
Tech	Center	Wiki	(OneNote)
Project	Description
Tech	Center	Wiki	solution	(2018-present)

My	Role
Creator	/	
Project	Manager	/
Technical	Writer	/
Technical	Trainer

The	Challenge
As	I	was	onboarded	in	ITS,	we	also	planned	to	hire	several	support	technicians	
who	would	need	to	be	trained	on	support	desk	processes	and	policies.	The	last	
team	wiki	solution	was	in	dead	platform	and	the	now	out-of-date	knowledge	
was	from	2017	and	housed	in	this	massive	PDF	export.	

A	solution	to	convert	any	usable	content	from	the	PDF,	organize	this	content	
(alphabetized	was	not	going	to	cut	it),	create	new	and	missing	content,	and	plan	
for	the	future	of	technology	support	provided	by	the	support	technicians	were	
the	principles	challenges	going	into	this	project.	

TSC 101 sectionof	the Tech CenterWiki, expanded in theOneNoteweb application in Chrome.

Approach
PerformanceDefinition

All common support inquiries havea defined solution, outlined in a
recognizable section of thewiki

•

Permissionsmanagementdoes notbecome an arduous task	on someone
to administer (i.e., permissions should be built-in andnot requiremuch, if
any,manualadjustment).

•

Single-source information	hub	for techs	and	support;
This repository should be a resource and reference, directing to
external content and tools as needed, indicating escalation paths,
etc.

○
•

Minimize confusion and redundancy•
Minimize unnecessary escalations toOps Admins by providing self-service
solutions	and	tier 1/tier 2 solutions	that can	be handled	by support desk
technicians ($$$)

•

Goals andObjectives
Identify a free, secure platform to house internal team documentation•
Establish a consistent look and feel•
Develop an information architecture that is flexible and can growwith the
team

•

Inventory existing content and resources from various shareddrives•
Updateout-of-datecontent•
Identifymissing content and resources•
Create basic training framework and assessment rubric•

Development
After exploring several options, discussingwith colleagues, and the stateof
transition at	the time, I went	with Microsoft's free product, OneNote. OneNote's
permissions	were built into our existing workflow and	access	could	be easily
managedwith minimal overhead for the owner (me).

Integrationwith our	Microsoft Teams seen at top, "Staff Notebook" launches the TSCWiki OneNote.

This ensured the project would be sustainable, regardless of future tech
initiatives or expansions, and could be easily moved to someonenew if I were no
longer in this position. To get going quickly, I startedby:

Taking inventory of existing resources and reviewed basic support
workflow	for holes in resources

•

Incorporating relevant content from previous team work on Blackboard
andother educational technology / online learning support and training
needs,which	were nowmerged	into help	desk responsibilities

•

From within theOneNote for web inChrome, a sectionof the TechCenter Wiki outlining procedures for next
steps	in the event of new employee hiringconcerns	at the help desk.

To ensure consistency andminimize editing issues, onlymanagers of ourexisting
Teams workspacehave editing rights in themain instructionalcontent area.

To create spaces for projects, feedback, tracking, and othercollaborative team
workspaceneeds, I employed theCollaboration Space feature in OneNote
.	

Expanded sections anda draft Closure page.

This established a special set of sections in themain notebook that could be
edited by anyone	on our team (provided theywere	in ourMicrosoft Team, which
is how I setup the permissionsmanagement in ourTeam Wiki).

To ensure continuousmanagement and addition to the documentation could be
easily handledby all involvedparties, a workflow using the	TSCWiki OneNote	
Collaboration Spacewas created.

A	simpleOneNoteworkflow table of tier 1 and tier 2 techs makingnote of
existing resources that have	recently become	obsolete;

•

Or notes	on new resources	needed, along with support tickets	and internal
notes	to start the documentation	process.

•

A	point-of-contact for therequest's initials is provided to ensure I can ask
for any additionaldetails needed to complete the request.

•

Outcomes & Accomplishments
Within six weeks, the PDFexport had been sorted, exported, converted,
organized and updated, and theteam was actively referring to	the new Tech
Service CenterWiki (or TSCWiki, as we came to colloquially refer to the
resource).

From theOneNote 2016 for PCapplication, a flowchart for HR hiringnecessary to assist onboardingnew staff
and	facultywhocontact the help	desk.

As we onboardednew teammembers, we began holdingmonthly team
meetings thatwere housed in a collaborative section of the OneNotecalled the
TSC TeamSpace.	We used this section todo groupprojects,	track inventory of
technology peripherals, get	feedback and pre-plan	questions	and	topics	for
meeting agendas, andmore.

From theOneNote 2016 for Macapplication,a flowchart for HR hiringnecessary to assist onboardingnew
staff and facultywhocontact the help desk.

Because of its ease of use, the TSC	Wiki OneNote, adoptionwithin team
memberswas easy anddid not require a lot of encouragement. The team	was
happy to get organized	documentation	that they could	easily refer on	any
device, in	a classroomusing their mobile device, or on	a call from their
computer, that had up-to-date information	and	aworkflow that led	to resolution	
of their inquiries on recurrent topics and trends in the IT support queues.



Tech Center Wiki (OneNote)
Project Description
Tech Center Wiki solution (2018-present)

MyRole
Creator /
Project Manager /
Technical Writer /
Technical Trainer

The Challenge
As I was onboarded in ITS,we also planned to hire several support technicians
who would need to be trained on support desk processes andpolicies. The last
team wiki solutionwas in dead platform and the nowout-of-dateknowledge
was from 2017 andhoused in this massivePDF export.

A	solution to convert any usablecontent from the PDF, organize this content
(alphabetizedwas not going to cut it), create new	andmissing content, andplan
for the future of	technology support providedby thesupport technicianswere
the principles challenges going into this project.

TSC	101	section	of	the	Tech	Center	Wiki,	expanded	in	the	OneNote	web	application	in	Chrome.	

Approach
Performance	Definition

All	common	support	inquiries	have	a	defined	solution,	outlined	in	a	
recognizable	section	of	the	wiki

•

Permissions	management	does	not	become	an	arduous	task	on	someone	
to	administer	(i.e.,	permissions	should	be	built-in	and	not	require	much,	if	
any,	manual	adjustment).	

•

Single-source	information	hub	for	techs	and	support;
This	repository	should	be	a	resource	and	reference,	directing	to	
external	content	and	tools	as	needed,	indicating	escalation	paths,	
etc.

○
•

Minimize	confusion	and	redundancy•
Minimize	unnecessary	escalations	to	Ops	Admins	by	providing	self-service	
solutions	and	tier	1/tier	2	solutions	that	can	be	handled	by	support	desk	
technicians	($$$)

•

Goals	and	Objectives
Identify	a	free,	secure	platform	to	house	internal	team	documentation•
Establish	a	consistent	look	and	feel•
Develop	an	information	architecture	that	is	flexible	and	can	grow	with	the	
team

•

Inventory	existing	content	and	resources	from	various	shared	drives•
Update	out-of-date	content•
Identify	missing	content	and	resources•
Create	basic	training	framework	and	assessment	rubric•

Development
After exploring several options, discussingwith colleagues, and the stateof
transition at	the time, I went	with Microsoft's free product, OneNote. OneNote's
permissions	were built into our existing workflow and	access	could	be easily
managedwith minimal overhead for the owner (me).

Integrationwith our	Microsoft Teams seen at top, "Staff Notebook" launches the TSCWiki OneNote.

This ensured the project would be sustainable, regardless of future tech
initiatives or expansions, and could be easily moved to someonenew if I were no
longer in this position. To get going quickly, I startedby:

Taking inventory of existing resources and reviewed basic support
workflow	for holes in resources

•

Incorporating relevant content from previous team work on Blackboard
andother educational technology / online learning support and training
needs,which	were nowmerged	into help	desk responsibilities

•

From within theOneNote for web inChrome, a sectionof the TechCenter Wiki outlining procedures for next
steps	in the event of new employee hiringconcerns	at the help desk.

To ensure consistency andminimize editing issues, onlymanagers of ourexisting
Teams workspacehave editing rights in themain instructionalcontent area.

To create spaces for projects, feedback, tracking, and othercollaborative team
workspaceneeds, I employed theCollaboration Space feature in OneNote
.	

Expanded sections anda draft Closure page.

This established a special set of sections in themain notebook that could be
edited by anyone	on our team (provided theywere	in ourMicrosoft Team, which
is how I setup the permissionsmanagement in ourTeam Wiki).

To ensure continuousmanagement and addition to the documentation could be
easily handledby all involvedparties, a workflow using the	TSCWiki OneNote	
Collaboration Spacewas created.

A	simpleOneNoteworkflow table of tier 1 and tier 2 techs makingnote of
existing resources that have	recently become	obsolete;

•

Or notes	on new resources	needed, along with support tickets	and internal
notes	to start the documentation	process.

•

A	point-of-contact for therequest's initials is provided to ensure I can ask
for any additionaldetails needed to complete the request.

•

Outcomes & Accomplishments
Within six weeks, the PDFexport had been sorted, exported, converted,
organized and updated, and theteam was actively referring to	the new Tech
Service CenterWiki (or TSCWiki, as we came to colloquially refer to the
resource).

From theOneNote 2016 for PCapplication, a flowchart for HR hiringnecessary to assist onboardingnew staff
and	facultywhocontact the help	desk.

As we onboardednew teammembers, we began holdingmonthly team
meetings thatwere housed in a collaborative section of the OneNotecalled the
TSC TeamSpace.	We used this section todo groupprojects,	track inventory of
technology peripherals, get	feedback and pre-plan	questions	and	topics	for
meeting agendas, andmore.

From theOneNote 2016 for Macapplication,a flowchart for HR hiringnecessary to assist onboardingnew
staff and facultywhocontact the help desk.

Because of its ease of use, the TSC	Wiki OneNote, adoptionwithin team
memberswas easy anddid not require a lot of encouragement. The team	was
happy to get organized	documentation	that they could	easily refer on	any
device, in	a classroomusing their mobile device, or on	a call from their
computer, that had up-to-date information	and	aworkflow that led	to resolution	
of their inquiries on recurrent topics and trends in the IT support queues.

«	[ITS] TSC	Wiki (OneNote)



Tech Center Wiki (OneNote)
Project Description
Tech Center Wiki solution (2018-present)

MyRole
Creator /
Project Manager /
Technical Writer /
Technical Trainer

The Challenge
As I was onboarded in ITS,we also planned to hire several support technicians
who would need to be trained on support desk processes andpolicies. The last
team wiki solutionwas in dead platform and the nowout-of-dateknowledge
was from 2017 andhoused in this massivePDF export.

A	solution to convert any usablecontent from the PDF, organize this content
(alphabetizedwas not going to cut it), create new	andmissing content, andplan
for the future of	technology support providedby thesupport technicianswere
the principles challenges going into this project.

TSC 101 sectionof	the Tech CenterWiki, expanded in theOneNoteweb application in Chrome.

Approach
PerformanceDefinition

All common support inquiries havea defined solution, outlined in a
recognizable section of thewiki

•

Permissionsmanagementdoes notbecome an arduous task	on someone
to administer (i.e., permissions should be built-in andnot requiremuch, if
any,manualadjustment).

•

Single-source information	hub	for techs	and	support;
This repository should be a resource and reference, directing to
external content and tools as needed, indicating escalation paths,
etc.

○
•

Minimize confusion and redundancy•
Minimize unnecessary escalations toOps Admins by providing self-service
solutions	and	tier 1/tier 2 solutions	that can	be handled	by support desk
technicians ($$$)

•

Goals andObjectives
Identify a free, secure platform to house internal team documentation•
Establish a consistent look and feel•
Develop an information architecture that is flexible and can growwith the
team

•

Inventory existing content and resources from various shareddrives•
Updateout-of-datecontent•
Identifymissing content and resources•
Create basic training framework and assessment rubric•

Development
After	exploring	several	options,	discussing	with	colleagues,	and	the	state	of	
transition	at	the	time,	I	went	with	Microsoft's	free	product,	OneNote.	OneNote's	
permissions	were	built	into	our	existing	workflow	and	access	could	be	easily	
managed	with	minimal	overhead	for	the	owner	(me).	

Integration	with	our	Microsoft	Teams	seen	at	top,	"Staff	Notebook"	launches	the	TSC	Wiki	OneNote.

This	ensured	the	project	would	be	sustainable,	regardless	of	future	tech	
initiatives	or	expansions,	and	could	be	easily	moved	to	someone	new	if	I	were	no	
longer	in	this	position.	To	get	going	quickly,	I	started	by:

Taking	inventory	of	existing	resources	and	reviewed	basic	support	
workflow	for	holes	in	resources

•

Incorporating	relevant	content	from	previous	team	work	on	Blackboard	
and	other	educational	technology	/	online	learning	support	and	training	
needs,	which	were	now	merged	into	help	desk	responsibilities

•

From within theOneNote for web inChrome, a sectionof the TechCenter Wiki outlining procedures for next
steps	in the event of new employee hiringconcerns	at the help desk.

To ensure consistency andminimize editing issues, onlymanagers of ourexisting
Teams workspacehave editing rights in themain instructionalcontent area.

To create spaces for projects, feedback, tracking, and othercollaborative team
workspaceneeds, I employed theCollaboration Space feature in OneNote
.	

Expanded sections anda draft Closure page.

This established a special set of sections in themain notebook that could be
edited by anyone	on our team (provided theywere	in ourMicrosoft Team, which
is how I setup the permissionsmanagement in ourTeam Wiki).

To ensure continuousmanagement and addition to the documentation could be
easily handledby all involvedparties, a workflow using the	TSCWiki OneNote	
Collaboration Spacewas created.

A	simpleOneNoteworkflow table of tier 1 and tier 2 techs makingnote of
existing resources that have	recently become	obsolete;

•

Or notes	on new resources	needed, along with support tickets	and internal
notes	to start the documentation	process.

•

A	point-of-contact for therequest's initials is provided to ensure I can ask
for any additionaldetails needed to complete the request.

•

Outcomes & Accomplishments
Within six weeks, the PDFexport had been sorted, exported, converted,
organized and updated, and theteam was actively referring to	the new Tech
Service CenterWiki (or TSCWiki, as we came to colloquially refer to the
resource).

From theOneNote 2016 for PCapplication, a flowchart for HR hiringnecessary to assist onboardingnew staff
and	facultywhocontact the help	desk.

As we onboardednew teammembers, we began holdingmonthly team
meetings thatwere housed in a collaborative section of the OneNotecalled the
TSC TeamSpace.	We used this section todo groupprojects,	track inventory of
technology peripherals, get	feedback and pre-plan	questions	and	topics	for
meeting agendas, andmore.

From theOneNote 2016 for Macapplication,a flowchart for HR hiringnecessary to assist onboardingnew
staff and facultywhocontact the help desk.

Because of its ease of use, the TSC	Wiki OneNote, adoptionwithin team
memberswas easy anddid not require a lot of encouragement. The team	was
happy to get organized	documentation	that they could	easily refer on	any
device, in	a classroomusing their mobile device, or on	a call from their
computer, that had up-to-date information	and	aworkflow that led	to resolution	
of their inquiries on recurrent topics and trends in the IT support queues.

«	[ITS] TSC	Wiki (OneNote)



Tech Center Wiki (OneNote)
Project Description
Tech Center Wiki solution (2018-present)

MyRole
Creator /
Project Manager /
Technical Writer /
Technical Trainer

The Challenge
As I was onboarded in ITS,we also planned to hire several support technicians
who would need to be trained on support desk processes andpolicies. The last
team wiki solutionwas in dead platform and the nowout-of-dateknowledge
was from 2017 andhoused in this massivePDF export.

A	solution to convert any usablecontent from the PDF, organize this content
(alphabetizedwas not going to cut it), create new	andmissing content, andplan
for the future of	technology support providedby thesupport technicianswere
the principles challenges going into this project.

TSC 101 sectionof	the Tech CenterWiki, expanded in theOneNoteweb application in Chrome.

Approach
PerformanceDefinition

All common support inquiries havea defined solution, outlined in a
recognizable section of thewiki

•

Permissionsmanagementdoes notbecome an arduous task	on someone
to administer (i.e., permissions should be built-in andnot requiremuch, if
any,manualadjustment).

•

Single-source information	hub	for techs	and	support;
This repository should be a resource and reference, directing to
external content and tools as needed, indicating escalation paths,
etc.

○
•

Minimize confusion and redundancy•
Minimize unnecessary escalations toOps Admins by providing self-service
solutions	and	tier 1/tier 2 solutions	that can	be handled	by support desk
technicians ($$$)

•

Goals andObjectives
Identify a free, secure platform to house internal team documentation•
Establish a consistent look and feel•
Develop an information architecture that is flexible and can growwith the
team

•

Inventory existing content and resources from various shareddrives•
Updateout-of-datecontent•
Identifymissing content and resources•
Create basic training framework and assessment rubric•

Development
After exploring several options, discussingwith colleagues, and the stateof
transition at	the time, I went	with Microsoft's free product, OneNote. OneNote's
permissions	were built into our existing workflow and	access	could	be easily
managedwith minimal overhead for the owner (me).

Integrationwith our	Microsoft Teams seen at top, "Staff Notebook" launches the TSCWiki OneNote.

This ensured the project would be sustainable, regardless of future tech
initiatives or expansions, and could be easily moved to someonenew if I were no
longer in this position. To get going quickly, I startedby:

Taking inventory of existing resources and reviewed basic support
workflow	for holes in resources

•

Incorporating relevant content from previous team work on Blackboard
andother educational technology / online learning support and training
needs,which	were nowmerged	into help	desk responsibilities

•

From	within	the	OneNote	for	web	in	Chrome,	a	section	of	the	Tech	Center	Wiki	outlining	procedures	for	next	
steps	in	the	event	of	new	employee	hiring	concerns	at	the	help	desk.

To	ensure	consistency	and	minimize	editing	issues,	only	managers	of	our	existing	
Teams	workspace	have	editing	rights	in	the	main	instructional	content	area.	

To	create	spaces	for	projects,	feedback,	tracking,	and	other	collaborative	team	
workspace	needs,	I	employed	the	Collaboration	Space	feature	in	OneNote
.	

Expanded sections anda draft Closure page.

This established a special set of sections in themain notebook that could be
edited by anyone	on our team (provided theywere	in ourMicrosoft Team, which
is how I setup the permissionsmanagement in ourTeam Wiki).

To ensure continuousmanagement and addition to the documentation could be
easily handledby all involvedparties, a workflow using the	TSCWiki OneNote	
Collaboration Spacewas created.

A	simpleOneNoteworkflow table of tier 1 and tier 2 techs makingnote of
existing resources that have	recently become	obsolete;

•

Or notes	on new resources	needed, along with support tickets	and internal
notes	to start the documentation	process.

•

A	point-of-contact for therequest's initials is provided to ensure I can ask
for any additionaldetails needed to complete the request.

•

Outcomes & Accomplishments
Within six weeks, the PDFexport had been sorted, exported, converted,
organized and updated, and theteam was actively referring to	the new Tech
Service CenterWiki (or TSCWiki, as we came to colloquially refer to the
resource).

From theOneNote 2016 for PCapplication, a flowchart for HR hiringnecessary to assist onboardingnew staff
and	facultywhocontact the help	desk.

As we onboardednew teammembers, we began holdingmonthly team
meetings thatwere housed in a collaborative section of the OneNotecalled the
TSC TeamSpace.	We used this section todo groupprojects,	track inventory of
technology peripherals, get	feedback and pre-plan	questions	and	topics	for
meeting agendas, andmore.

From theOneNote 2016 for Macapplication,a flowchart for HR hiringnecessary to assist onboardingnew
staff and facultywhocontact the help desk.

Because of its ease of use, the TSC	Wiki OneNote, adoptionwithin team
memberswas easy anddid not require a lot of encouragement. The team	was
happy to get organized	documentation	that they could	easily refer on	any
device, in	a classroomusing their mobile device, or on	a call from their
computer, that had up-to-date information	and	aworkflow that led	to resolution	
of their inquiries on recurrent topics and trends in the IT support queues.

«	[ITS] TSC	Wiki (OneNote)



Tech Center Wiki (OneNote)
Project Description
Tech Center Wiki solution (2018-present)

MyRole
Creator /
Project Manager /
Technical Writer /
Technical Trainer

The Challenge
As I was onboarded in ITS,we also planned to hire several support technicians
who would need to be trained on support desk processes andpolicies. The last
team wiki solutionwas in dead platform and the nowout-of-dateknowledge
was from 2017 andhoused in this massivePDF export.

A	solution to convert any usablecontent from the PDF, organize this content
(alphabetizedwas not going to cut it), create new	andmissing content, andplan
for the future of	technology support providedby thesupport technicianswere
the principles challenges going into this project.

TSC 101 sectionof	the Tech CenterWiki, expanded in theOneNoteweb application in Chrome.

Approach
PerformanceDefinition

All common support inquiries havea defined solution, outlined in a
recognizable section of thewiki

•

Permissionsmanagementdoes notbecome an arduous task	on someone
to administer (i.e., permissions should be built-in andnot requiremuch, if
any,manualadjustment).

•

Single-source information	hub	for techs	and	support;
This repository should be a resource and reference, directing to
external content and tools as needed, indicating escalation paths,
etc.

○
•

Minimize confusion and redundancy•
Minimize unnecessary escalations toOps Admins by providing self-service
solutions	and	tier 1/tier 2 solutions	that can	be handled	by support desk
technicians ($$$)

•

Goals andObjectives
Identify a free, secure platform to house internal team documentation•
Establish a consistent look and feel•
Develop an information architecture that is flexible and can growwith the
team

•

Inventory existing content and resources from various shareddrives•
Updateout-of-datecontent•
Identifymissing content and resources•
Create basic training framework and assessment rubric•

Development
After exploring several options, discussingwith colleagues, and the stateof
transition at	the time, I went	with Microsoft's free product, OneNote. OneNote's
permissions	were built into our existing workflow and	access	could	be easily
managedwith minimal overhead for the owner (me).

Integrationwith our	Microsoft Teams seen at top, "Staff Notebook" launches the TSCWiki OneNote.

This ensured the project would be sustainable, regardless of future tech
initiatives or expansions, and could be easily moved to someonenew if I were no
longer in this position. To get going quickly, I startedby:

Taking inventory of existing resources and reviewed basic support
workflow	for holes in resources

•

Incorporating relevant content from previous team work on Blackboard
andother educational technology / online learning support and training
needs,which	were nowmerged	into help	desk responsibilities

•

From within theOneNote for web inChrome, a sectionof the TechCenter Wiki outlining procedures for next
steps	in the event of new employee hiringconcerns	at the help desk.

To ensure consistency andminimize editing issues, onlymanagers of ourexisting
Teams workspacehave editing rights in themain instructionalcontent area.

To create spaces for projects, feedback, tracking, and othercollaborative team
workspaceneeds, I employed theCollaboration Space feature in OneNote
.	

Expanded	sections	and	a	draft	Closure	page.	

This	established	a	special	set	of	sections	in	the	main	notebook	that	could	be	
edited	by	anyone	on	our	team	(provided	they	were	in	our	Microsoft	Team,	which	
is	how	I	setup	the	permissions	management	in	our	Team	Wiki).	

To	ensure	continuous	management	and	addition	to	the	documentation	could	be	
easily	handled	by	all	involved	parties,	a	workflow	using	the	TSC	Wiki	OneNote	
Collaboration	Space	was	created.

A	simple	OneNote	workflow	table	of	tier	1	and	tier	2	techs	making	note	of	
existing	resources	that	have	recently	become	obsolete;

•

Or	notes	on	new	resources	needed,	along	with	support	tickets	and	internal	
notes	to	start	the	documentation	process.

•

A	point-of-contact	for	the	request's	initials	is	provided	to	ensure	I	can	ask
for any additionaldetails needed to complete the request.

•

Outcomes & Accomplishments
Within six weeks, the PDFexport had been sorted, exported, converted,
organized and updated, and theteam was actively referring to	the new Tech
Service CenterWiki (or TSCWiki, as we came to colloquially refer to the
resource).

From theOneNote 2016 for PCapplication, a flowchart for HR hiringnecessary to assist onboardingnew staff
and	facultywhocontact the help	desk.

As we onboardednew teammembers, we began holdingmonthly team
meetings thatwere housed in a collaborative section of the OneNotecalled the
TSC TeamSpace.	We used this section todo groupprojects,	track inventory of
technology peripherals, get	feedback and pre-plan	questions	and	topics	for
meeting agendas, andmore.

From theOneNote 2016 for Macapplication,a flowchart for HR hiringnecessary to assist onboardingnew
staff and facultywhocontact the help desk.

Because of its ease of use, the TSC	Wiki OneNote, adoptionwithin team
memberswas easy anddid not require a lot of encouragement. The team	was
happy to get organized	documentation	that they could	easily refer on	any
device, in	a classroomusing their mobile device, or on	a call from their
computer, that had up-to-date information	and	aworkflow that led	to resolution	
of their inquiries on recurrent topics and trends in the IT support queues.

«	[ITS] TSC	Wiki (OneNote)



Tech Center Wiki (OneNote)
Project Description
Tech Center Wiki solution (2018-present)

MyRole
Creator /
Project Manager /
Technical Writer /
Technical Trainer

The Challenge
As I was onboarded in ITS,we also planned to hire several support technicians
who would need to be trained on support desk processes andpolicies. The last
team wiki solutionwas in dead platform and the nowout-of-dateknowledge
was from 2017 andhoused in this massivePDF export.

A	solution to convert any usablecontent from the PDF, organize this content
(alphabetizedwas not going to cut it), create new	andmissing content, andplan
for the future of	technology support providedby thesupport technicianswere
the principles challenges going into this project.

TSC 101 sectionof	the Tech CenterWiki, expanded in theOneNoteweb application in Chrome.

Approach
PerformanceDefinition

All common support inquiries havea defined solution, outlined in a
recognizable section of thewiki

•

Permissionsmanagementdoes notbecome an arduous task	on someone
to administer (i.e., permissions should be built-in andnot requiremuch, if
any,manualadjustment).

•

Single-source information	hub	for techs	and	support;
This repository should be a resource and reference, directing to
external content and tools as needed, indicating escalation paths,
etc.

○
•

Minimize confusion and redundancy•
Minimize unnecessary escalations toOps Admins by providing self-service
solutions	and	tier 1/tier 2 solutions	that can	be handled	by support desk
technicians ($$$)

•

Goals andObjectives
Identify a free, secure platform to house internal team documentation•
Establish a consistent look and feel•
Develop an information architecture that is flexible and can growwith the
team

•

Inventory existing content and resources from various shareddrives•
Updateout-of-datecontent•
Identifymissing content and resources•
Create basic training framework and assessment rubric•

Development
After exploring several options, discussingwith colleagues, and the stateof
transition at	the time, I went	with Microsoft's free product, OneNote. OneNote's
permissions	were built into our existing workflow and	access	could	be easily
managedwith minimal overhead for the owner (me).

Integrationwith our	Microsoft Teams seen at top, "Staff Notebook" launches the TSCWiki OneNote.

This ensured the project would be sustainable, regardless of future tech
initiatives or expansions, and could be easily moved to someonenew if I were no
longer in this position. To get going quickly, I startedby:

Taking inventory of existing resources and reviewed basic support
workflow	for holes in resources

•

Incorporating relevant content from previous team work on Blackboard
andother educational technology / online learning support and training
needs,which	were nowmerged	into help	desk responsibilities

•

From within theOneNote for web inChrome, a sectionof the TechCenter Wiki outlining procedures for next
steps	in the event of new employee hiringconcerns	at the help desk.

To ensure consistency andminimize editing issues, onlymanagers of ourexisting
Teams workspacehave editing rights in themain instructionalcontent area.

To create spaces for projects, feedback, tracking, and othercollaborative team
workspaceneeds, I employed theCollaboration Space feature in OneNote
.	

Expanded sections anda draft Closure page.

This established a special set of sections in themain notebook that could be
edited by anyone	on our team (provided theywere	in ourMicrosoft Team, which
is how I setup the permissionsmanagement in ourTeam Wiki).

To ensure continuousmanagement and addition to the documentation could be
easily handledby all involvedparties, a workflow using the	TSCWiki OneNote	
Collaboration Spacewas created.

A	simpleOneNoteworkflow table of tier 1 and tier 2 techs makingnote of
existing resources that have	recently become	obsolete;

•

Or notes	on new resources	needed, along with support tickets	and internal
notes	to start the documentation	process.

•

A	point-of-contact	for	the	request's	initials	is	provided	to	ensure	I	can	ask
for	any	additional	details	needed	to	complete	the	request.

•

Outcomes	&	Accomplishments
Within	six	weeks,	the	PDF	export	had	been	sorted,	exported,	converted,	
organized	and	updated,	and	the	team	was	actively	referring	to	the	new	Tech	
Service	Center	Wiki	(or	TSC	Wiki,	as	we	came	to	colloquially	refer	to	the	
resource).	

From	the	OneNote	2016	for	PC	application,	a	flowchart	for	HR	hiring	necessary	to	assist	onboarding	new	staff	
and	faculty	who	contact	the	help	desk.	

As	we	onboarded	new	team	members,	we	began	holding	monthly	team
meetings thatwere housed in a collaborative section of the OneNotecalled the
TSC TeamSpace.	We used this section todo groupprojects,	track inventory of
technology peripherals, get	feedback and pre-plan	questions	and	topics	for
meeting agendas, andmore.

From theOneNote 2016 for Macapplication,a flowchart for HR hiringnecessary to assist onboardingnew
staff and facultywhocontact the help desk.

Because of its ease of use, the TSC	Wiki OneNote, adoptionwithin team
memberswas easy anddid not require a lot of encouragement. The team	was
happy to get organized	documentation	that they could	easily refer on	any
device, in	a classroomusing their mobile device, or on	a call from their
computer, that had up-to-date information	and	aworkflow that led	to resolution	
of their inquiries on recurrent topics and trends in the IT support queues.
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Tech Center Wiki (OneNote)
Project Description
Tech Center Wiki solution (2018-present)

MyRole
Creator /
Project Manager /
Technical Writer /
Technical Trainer

The Challenge
As I was onboarded in ITS,we also planned to hire several support technicians
who would need to be trained on support desk processes andpolicies. The last
team wiki solutionwas in dead platform and the nowout-of-dateknowledge
was from 2017 andhoused in this massivePDF export.

A	solution to convert any usablecontent from the PDF, organize this content
(alphabetizedwas not going to cut it), create new	andmissing content, andplan
for the future of	technology support providedby thesupport technicianswere
the principles challenges going into this project.

TSC 101 sectionof	the Tech CenterWiki, expanded in theOneNoteweb application in Chrome.

Approach
PerformanceDefinition

All common support inquiries havea defined solution, outlined in a
recognizable section of thewiki

•

Permissionsmanagementdoes notbecome an arduous task	on someone
to administer (i.e., permissions should be built-in andnot requiremuch, if
any,manualadjustment).

•

Single-source information	hub	for techs	and	support;
This repository should be a resource and reference, directing to
external content and tools as needed, indicating escalation paths,
etc.

○
•

Minimize confusion and redundancy•
Minimize unnecessary escalations toOps Admins by providing self-service
solutions	and	tier 1/tier 2 solutions	that can	be handled	by support desk
technicians ($$$)

•

Goals andObjectives
Identify a free, secure platform to house internal team documentation•
Establish a consistent look and feel•
Develop an information architecture that is flexible and can growwith the
team

•

Inventory existing content and resources from various shareddrives•
Updateout-of-datecontent•
Identifymissing content and resources•
Create basic training framework and assessment rubric•

Development
After exploring several options, discussingwith colleagues, and the stateof
transition at	the time, I went	with Microsoft's free product, OneNote. OneNote's
permissions	were built into our existing workflow and	access	could	be easily
managedwith minimal overhead for the owner (me).

Integrationwith our	Microsoft Teams seen at top, "Staff Notebook" launches the TSCWiki OneNote.

This ensured the project would be sustainable, regardless of future tech
initiatives or expansions, and could be easily moved to someonenew if I were no
longer in this position. To get going quickly, I startedby:

Taking inventory of existing resources and reviewed basic support
workflow	for holes in resources

•

Incorporating relevant content from previous team work on Blackboard
andother educational technology / online learning support and training
needs,which	were nowmerged	into help	desk responsibilities

•

From within theOneNote for web inChrome, a sectionof the TechCenter Wiki outlining procedures for next
steps	in the event of new employee hiringconcerns	at the help desk.

To ensure consistency andminimize editing issues, onlymanagers of ourexisting
Teams workspacehave editing rights in themain instructionalcontent area.

To create spaces for projects, feedback, tracking, and othercollaborative team
workspaceneeds, I employed theCollaboration Space feature in OneNote
.	

Expanded sections anda draft Closure page.

This established a special set of sections in themain notebook that could be
edited by anyone	on our team (provided theywere	in ourMicrosoft Team, which
is how I setup the permissionsmanagement in ourTeam Wiki).

To ensure continuousmanagement and addition to the documentation could be
easily handledby all involvedparties, a workflow using the	TSCWiki OneNote	
Collaboration Spacewas created.

A	simpleOneNoteworkflow table of tier 1 and tier 2 techs makingnote of
existing resources that have	recently become	obsolete;

•

Or notes	on new resources	needed, along with support tickets	and internal
notes	to start the documentation	process.

•

A	point-of-contact for therequest's initials is provided to ensure I can ask
for any additionaldetails needed to complete the request.

•

Outcomes & Accomplishments
Within six weeks, the PDFexport had been sorted, exported, converted,
organized and updated, and theteam was actively referring to	the new Tech
Service CenterWiki (or TSCWiki, as we came to colloquially refer to the
resource).

From theOneNote 2016 for PCapplication, a flowchart for HR hiringnecessary to assist onboardingnew staff
and	facultywhocontact the help	desk.

As	we	onboarded	new	team	members,	we	began	holding	monthly	team
meetings	that	were	housed	in	a	collaborative	section	of	the	OneNote	called	the	
TSC	Team	Space.	We	used	this	section	to	do	group	projects,	track	inventory	of	
technology	peripherals,	get	feedback	and	pre-plan	questions	and	topics	for	
meeting	agendas,	and	more.	

From	the	OneNote	2016	for	Mac	application,	a	flowchart	for	HR	hiring	necessary	to	assist	onboarding	new	
staff	and	faculty	who	contact	the	help	desk.	

Because of its ease of use, the TSC	Wiki OneNote, adoptionwithin team
memberswas easy anddid not require a lot of encouragement. The team	was
happy to get organized	documentation	that they could	easily refer on	any
device, in	a classroomusing their mobile device, or on	a call from their
computer, that had up-to-date information	and	aworkflow that led	to resolution	
of their inquiries on recurrent topics and trends in the IT support queues.
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Tech Center Wiki (OneNote)
Project Description
Tech Center Wiki solution (2018-present)

MyRole
Creator /
Project Manager /
Technical Writer /
Technical Trainer

The Challenge
As I was onboarded in ITS,we also planned to hire several support technicians
who would need to be trained on support desk processes andpolicies. The last
team wiki solutionwas in dead platform and the nowout-of-dateknowledge
was from 2017 andhoused in this massivePDF export.

A	solution to convert any usablecontent from the PDF, organize this content
(alphabetizedwas not going to cut it), create new	andmissing content, andplan
for the future of	technology support providedby thesupport technicianswere
the principles challenges going into this project.

TSC 101 sectionof	the Tech CenterWiki, expanded in theOneNoteweb application in Chrome.

Approach
PerformanceDefinition

All common support inquiries havea defined solution, outlined in a
recognizable section of thewiki

•

Permissionsmanagementdoes notbecome an arduous task	on someone
to administer (i.e., permissions should be built-in andnot requiremuch, if
any,manualadjustment).

•

Single-source information	hub	for techs	and	support;
This repository should be a resource and reference, directing to
external content and tools as needed, indicating escalation paths,
etc.

○
•

Minimize confusion and redundancy•
Minimize unnecessary escalations toOps Admins by providing self-service
solutions	and	tier 1/tier 2 solutions	that can	be handled	by support desk
technicians ($$$)

•

Goals andObjectives
Identify a free, secure platform to house internal team documentation•
Establish a consistent look and feel•
Develop an information architecture that is flexible and can growwith the
team

•

Inventory existing content and resources from various shareddrives•
Updateout-of-datecontent•
Identifymissing content and resources•
Create basic training framework and assessment rubric•

Development
After exploring several options, discussingwith colleagues, and the stateof
transition at	the time, I went	with Microsoft's free product, OneNote. OneNote's
permissions	were built into our existing workflow and	access	could	be easily
managedwith minimal overhead for the owner (me).

Integrationwith our	Microsoft Teams seen at top, "Staff Notebook" launches the TSCWiki OneNote.

This ensured the project would be sustainable, regardless of future tech
initiatives or expansions, and could be easily moved to someonenew if I were no
longer in this position. To get going quickly, I startedby:

Taking inventory of existing resources and reviewed basic support
workflow	for holes in resources

•

Incorporating relevant content from previous team work on Blackboard
andother educational technology / online learning support and training
needs,which	were nowmerged	into help	desk responsibilities

•

From within theOneNote for web inChrome, a sectionof the TechCenter Wiki outlining procedures for next
steps	in the event of new employee hiringconcerns	at the help desk.

To ensure consistency andminimize editing issues, onlymanagers of ourexisting
Teams workspacehave editing rights in themain instructionalcontent area.

To create spaces for projects, feedback, tracking, and othercollaborative team
workspaceneeds, I employed theCollaboration Space feature in OneNote
.	

Expanded sections anda draft Closure page.

This established a special set of sections in themain notebook that could be
edited by anyone	on our team (provided theywere	in ourMicrosoft Team, which
is how I setup the permissionsmanagement in ourTeam Wiki).

To ensure continuousmanagement and addition to the documentation could be
easily handledby all involvedparties, a workflow using the	TSCWiki OneNote	
Collaboration Spacewas created.

A	simpleOneNoteworkflow table of tier 1 and tier 2 techs makingnote of
existing resources that have	recently become	obsolete;

•

Or notes	on new resources	needed, along with support tickets	and internal
notes	to start the documentation	process.

•

A	point-of-contact for therequest's initials is provided to ensure I can ask
for any additionaldetails needed to complete the request.

•

Outcomes & Accomplishments
Within six weeks, the PDFexport had been sorted, exported, converted,
organized and updated, and theteam was actively referring to	the new Tech
Service CenterWiki (or TSCWiki, as we came to colloquially refer to the
resource).

From theOneNote 2016 for PCapplication, a flowchart for HR hiringnecessary to assist onboardingnew staff
and	facultywhocontact the help	desk.

As we onboardednew teammembers, we began holdingmonthly team
meetings thatwere housed in a collaborative section of the OneNotecalled the
TSC TeamSpace.	We used this section todo groupprojects,	track inventory of
technology peripherals, get	feedback and pre-plan	questions	and	topics	for
meeting agendas, andmore.

From theOneNote 2016 for Macapplication,a flowchart for HR hiringnecessary to assist onboardingnew
staff and facultywhocontact the help desk.

Because	of	its	ease	of	use,	the	TSC	Wiki	OneNote,	adoption	within	team	
members	was	easy	and	did	not	require	a	lot	of	encouragement.	The	team	was	
happy	to	get	organized	documentation	that	they	could	easily	refer	on	any	
device,	in	a	classroom	using	their	mobile	device,	or	on	a	call	from	their	
computer,	that	had	up-to-date	information	and	a	workflow	that	led	to	resolution	
of	their	inquiries	on	recurrent	topics	and	trends	in	the	IT	support	queues.	
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