OFFICE IT PRO APVENTURES, IS5UE #5 - THE APVENTURE CONTINUES!




- OFFICE 367 ACCOUNT FOR OUR
SN NEWEMPLOYEE, BUT IT WOLLON'T

THE SUN GREETS OUR HEROMNE AS SHE SIPS

HER MORNING COFFEE AT NORTHWING, TNC.
WHAT APPEARS TO BE SMOOTH SALLING SLIDDENLY
TURNS CHOPPY. ..

LET ME PROVISION ANEW UGER,

7 LETSSEE |
F I CANFIND
SOME INFO

=

= HERE'S AN
ARTICLE. ..

L ISA ANDREWS
CNIL ENGINEER AND
OFFICE 365 AMN,
NORTHWING, INC.

ALL OF MICROSOFT'S
SERVERS ARE DOWN?
BECAUSE A GRIZZLY BEAR
IS HEERNATING IN THE
DATACENTER AND THEY
CANT REBOOT??  {

THIS LINK SAYS
THAT T SHOULD 60
TO THE OFFICE 267

THERES A
SERVICE INCIDENT.

SERVICE HEALTH AP MISHT B
UNABLE TO PROVIGION
R MEW LSERS, TUL TRY

AGAN NABIT,

HOW DID T NOT KNOW ABOUT

WHAT IF THERE WAS AN INCIDENT
IMPACTING MY END USERS?

THE SERVICE HEALTH DASHBOARD?

LIKE SOME WAY TO
nciEs e o\ | GET THE WoRD ouT MIKE JAFFE
INCE TO OUR END LISERS? CO-FOUNVER,

THIS ADMIN THING [ WAS NORTHWING, INC.

WONPERING, PO WE
HAVE AN SORT OF
PLAN TO MANAGE A
SERVICE

INCIDENT?

A WHILE AGO
T STARTED THNKING
HOW WE SHOULD KEEP
OUR OFFICE 265 USERS
INFORMED, BUT T NEVER
GOT AROUND TO
MAKING A PLAN,

WE'NE BEEN GROWNG WELL, WHAT WOULe
SO FAST THAT IT 60T HAPPEN IF THERE WAS A
AWAY FROM s, BUT SERVICE NCIDENTZ,

LWICKILY NOTHNG

TF OU HAVE
THE TIME GO AHEAD
AND PUT SOMETHING
TOGETHER, BUT (T
DOESNT NEED TO |
BE A TOP PRIORITY. /:

LIKE IF OUR USERS COUDNT
ACCESS SHAREPOINT OR MAIL
WAS DELAYED?

KEEP IMPACTED USERS
UPPATED ON WHAT'S
S HAPPENNG?




hi kim! ;) as an Office 365 admin, how do you
manage communication with your users if you
have a service incident?

hey lisa - great ctuestion! i created a plan outlining
which users to alert and how, based on the type of
incident. i use the same plan to share information

with my users ahead of changes too! by keeping my
users informed, i help them get the most out of O365.

that sounds %reat! where do i get started to
make a plan for my company?

OH, T SHOULD v
PROBAELY CHECK THE
MESSAGE CENTER

. WHILE T'M HERE.

Microsoft has lots of great resources for
admins!

go to: aka.ms/ManageOffice365 to get

started with resources and learn more
about your role in managing the service

ttyl!

_

UNLIMITED STORAGE
15 ROUING OUT FOR OUR
USERS, THAT'S PRETTY

IDEETTER
GIVE ENERYONE
A HEADS LP.

HMM, WHAT
PO T PO WITH THIS
INFORMAT ION?

T SEE NOW - AN
IMPORTANT PART OF MY JOB
AS AN CFFICE 265 ADMIN IS TO

KEEP USERS LPDATED ON WHAT

WILL KNOW WHAT TO EXPECT
AND WON'T BE SURPRISED BY

CHANGES ARE COMING TO
THE SERVICE.

NOW T SHOULD FINISH
MY PLAN SO T'M READY TO MANAGE
DIFFERENT TYPES OF CHANGES AND
BE PREPARED IN CASE OF A
SERVICE INCIDENT,




PREPARE FOR CANG:EQ AND INCIDENTS

e

1. UNDERSTAND YOUR ROLE

KNOW WHAT TO 0O AND WHO TO CONTACT
BEFORE, DURING, AND AFTER CHANGES AND
INCIDENTS.

3. MAKE YOUR MANAGE MENT
AND COMMUNICATION PLAN

1. BULD YOLR TEAM

GET HELP GETTING THE WORD OUT, ENLIST
OTHER TEAM MEMBERS, PEERS IN 1T, POWER
USERS, OR ASSIGNED ADMING FOR CERTAN
SERVICES (LIKE SHAREPOINT),

2. IDENTIFY YOLR $T AKEHOLDERS
DECIDE WHO YOU WILL CONTACT DEPENDING ON THE TYPE
OF CHANGE OR NCIDENT. TT COUD BE EVERYONE, A FEW
PEOPLE, OTHER ADMINS, OR. A SPECIFIC DEPARTMENT.

2. KNOW YOUR RESOURCES

USE THE RESCURCES N
THE SERVICE MANAGEMENT
TOOLKIT TO STAY INFORMED,

.
~ Ty LT

SOME AFFECT MANY LIGERS,
SOME VERY FEW. SOME

GREATLY IMPACT THOSE
LSERS WHILE OTHERS ARE

N\ 3. RECOGNZE THERE ARE
N\ DIFFERENT TYPES OF
| INCIDENT S AND CHANGES

H, POCUMENT YOLR PLAN
GO OVER IT WITH YOUR TEAM. KNOW WHO 15
RESPONSIBLE TO MONITOR COMMUNICATIONS
FROM MICROSOFT AND RELAY INFORMATION



NOW T KNOW WHAT 1 NEED
To PO, BUT WHAT IS MICROSOFT
DOING THIS WHOLE TIME?

IF THEYRE

ANYTHING LIKE OUR.
ENGINEERS. 4

ff,
WHAT MICROSOFT DOES BEHIND THE SCENES

CHANGES

BEFORE A CHANGE:

-SET CLSTOMER
EXPECTATIONS

- PROVIPE Z0-DAYS NOTICE -
FOR ANY CHANGE REQUIRING |
APMINISTRATOR ACTION :

- AUBLISH THE MATORITY OF

NEW FEATURES AND LPDATES
ON THE 0265 ROADMAP

\

SERVICE INCIDENTS

=

BEFORE AN INCIDENT.

- DESIGN THE SERVICE TO BE REDUNDANT AND RELIABLE
- PROVIVE SERVICE INCIVENT REAPINESS FOR CUSTOMERS

NOW THAT IVE GOT MY PLAN
INPLACE AND KNOW HOW TO MONITOR
COMMUINICATIONS FROM MICROSOFT,
T CANKEEP TASS ON THE SERVICE

THROUGH THE MOBILE APP.

| AFEW WEEKS IATER...

LET ME TAKE
ALOOKBEFORE 1 GET

| SOME WORK DONE

IN THE FIELD.

TN a—

l';t:RINéAC-HANéE.’ .

- LIGTEN TO FEEOBACK FROM
CLETOMERS IN THE AOMN CENTER
AND THROUGH SOCIAL MEDIA

- UPDATE THE OFFICE 365 ROADMAP
WITH STATUSES, AND ADD NEW FEATURES

- USE LISTENING ME CHANISMS TO PESIGN
IMPROVEMENTS TO THE SERVICE EXPERIENCE

/
Y
—_—
s ——
e N =
7Ny Nl
/ "4
r J—
= ¢ TEST CHANGE, =
ROLL OUT THROUGH FRST
RELEASE, AND DEPLOY TO ALL | - ASSIGN ON-CALL ENGINEERS TO RESOLVE
USERS WORLOWIDE e INCIDENT 24/7
- MONITOR. TELEMETRY AND —_— - COMMUNICATE TO CUSTOMERS VIA THE
SUPPORT ESCALATIONS FOR.
SUPPORT ESCAATIONG P SERVICE HEALTH DASHBOARD
; : AFTER - PROVIDE CLOSURE SUMMARY
AFTER A CHANGE: i
g - PERFORM ACTIONS IN CLOSURE
SUMMARY TO PREVENT SIMILAR.
GSUES

WOW, LOOKS
LIKE MICROSOFT
HAS L5 COVERED!

NEW FEATURES INCUWIDED
IN UPCOMING UPDATES OF
OFFICE MOBIE APPS

/ "INGERT PICTURES
[ FROM YOUR CAMERA
ORECTLY NWORD” - .

\ THATSACOOLNEW /0

MY FELLOW ENGINEERS
WILL LOVE THIS FOR WRITING =
FEELD REPORTS ON THE 60.

AND, LGING MY PLAN,
1 CANSEND AN UPDATE
TO THOSE USERS LETTING

THEM KNOW ABOUT THE
NEW FEATURE!




\CK AT THE OFFICE. ..

THANKS FOR
THINKING PROACTIVELY
AND MAKING A PLAN TO .

1 CAN TAKE PICTURES ON
My TABLET AND AD THEM

_ STRAIGHT TO MY FIELD

REPORTS!

SERVICE, LISN

7 THANKS GU(S! WITH THE
HELP OF MICROSOFT'S RE :
5 PEELMORE CONPIDENT A6 ANADMN
1T GREAT TO SEE OUR UEERS
GET THE MOST OUT OF

e~y .
THIS EXTRASTORAGE | - fg

HOUNE HELPED
KEEP EVERYONE IN
THE LOOP S5 THEY CAN
USE NEW FEATURES

RIGHT AWAY!

BUT WE'RE NOT DONE YET.
WE NEEQ TO MANTAN OLR
WALINICATIONS PLAN

TOOAY ..

LAND CHECK THE
OFFICE 36 ROADMAP AND
THE MESSAGE CENTER TO
GET PREPARED FOR WHAT'S
COMING TOMORROW.

b, s

Service management resources for admins at |
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