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overview

% “How do we meet the expectations of users with the
limited resources at our disposal?”

@ Assume a large percentage of hangovers in room

@ Things about users that make life difficult

% Some possible solutions

things about users that
make life difficult
(apart from no money)




. who are our users?
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Undergraduate
Postgraduate
Staff

Senior Member
| College Staff

Departmental Staff
isitor
Retired
Cardholder
Student
® | Virtual

Il. who are our users?

@ Staff

Staff and students

@

% Staff and students and prospective students
% Staff and students and prospective students and alumni
% Staff and students here and elsewhere and prospective students and alumni

% Staff and students here and elsewhere and prospective students and alumni
and parents

% Staff and students here and elsewhere and prospective students and alumni
and parents and auditors

% Staff and students here and elsewhere and prospective students and alumni
and parents and auditors and government agencies

% Staff and students here and elsewhere and prospective students and alumni
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‘80% of active internet users will have a “second life” in
the virtual world by the end of 2011" (Gartner, 2007)

Everything you know about Virtual Worlds is WRONG - F. DOrazio
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the past’s view of the future
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THE DEATH of fantasy

who is to blame?




to recap so far
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# There are more and more users
# They are different with different expectations
# They are not impressed anymore by anything

# They think they have the right to comment on everything

I1l. user-centred focus

. users do not know everything




Some Examples

&

‘My friend says ...’
% ‘| am a senior member of the University ..."

% ‘I am not a technical dinosaur ...’

f

&

‘But surely it must be possible to ...

‘But what about the Cloud?’

&

Or...

&

Users look to other areas for support now

&

Users want problems fixing now

&

We have to tackle outdated but firmly held views

&

We have to tackle unrealistic assumptions

&

The jargon is now common

IV. Users see things differently

=

& i

* They may use something but not in the way you‘intended
hey may see a better way of using something than you imagine
* They may just abandon a technology

|
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big problem

the balance

*Lots of different
users with different [§
needs i* Limited (depleting):
*Think they know L resources
what they want * Maintaining
*Reliability, \ infrastructure v
functionality, \\ innovation
appropriate \ * Sometimes we
innovation \ know better (that's
*Want to be listened| \ what we are paid to
to do!)
* Want a say in how| \\

things develop 5 I?

part 2: Some solutions
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What we all want

% An informed, but respectful user-base that feels a sense
of ownership over the IT services we deliver, feels they
can steer them in a strategic way, but under advice from
the recognised experts (you), that delivers the most
effective solutions against the reality of the resource
allocation.

“Business and stakeholder confidence" D. Paige

I. do YOU know what keeps them awake
at night?

% Undergraduate
% Postgraduate - -
Who is the most important?
# Researcher
% Head of Department

% Administrator

% etc




Il. Create a sense of joint ownership

% The users must feel they have a say in how the services
are run and are developing

@ Must be made to understand IT is mission critical
# Leads to collective ownership of the problem

@ Otherwise you are seen as a TAX that could be spent on
something else by the academics, or part of the CENTRE
that drains money from the academics, or both

I1l. we want information

% Aim for information flow to and
from users

# Use their networks not just yours

% They need to know:
- what a service does and does not do
- what a service costs to run, develop, against market competition
- why change requests may be rejected

% You need to know:
- what they think of your existing services
- what keeps them awake at night or what their main challenges/problems are

Our approach

Representative
Management
Committee

Annual Report (KPI)
Annual review of SLDs
Full costs of all services

Costs of new services or major changes

‘Reps Al decisions endorsed by committee

On department IT S

committees

Formal and informal liaison

Computing Services

Client Relations/Marketing
Teams

IT Support Staff
ervice .
. Innovation Team
Service User
Groups
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IV. costing a service
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@ Not easy
% 1) Direct costs - payroll, hardware, software

@ BUT staff work on multiple services so need a staff
allocation matrix (% per service)

% 2) Indirect costs - costs of keeping your department going
(magt, utilities, disproportionate use of other services)

% 3) TRAC costs - estates, VC's office, etc.

Costing interdependencies

Sys Admin Authentication

Bpecific Service Tean
Help Desk System Ay JRCYEIRSIV o olo]gd
Payroll
_ Help Centre Estates
1st Level Support Utilities

Management
- Networks’
Network Security

radix malorum est




29/07/2010

A solution
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my final thoughts

Like the BBC you will never please everyone, so put the complaint in context [Compliment process’]

% Get out and about - who are they, what worries them, what do they really need help with

% Show them what they have got, and what they might lose - make them think you are indispensable
["Demonstrate our contribution’]

(Get them to) accept that ‘good enough’ may be good enough ['Doing to too high a quality’]

Be flexible when you can, but firm where you have to be

% Explain everything in full, explain early and explain often ["Managing expectations through budgets']

% They are here to teach, leam, research - they are not here to demonstrate IT systems

©  Weare all in this together
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