and non-credit courses in
reading, writing, and commumication skils, a1 various levels, to non-pative speakers with
fimited facility in English. Placement 13 based on performance on the CAT. The emphasis
the ASRC tutoring programs is on preparing students 1o pass the CAT in Reading and Writing,
Ninety percent of the students partaking of the services are ESL students, most of whom are
concurrently taking courses i the CESL Program or in English Department composition
courses. Others have gone through the College's CESL, reading. and composition segquence,
but stil need assistance m passing the CAT.

ASRC also administers the very successful skills immersion programs, offered during
the summer and the January intersession. These intensive non-credit courses are designed to
help students pass the CAT or improve their placement level in the CESL sequence. Skills
courses in math have & pass rate on the math section of the CAT of 83-90%. While the post-
course scores on the reading and writing portions are not as high, a majority of students either
pass of improve their placement levels, helpmg them 10 accelerate their mastery of English.
This propram is fimded through a separate University allocation to the College.

B. Analysis

In fall 1994, ASRC/CESL completed its self study report as part of the College's
Academic Program Review process. The Self Study thoroughly describes both the ASRC and
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the CESL sequence, apd analyzes the challenges that have faced the program in a peniod of
declinimg funding. This unit was particubarly Tnet by recent cuts because much of the budget
was dependent upon the Temporary Services amd adjunct budgets-—-categories which were it
ruch harder tham the fuli-time personnel budpget was, External evaluators confirmed the
adminsstrative and academic effectiveness of the programs, pointing out that they are well-
managed, efficiently run, and instructiorally sound. However, the reviewers expressed concern
aver the patters of dechining Boancial support in recent years, In the face of Increasing
numbers of ESL students, a trend that is expected to continue through the year 2000 %, the
revigwers strongly recommended that the College increase its support of these programs to
ensure their vigbility. Planning is needed so that suflicient full-time and part-time staff can be
hired to respond to the growing demand for services and to develop programs. IF the College
wants to retain language-minority students and have them achieve acadennc success; such
planming muist be made a high priority. In responge, the President released a small additional
atiocation for FY 1995, and the President and Provost have established hiring more full tme
faculty for thas program as a high prionity.

IV,  The Cenier for Instructional Media Support (CIMS}
A, Overview of Facilities and Sorvices

CIMS, Hike the Academic Skills and Resource Center, reports to the Provost's Office.
It is responsibie for providing all audiovisnal and media-related services on campus in support
of the College's mstructional and resesrch programs. special College events such as
conferences, seminars, and commencement, and the College's external affairs and public
refations efforts. The five divisions of CIMS are Audiovisusl, Fibm Library & Techmoal
Services, the {ndividualized Learming Resources Laboratory {which houses the College's
language labs), Multimedia Services {(computer authored and multi-projector design and
prosentation functions), Photographic Services, and Video Production Services, CIMS s
operation duning all of the hours that the College is open, as well as by special arrangement on
weelends or holidays when particuiar College events require support.

The fil-time stalf of the Center consists of higher education officers (HEQs), tepured
senior and regular college laboratory technicians (CLTS), and & professional administrative
assistant. In order 1o manape the variety and gquantity of services provided (last year over 6500
classroom-related services alone), CIMS also relies heavily op its part-time support stafi. The
Center has fully equipped secure storercoms throughout the campus, and it services virtually
all College buildings where clasges are offered.

CIMS is sctively involved in all aspects of emerging information technologies. Satellite
tele-conferencing (hoth C-band and Ku-band} s supported. The staff are becoming
increasingly conversant in the use of multimedia computers and related authormg sofware
{Macromedia Authorware, Asymetox Toclbook, efe)). CIMS administrators provide extensive
consulting services in media program design, hardware specification/purchase, and

? Repors of the CUNY ESL Task Force, Spring 1994, p. 1.



