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Introduction:
This version of the Atlas communications plan seeks to plan and document the communication and training needs for the first half of 2013. 

In January 2013, the project underwent a major replan to compress the scope and timeline and move from Pinnacle to PMG by May 2013. To this end there will be 2 major releases – one in February and one in May. 

The rollout in February includes client billing reports and ordering for mobile devices and pagers. The rollout in May moves everything else needed to exit ordering in Pinnacle. This will likely include additional reports to provide improved search capabilities to Department IT Contacts.

Reporting for services ordered prior to the move will remain in Pinnacle. These reports will be available until at least the end of this fiscal year. 

The Campus Readiness team will focus on external client communication and on preparation of the client-facing teams within IT Services. This communication plan includes those activities and related documentation. 
Many of the Campus Readiness activities actually occur immediately following the launch to ensure that the new system is well-adopted and feels like a positive change to the campus community. It is critical that the project team remains intact and focused to make key updates and changes to the system based on user feedback in the first month or two after launch. This break-in period can be key to the long-term perception of the system in clients across campus. Responsive updates and communication are key. 

Contact Information
If you have specific questions or suggestions about the project or this plan, please email orderit-questions@lists.stanford.edu, or contact the team members directly: Bernadette Drechsler at bernadette.drechsler@stanford.edu, Katherine Pappas Kassaras at kpappask@stanford.edu, Jo-Ann Cuevas at jkay@stanford.edu, or Ammy Woodbury at ammy.woodbury@stanford.edu.
Final Note

This is a living document that we expect to be updated and changed throughout the project. As major revisions occur, earlier versions will be saved with a dated file name to reflect the last date that the document represented the current state. If revisions are required, please contact the Campus Readiness team to ensure that these changes make it into the official document.
February Release
	Item
	Target Audience
	Communications Mechanism
	Timeline
	Lead / Owner
	Key Concerns/Notes

	IT Services Client Focused Awareness
	SSP Team
	SSP Meeting
	February 2013
	Bernadette Drechsler
	Focus on internal readiness for client questions regarding mobile ordering freeze, new order forms, and billing reports.

	
	HDL1
	Email
	February 2013 
	Jo-Ann Cuevas
	Exchanged communications with Chris Lundin. He confirms HDL1 is ready. 

	
	Service Desk (Christina’s team)
	Meeting
	February 27, 2013
	Ammy Woodbury

Jo-Ann Cuevas
	Orientation to upcoming changes for mobile device ordering and billing reports in OBI. Christina’s team will join Tom’s team for the 3 p.m. meeting.

	
	ITOC
	Email
	February 2013 
	Jo-Ann Cuevas
	Patrick Young is out of the office. Followed up with Chris Lundin.

	
	HDL2
	Meeting
	February 27, 2013 3 p.m.
	Ammy Woodbury

Jo-Ann Cuevas 
	Orientation to upcoming changes for mobile device ordering and billing reports in OBI. 

	Dir/Mgr Briefing
	IT Services Directors and Managers
	Meeting
	February 20, 2013
	KPK
	Focus on upcoming freeze, new mobile forms, and billing reports.

	IT Services All Awareness
	Atlas Partners
	Meeting
	Weekly
	Bernadette Drechsler
	Broad based team for engagement across IT Services. Weekly updates and feedback from the team.

	
	Its in bits readers
	Its in bits blog
	February 2013 
	Ammy Woodbury

Jo-Ann Cuevas
	Update on release in December and announcement of next release and future plans

	
	
	
	March 2013
	Ammy Woodbury

Jo-Ann Cuevas
	Update on rollout of mobile device and pager ordering and billing report release. Focus on next big release and big effort to get out of Pinnacle in May.

	End-User Advisory
	Atlas User Group
	Meeting
	February 11, 2013 
	Jo-Ann Cuevas
Ammy Woodbury
	Demonstrate new mobile device forms and billing reports. Collect concerns and feedback for messaging to all Department IT Contacts.

	Project Web Site
	Campus Community
	Web Page

http://itservices.stanford.edu/service/its-ordering/project
	Winter 2012 


	Christopher Kittle
	Project page to update the campus community, allow for download of documents, and access to the system for pilot users. Project page to exist until ~4 months after rollout. 

	TIPS presentation
	TIPS Participants
	Meeting
	February 20, 2013 (done)
	Campus Readiness
	Mention no cell orders Feb 22-27th. Ordering in new system resumes Feb 28th. 

	End-user Communications
	Department IT Contacts
	Email 
	February, 19 2013 (done)
	Campus Readiness
	Feb-22-27 no orders, Feb 28 launch for cell phones, new billing reports.

	
	
	Daily Email
	February 19-22
	Campus Readiness
	Daily reminders on freeze and training opportunities. See content at bottom of this document.

	
	
	Pinnacle Page update
	February 19-27


	Christopher Kittle
	Ordering suspended from Friday February 22 at 1 p.m. through Wednesday February 27. During this transition period (February 22-27), you can't place orders in either system; please plan and place your orders in advance.

Ordering resumes in the new system at 8 a.m. on Thursday February 28.

	
	
	Pinnacle Page Update
	February 28
	Christopher Kittle 
	Revise page to reflect new ordering locations.

	OrderIT Users Transition Training
	Current OrderIT users
	Lecture/Demo
	February 27, 2013
	Campus Readiness
	Focus on Mobile Device Ordering and Billing Reports

	Department IT Contact Training (for new users)
	New Department IT Contacts
	Lecture/Demo/Hands-on
	Major document revision for Feb 26, 2013 training. 

Ongoing monthly delivery
	Kim Korth
	Focus on financial responsibility. Document will need to be updated in February to reflect mobile device, pager, and cable ordering in New Order IT and new billing reports. Full guide revision to ensure it meets standards going forward. Moving to new training guide format.

	OrderIT Splash Page
	OrderIT Users
	Web page
	February 2013
	Christopher Kittle
	Update to include navigation to PMG for cell phones and mobile devices and include a link to billing reports

	OrderIT Service Page
	All faculty and staff
	Web page
	February 2013
	Christopher Kittle
	Service overview and instructions.



	News Announcements
	Broad Campus Community
	HelpSU News sidebar
	February 19, 2013 
	Jo-Ann Cuevas
	Cell Phone & Mobile Device Ordering Freeze

Beginning February 28, cell phone and mobile device orders will be placed in the new IT Services ordering system. The last day to place orders in the old system is February 22 at 1 p.m. Ordering will resume on February 28 at 8 a.m. in the new OrderIT (orderit.stanford.edu). We encourage you to plan ahead and place orders before the Friday 1 p.m. cutoff, as no orders will be processed during the system transition period 
(February 22 after 1pm through February 27). This includes OrderIT, 
HelpSU, and 4/5-HELP.  See the Service Ordering Replacement Project web page for information about the new system.



	
	
	IT Services home page
	February 19, 2013
	Jo-Ann Cuevas
	Cell Phone & Mobile Device Ordering Freeze

Starting February 22 at 1 p.m., the OrderIT system will not be available for placing cell phone or mobile device orders. Ordering will resume in the new OrderIT on Thursday, February 28.  For information about the new OrderIT, see the Service Ordering Replacement Project web page.


April Release
	Item
	Target Audience
	Communications Mechanism
	Timeline
	Lead / Owner
	Key Concerns/Notes

	Project Schedule Confirmation
	Campus Readiness and DDD 
	Email
	By April 1
	KPK
	Confirm freeze with KPK and announce for end of April go live

	
	Stakeholders
	Meeting
	April 2, 2013
	KPK 

Bernadette
	Confirm all dates for May 4 launch with Stakeholders. 

	OrderIT Service Page
	All faculty and staff
	Web page
	April 2013
	Christopher Kittle
	Service overview and instructions. 



	IT Services Client Focused Awareness
	SSP
	Meeting
	April 2013
	Bernadette Drechsler
	Meet with SSP team to confirm that all readiness activities for client support groups are in place.

	
	HDL1
	Email
	April 2013
	Ammy Woodbury

Jo-Ann Cuevas
	Confirm that needs have been met and that no questions have arisen since SSP. Follow up meeting/training for team upon request.

	
	Service Desk/Order Processing
	Email
	April 2013
	Ammy Woodbury

Jo-Ann Cuevas
	Confirm that needs have been met and that no questions have arisen since SSP. Follow up meeting/training for team upon request.

	
	ITOC
	Email
	April 2013
	Ammy Woodbury

Jo-Ann Cuevas
	Confirm that needs have been met and that no questions have arisen since SSP. Follow up meeting/training for team upon request.

	
	HDL2
	Email
	April 2013
	Ammy Woodbury

Jo-Ann Cuevas 
	Confirm that needs have been met and that no questions have arisen since SSP. Follow up meeting/training for team upon request.

	Dir/Mgr Briefing
	IT Services Directors and Managers
	Meeting
	April 4, 2013
	KPK
	Focus on upcoming freeze, new mobile forms, and billing reports.

	IT Services All Awareness
	Atlas Partner
	Meeting
	Weekly
	Bernadette Drechsler
	Broad based team for engagement across IT Services. Weekly updates and feedback from the team.

	
	Its in bits readers
	Its in bits blog
	May 2013
	Ammy Woodbury
Jo-Ann Cuevas
	Big congratulations to the team. Discuss additional work left to do.

	End-User Advisory
	Atlas User Group
	Meeting
	April 2013
	Jo-Ann Cuevas

Ammy Woodbury
	Demonstrate new forms and reports and solicit feedback.

	Project Web Site
	Campus Community
	Web Page

http://itservices.stanford.edu/service/its-ordering/project
	April 2013
	Christopher Kittle
	Update with completed milestones and roadmap to the future.

Project page to update the campus community, allow for download of documents, and access to the system for pilot users. Project page to exist until ~4 months after rollout. 

	TIPS presentation
	TIPS Participants
	Meeting
	April 17, 2013
	Jo-Ann Cuevas
	Update on next rollout.

	End-user Communications
	Department IT Contacts
	Email 
	April 1, 2013
	Campus Readiness
	Begin messaging about changes at the end of the month

	
	
	Daily Email
	April 2013
	Campus Readiness
	Daily communications during the final week before cutover, during cutover, and first few days in new system. 

	Project Web Site
	Campus Community
	Web Page

http://itservices.stanford.edu/service/its-ordering/project
	April 2013
	Christopher Kittle
	Update with completed milestones and roadmap to the future.

Project page to update the campus community, allow for download of documents, and access to the system for pilot users. Project page to exist until ~4 months after rollout. 

	GAR Client Messaging
	GAR – Vendors, Residents
	MoM
	March 2013
	Campus Readiness

Christine Soldahl
	Upcoming changes – extended month billing (Mar 17-April 24th), change of monthly period to 1st – EOM starting with May bill.

	
	
	MoM
	April 2013
	Campus Readiness

Christine Soldahl
	Reminder of unusual billing cycle length and other changes. 

	
	
	MoM
	May 2013
	Campus Readiness

Christine Soldahl
	Confirmation of change completion and new billing cycle.

	News Announcements
	Broad Campus Community
	HelpSU News sidebar
	April 2013
	Christopher Kittle
	Notice of upcoming changes, freeze periods, and support paths.

	
	
	IT Services home page
	April 2013
	Jo-Ann Cuevas
	Notice of upcoming changes, freeze periods, and support paths.

	OrderIT Splash Page
	OrderIT Users
	Web page
	May 2013
	Christopher Kittle
	Update to direct all ordering navigation to PMG and include a link back to Pinnacle for historical billing reports.

	OrderIT Users Transition Training
	Current OrderIT users
	Lecture/Demo
	April 2013
	Campus Readiness
	Focus on new reports and new order forms. Discuss what is still found in Pinnacle.

	Tech Briefing
	Department IT Contacts
	Presentation
	April 26, 2013
	Campus Readiness
	Tour of new system. Orientation to available documentation. 



	OrderIT Training
	New Department IT Contacts
	Lecture/Demo/Hands-on
	Update in April 2013

Monthly delivery
	Kim Korth
	Revise to include ordering procedures for all services in PMG. Remove all ordering information for Pinnacle.

	
	
	
	Update at Pinnacle shut-down
	Kim Korth
	Document will need to be revised to remove all references to Pinnacle billing reports.

	Materials Promotion
	Struggling Users
	Service Desk staff
	Post-implementation
	Christina Gonzalez
	Focus on redirecting users to appropriate self-help opportunities on service pages.

	Answers
	Struggling Users
	FAQ database
	Post-implementation
	Tom Goodrich
	Review HelpSU requests and update with answers to the most frequently problematic issues. 

	Checkpoint 
	Stakeholders (IT Services and Campus)
	Daily Report
	First 2 weeks of rollout
	Bernadette Drechsler
	Daily report on performance statistics and usage mailed to IT Service and Campus Stakeholders

	
	
	Email
	First 2 weeks of rollout
	Bernadette Dreschler
	Daily email summary of issues and action items.

	Atlas Users Group Post-Mortem
	Atlas Partners team
	Meeting
	30 days post-launch
	BD/KPK
	Collect lessons learned from project. 

	IT Services Post-Mortem
	IT Services Project Team 
	Meeting
	30 days post-launch
	Kathrine Pappas-Kasseras
	Collect lessons learned from project.

	User Survey
	OrderIT Users
	Online survey
	30 days post-launch
	Campus Readiness
	Send link to user survey to a small percentage of users over the course of a week to collect sample data to tune system performance and uncover unreported issues. 


SUBJECT: Reminder: Upcoming Freeze for Mobile Device Ordering

Dear Department IT Contact,

With apologies for repetition, we want to be sure you know that beginning February 28, cell phone and mobile device orders will be placed in the new IT Services ordering system. The last day to place orders in the old system is February 22, at 1 p.m.  Ordering of cell phones and mobile devices will resume on February 28 at 8 a.m. in the new OrderIT (orderit.stanford.edu).

We encourage you to plan ahead and place orders before the Friday 1 p.m. cutoff, as no orders will be processed during the system transition period (February 22 after 1p.m. - February 27). This includes
OrderIT, HelpSU, and 4/5-HELP.

We're hosting an opportunity to see the new forms and the new billing reports on Wednesday, February 27 in Forsythe 246 from 11 a.m. to noon. We'll also have the session available via WebEx. Many of you got a first look at the new mobile device ordering forms in December. We'll take a look at those again and look at the billing reports in more detail. Please RSVP at:
https://stanforduniversity.qualtrics.com/SE/?SID=SV_3qv51MMqkQ1GeQ5

If you have questions about this process, please email us at orderit-questions@lists.stanford.edu. We'll be happy to assist you.

IT Services
Stanford University
SUBJECT: Final Reminder: Upcoming Freeze for Mobile Device Ordering

Dear Department IT Contact,

The last day to place orders in the old system is tomorrow, February 22, before 1 p.m.  Ordering of cell phones and mobile devices will resume on February 28 at 8 a.m. in the new OrderIT (orderit.stanford.edu).

We encourage you to plan ahead and place orders before the Friday 1 p.m. cutoff, as no orders will be processed during the system transition period (February 22 after 1p.m. - February 27). This includes
OrderIT, HelpSU, and 4/5-HELP.

If you have questions about this process, please email us at orderit-questions@lists.stanford.edu. We'll be happy to assist you.

IT Services
Stanford University

For Friday after 1 p.m.:

SUBJECT: Mobile Device Ordering Unavailable until February 28 at 8 a.m.

Dear Department IT Contact,

Ordering of cell phones and mobile devices will resume on February 28 at 8 a.m. in the new OrderIT (orderit.stanford.edu). In the meantime, you can learn more about the new OrderIT system on Wednesday, February 27 in Forsythe 246 from 11 a.m. to noon. We'll also have the session available via WebEx. Many of you got a first look at the new mobile device ordering forms in December. We'll take a look at those again and look at the billing reports in more detail. Please RSVP at:
https://stanforduniversity.qualtrics.com/SE/?SID=SV_3qv51MMqkQ1GeQ5

If you have questions about this process, please email us at orderit-questions@lists.stanford.edu. We'll be happy to assist you.

IT Services
Stanford University
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