Conversations with IT

We went to every academic building on campus for “Conversations with IT” and we went to most of the administrative buildings. 

· Each discussion forum was 2 hours long

· Some departments treated it as come-and-go and some departments sent people to attend the entire 2-hour session to make sure all their topics were covered at some point. 

· We worked logistics details of date/time/room with building and department coordinators; they handled communications to their staff and we even sent them sample questions or topics to raise.

· Priorities on which group to go to first?  

· Selected Athletics to be first because we kicked off our sessions in late November and early December and most of their coaches were free at that time.

· Announced our Conversations with IT in all departments email messages and in November administrators forum (representatives of all departments on campus come to monthly meeting)

· Departments who contacted us about having a discussion forum (only a few) were scheduled early.

· Academic and Research Computing director advised us on whom to contact next

· Goal was to listen to customers and find out what THEY thought they needed from IT: whiners, complainers, and satisfied customers who had a wish list.

· Write everything down - big! And follow up.  Publish IT-only notes in wiki.  Publish sanitized list (no IT employee staff complaints) on VP for IT’s web site so other department can see complaints and wish list items

· Rice is a relatively small school.  With about 5000 UG and GR students, we fall right in the middle of the schools presenting here today.  We could visualize this and implement and “every building” discussion forum campaign.  For larger schools, target your problem areas.  Is the History Department your chronic complainer?  Do you get the most grief from your Engineering School?  Offer them several different discussion forums so that everyone has a chance to come by and talk.

· Average attendance was between 7 and 12 customers and 5 IT staff. Often a staff person would attend, representing the interests of several faculty members. Biggest attendance was 35-40 in an off-campus building.  We set it up in the usual way, took bagels and donuts. They felt so cut off from the rest of campus that every Rice person in that building came to the discussion forum. They said “no one ever comes to see us!” and our taking the initiative to go see them, to have not just one IT person but 4-5 IT people, it really helped improve the relationship with departments in that building that had felt neglected.

· To run these meetings, you need one person to moderate or facilitate the discussions.  That was usually me. They need to make sure the customers are talking and IT people are not, unless it is to answer a specific question or to get clarification.

· You also need a person to scribe the notes. Literally took big poster size sticky pads and titled them “wish list” and “What’s not working”  If you don’t have enough staff, you can make the moderator and the scribe the same person, but it works best if they are different people.

· You need the desktop support manager(s) for the building and they need a laptop so when someone says “I logged a problem about my printer 3 weeks ago and no one ever followed up” the manager can look up the ticket and escalate it or reassign it.

· You need one or two infrastructure managers or directors there.  They need to hear “email is always down” or “the network is slow” because regardless of whether or not the customer is right, they need to know what the customers’ perceptions are.

· This is like NAMING the elephant in the room. When multiple customers and IT managers and directors to hear customer complaints.  Written down, pledged to follow up, can’t be easily ignored by IT administrations. Particularly when several departments voice the same complaints.

· Success Stories: SPSS site license and Architecture peak printing weekends

