Technical Communications Team


ICS-ACI recognizes that good communication is a crucial component of not just operations, but of our efforts to support our users and their needs.  We've been listening to customer feedback, guidance from the Governance Committee, and our own support experts, and have found that there are several classes of problem where an additional level of attention to communication could make a significant impact.  These include cases where:

1. user(s) experience consistent issues.

2. an existing issue which have increased in severity or is identified as immediately being severe.

3. issues determined by Faculty Governance, ICS-ACI leadership, or other stakeholders as exceptional circumstances.

To provide an additional level of communication and support, a multidisciplinary team has been established.  The current members of the team are:

· Christopher Blanton (Software Research and Development Engineer for Materials).

· Jason Staph (Systems Research and Development Engineer).

By combining applications and system expertise, this team will have the combined knowledge to address issues in a wide and varied scope. Issues will be divided between members on the basis of expertise with the particular issue, but will still use other members as well as outside team resources  to solve and explain issues. During this process and once the issue has been resolved, the Technical Communications Team will address the user with carefully crafted communications and meet with the user(s) to address the issue and review the solutions and/or situation. 

The Technical Communications Team supplements the normal issue resolution system (the I-ASK help desk and its team members), and as such, incidents and issues will still begin their life cycle with initial contact through I-ASK.  I-ASK has more resources, larger team membership, and a work-flow that is completely based on solving and documenting issues as they occur, and remains the best way to quickly resolve issues. It should also be clear that while members of the Technical Communications Team take the lead in addressing these issues, they will be supported and assisted by members of the larger team as needed. 

When an issue is found to be in one of the above classes, then the Technical Communications Team will address the user with carefully crafted communications and/or in-person contact, to provide hands-on attention and assistance while the ICS-ACI teams (I-ASK and Technical Communications Team) work to resolve the issue. Furthermore, the Technical Communications team will allow for staff members who are not directly related to the issue to step into the primary communication role, allowing the client to interface with an impartial team member. 

We expect that the addition of the Technical Communications Team will allow ICS-ACI to better manage user expectations and relate complex multidisciplinary problems which can arise in the course of operations, as well as offer additional resources for issues which have unique or sensitive requirements.  We anticipate that offering these additional resources to concerned members of the community will further enhance ICS-ACI's ability to respond to its user community.

