
Let us take the common scenario of an external technician making a fortnightly visit to your
school. You may have three hours of their time and cannot afford to spend the first half-hour
briefing them on what to do. Often they may need certain software to complete a job anyway, so
understanding the nature of your problems before they arrive is ideal. Once again make use of MS
Outlook if you have it established within your school. I think it is a good idea to set up a desig-
nated calendar for technical support into which you can quickly assign tasks for technical staff.
This may be elaborated to include different types of support using the colour-coding task options
and it enables you to quickly drag and drop tasks across the calendar as their urgency increases or
wanes. Even if you do not have Outlook established across the network, there are many online
calendar systems that you may choose to use. Google operate a free online calendar service
(www.google.com/calendar) for which you may assign password access for selected staff or you
may integrate this within your own website (Figure 7.2). This is available via the Internet and
allows any technician to brief themselves about jobs before they even arrive at school. It also has
the added advantage of importing data from Outlook, so could quite easily bridge intranet and
Internet systems. Similarly, you can assign access so that a number of people may directly enter
tasks. You could even look at allowing all staff access to this in order for any job to be logged this
way. The possibilities are endless.

I hope that this enables you to think about the crucial area of communication when dealing
with technical support issues. If you get the systems right you will save everyone an enormous
amount of time, which is after all our most valuable and scarce commodity.
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Figure 7.2 Google calendar
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