[05/08/2014 2:00:11 PM] Caroline Barnes: Ok everyone, let's go ahead and get started!
[05/08/2014 2:00:14 PM] Brian Crane: @all Hello!
[05/08/2014 2:00:21 PM] Caroline Barnes: If everyone can introduce yourself with your name, organization, and role!
[05/08/2014 2:00:56 PM] Tanya Crowe: Tanya Crowe, Univ. of Georgia, developer
[05/08/2014 2:01:04 PM] Caroline Barnes: Hey Tanya :)
[05/08/2014 2:01:11 PM] Michelle Manno: Hi!  Michelle Manno, Save the Children, Director of IT Development
[05/08/2014 2:01:20 PM] Caroline Barnes: Hi Michelle!
[05/08/2014 2:01:33 PM] Brian Crane: Brian Crane, Feeding America, Business Systems Administrator
[05/08/2014 2:01:46 PM] Duane Williams: Duane Williams, WWOZ, Development Assistant
[05/08/2014 2:01:51 PM] Alanna Thomas: Alanna Thomas, Jewish Federation of Baltimore, Business Manager
[05/08/2014 2:02:04 PM] Caroline Barnes: Hey everyone!
[05/08/2014 2:02:07 PM] Caroline Barnes: Glad you all are here.
[05/08/2014 2:02:21 PM] Caroline Barnes: I've got Michael Ward with me today - I'm sure many of you have worked with him :)
[05/08/2014 2:02:34 PM] Michael Ward: HI Everyone!
[05/08/2014 2:02:54 PM] Caroline Barnes: He's working on a project around Help Desks to help make the process smoother for you all, define some best practices, etc. - so I wanted to have him here today with us
[05/08/2014 2:03:11 PM] Caroline Barnes: Ground rule: if you're responding to a specific person, make sure to use the @ symbol
[05/08/2014 2:03:19 PM] Caroline Barnes: so "@Caroline" if you're talking directly to me
[05/08/2014 2:03:30 PM] Caroline Barnes: Other than that...does anyone have any questions you'd like to start off with?
[05/08/2014 2:03:53 PM] Jeff Garmon: Jeff Garmon, UGA, sys admin/dba
[05/08/2014 2:03:55 PM] *** Caroline Barnes removed Reane Travis from this conversation. ***
[05/08/2014 2:03:57 PM] *** Caroline Barnes added Reane Travis ***
[05/08/2014 2:04:43 PM] Caroline Barnes: Sorry guys - just making sure everyone can see the chat
[05/08/2014 2:05:02 PM] Caroline Barnes: Well, how about we start off with this - does anyone want to share how you currently structure your help desk?
[05/08/2014 2:05:15 PM] Reane Travis: Reane Travis, UNC-Chapel Hill, Training and Support
[05/08/2014 2:06:08 PM] Caroline Barnes: I think some people were curious what best practices others had in terms of how their help desks were configured.  do you guys feel that your help desks are currently working really well?  or are you having trouble in some areas?
[05/08/2014 2:06:23 PM] Michael Ward: I'm going to be starting a project soon with the CRM to work to improve help desk recommendation for our future clients and to also determine how we can better support our current help desk partners so I thought I would join the discussion today.  Thanks for having me.
[05/08/2014 2:06:33 PM] Caroline Barnes: (Is everyone able to see my messages?)
[05/08/2014 2:06:42 PM] Barbara Laane: Hi this is Barb Laane - Feeding America - Technology Programs Manager here.
[05/08/2014 2:07:08 PM] Duane Williams: (I see them.)
[05/08/2014 2:07:15 PM] Brian Crane: @Caroline I see them
[05/08/2014 2:07:31 PM] Caroline Barnes: @duane, @brian - thanks! just making sure!
[05/08/2014 2:07:51 PM] Tanya Crowe: @Everyone - At UGA, we are handling requests using an open source ticketing system called osTicket.  @Caroline - Is that the kind of information you are wanting to hear about?
[05/08/2014 2:08:07 PM] *** Caroline Barnes removed Evan Menkhus from this conversation. ***
[05/08/2014 2:08:09 PM] *** Caroline Barnes added Evan Menkhus ***
[05/08/2014 2:08:46 PM] Evan Menkhus: Sorry, joining a little late. Evan Menkhus, Junior Achievement USA, Software Developer
[05/08/2014 2:08:48 PM] Caroline Barnes: @tanya - thanks for sharing - I'm honestly not sure what questions people might have about help desk management
[05/08/2014 2:09:57 PM] Barbara Laane: @Caroline, our help desk is strucutured by functional area.  So all tickets that have a subject line of CRM in the body of the email sent to a service desk email are filtered into our Athena CRM area.  And it is this area where Brian and I work tickets.  These tickets are prioritized by the user in terms of priority.  We have a a Microsoft prodcut calls Service Manager that is part of the System Center product that allows us to manage all aspects of the ticket in this system.
[05/08/2014 2:10:29 PM] Barbara Laane: @Caroline, I'm able to see your messages.
[05/08/2014 2:10:33 PM] Reane Travis: @everyone - at UNC we are using iSupport for ticketing currently.  It allows users to email us (which automatically generates tickets for them) and enter tickets via a social client. We also have someone available to answer calls Mon-Fri 9am-5pm
[05/08/2014 2:10:41 PM] Caroline Barnes: @barb - wow so it's just the two of you!  it must get hectic
[05/08/2014 2:11:18 PM] Mike Cicerone: At boston university we use Service Now to have our end users log tickets
[05/08/2014 2:11:32 PM] Tanya Crowe: @Everyone, this system (osTicket)  is not perfect for being able to prioritize ticket - just a high/normal/low, so the person assigned the ticket has to figure it out from there, along with any pertinent due date information provided.
[05/08/2014 2:11:37 PM] Barbara Laane: @Caroline, right now we don't have so many tickets coming in, but I can certainly see it getting more hectic as we get more Food Banks live.
[05/08/2014 2:12:18 PM] Caroline Barnes: @tanya - how else would you guys look to prioritize tickets in addition?
[05/08/2014 2:12:33 PM] Michael Ward: Appropriate prioritization is key
[05/08/2014 2:12:50 PM] Reane Travis: at UNC, we don't allow users to prioritze the tickets (because most users consider everything urgent), so everything starts off as medium priority and reps can then upgrade/downgrade as needed
[05/08/2014 2:13:30 PM] Caroline Barnes: @reane - haha that solves THAT problem - i like it.  it's tough to keep the big picture in perspective with prioritization
[05/08/2014 2:13:33 PM] Michael Ward: Reane you nailed it with the urgent comment
[05/08/2014 2:13:46 PM] Tanya Crowe: @Caroline, @Everyone - well, it might be nice for the managers to be able to give them a number priority, but I think it is working out OK so far.
[05/08/2014 2:14:05 PM] Mike Cicerone: in service now the ticket is automatically given a high low normal based on Type, Impact and urgency fields filled out
[05/08/2014 2:14:08 PM] Caroline Barnes: @tanya - gotcha.  i can see how a due date would be helpful too
[05/08/2014 2:14:36 PM] Barbara Laane: @Reane, most of our users don't mark items as really urgent unless it is really imperative.  We are working to train the users to add a date of when it is absolutely needed.  
And we can have further conversations with the owner of the ticket once we see and understand the impact of the ticket.
[05/08/2014 2:14:55 PM] Tanya Crowe: @Mike, is Service Now a subscription product? hosted off site?  I can't quickly tell from the website.
[05/08/2014 2:15:07 PM] Michael Ward: Due dates are crucial on our end as well.  It is always good to know the true impact a deadline has for a particular case
[05/08/2014 2:15:07 PM] Reane Travis: @Barbara you have great users!
[05/08/2014 2:15:38 PM] Mike Cicerone: BU pays for licenses but i am not sure if we have servers or if it is a saas solution
[05/08/2014 2:15:52 PM] Jeff Garmon: @Reane Travis - UGA allows the user to select the priority, most are reasonable about it and ultimatly we (SME's) define the priority even if it is differnet than the user request
[05/08/2014 2:15:59 PM] Mike Cicerone: sorry i should have said @tanyac_6
[05/08/2014 2:16:55 PM] Mike Cicerone: @everyone: my wish list would be to have a workflow i could start manaully that would automatically send an email to blackbaud to open a ticket withthem with all of the pertinent infomration
[05/08/2014 2:17:30 PM] Caroline Barnes: @jeff @reane - it seems like a little circling back with end users to "help" them understand realistic prioritization is probably helpful ;)
[05/08/2014 2:17:51 PM] Reane Travis: @Jeff   I like your approach, but our users really do think everything is urgent.  we have received requests for complex queries at 10am with a due date of noon
[05/08/2014 2:17:57 PM] Barbara Laane: In Service Center, there are two different areas that people can enter - Impact (which is High, Medium, Low) and Urgency (High, Medium, and Low).  If the users don't mark anything, the system defaults it as a medium priority.  I actually believe that a number of people don't actually bother to prioritize which is why a lot of our tickets are marked with Medium priority.
[05/08/2014 2:18:22 PM] Caroline Barnes: @mike - that sounds like it would be helpful!  does anyone have anything like that currently?
[05/08/2014 2:18:48 PM] Caroline Barnes: @barb - make sense
[05/08/2014 2:18:51 PM] Jeff Garmon: @caroline - always; communicate, educate, and communicate more - ultimatly users are smart when treated as such :)
[05/08/2014 2:19:08 PM] Mike Cicerone: @everyone: my experience is no ticketing system can work without a human talking and interacting with the end user
[05/08/2014 2:19:30 PM] Caroline Barnes: @jeff - you guys are so great at that - Heather J. showed me your website for CRM and it's really wonderful!
[05/08/2014 2:19:54 PM] Michael Ward: @reane I really do think it is good practice to go over impact/urgency as times goes by.  Often they can follow laid out guidelines but over time, they can revert to thinking any case they are actively working is most important
[05/08/2014 2:20:10 PM] Reane Travis: @Mike I totally agree with that.  we encourage interaction every chance we get.  our training team is also the support team.  so we are constantly encouraging interaction in the classroom and communication with the helpdesk
[05/08/2014 2:20:12 PM] Barbara Laane: And actually, most people enter emails as opposed to going into the system which is why a lot of tickets are marked as medium priority for both impact and urgency.  So we end up talking with the users anyways.  Having a dialog with customers is important to building a good relationship.
[05/08/2014 2:20:19 PM] Cindy Bond: @Mike Cicerone - Kudos to your comment - communication between users and technicians should never go away!  from: Cindy Bond, UGA
[05/08/2014 2:20:20 PM] Caroline Barnes: @mike, really @all - do you guys give all of your end users the user guides/documentation so they have references?  how does that work?
[05/08/2014 2:21:49 PM] Jeff Garmon: @mike.cicerone - one of the biggest discussion points about our approach is users feel isolated because everything is done electronically.  When it comes to our development staff specifically, they are people centric and want to talk to someone, so we do have a help desk number from 8am-5pm.
[05/08/2014 2:21:56 PM] Mike Cicerone: @caroliine: we teach them about the help button in bbec. and we stress that the teacher and me (1st level incident support) are avaialable and we are friendly  :)
[05/08/2014 2:22:27 PM] Michael Ward: @All  It is always important to remember good end user habits can't be learned in a day.  It takes time, practice, and refreshers every now and again.  Same goes for our CRM support team.
[05/08/2014 2:22:35 PM] Caroline Barnes: @mike - cool :)  do you take all first level cases yourself??
[05/08/2014 2:23:05 PM] Michael Ward: @Mike It amazes me how many people dont know to go to the Help button when in need.  Good work!
[05/08/2014 2:23:05 PM] Reane Travis: UNC has a portal that is "one stop shopping" for all things CRM.  it has links to the production & learning environments, all the documentation we use in the classroom, tips & tricks, newsletters, links to forms they may need, the training calendar so they can sign up for classes and a link to the Help portal where they can search for answers and log tickets
[05/08/2014 2:23:11 PM] Mike Cicerone: Service now also has a SLA feature where after a certain amount of time a tech can go into a list of open tickets and if a ticket reaches a certain threshhold it turns yellow and if they reach another threshhold they turn red.
[05/08/2014 2:23:33 PM] Mike Cicerone: its a nice visual identification to see how long its taking any particular ticket to be closed
[05/08/2014 2:23:38 PM] Barbara Laane: @Caroline, there is a how to guide on our SharePoint site but also important is the onboarding process for new employees.  We try to make sure people know how to use the system.
[05/08/2014 2:23:57 PM] Brian Crane: @Mike one of my first questions is always whether they've searched the help section and/or the knowledgebase.
[05/08/2014 2:24:00 PM] Caroline Barnes: @reane - that's amazing.  you guys wear so many hats!
[05/08/2014 2:24:13 PM] Caroline Barnes: @mike - that does sound helpful!
[05/08/2014 2:25:08 PM] Mike Cicerone: @everyone: we setup service now so there is a seperate BBEC section and it is not grouped in with desktop support tickets
[05/08/2014 2:25:37 PM] Michael Ward: @live:brcrane_1  Excellent questions to ask your end users!
[05/08/2014 2:26:38 PM] Brian Crane: My goal is the get end users in the habit of using the support resources that are available to them first before creating a ticket. Many of the tickets we get can be resolved by looking at help and/or knowledgebase. We want the end users to feel "empowered" to use those resources and resolve their issues themselves--generally much quicker than it takes to go through the ticketing process. It really is a win-win for us on the ticketing end and the end users
[05/08/2014 2:26:39 PM] Cindy Bond: @Reane and @Caroline - UGA has a CRM website (we call it GAIL) that sounds similar to what UNC has, it also includes blog articles, tips & tricks that include step by step instructions along with visual aids, flow charts, etc.
[05/08/2014 2:26:42 PM] Mike Cicerone: @brian: some of our end users dont becasue they can opena  ticket with us and we can answer quicker than if they looked things up for themselves. others look things up and only contact us if they cant find it
[05/08/2014 2:27:37 PM] Caroline Barnes: @cindy @reane - would you guys be willing to share the link to your user sites with the group? it might be helpful to share what's possible
[05/08/2014 2:27:51 PM] Mike Cicerone: @ everyone: just curious, how many users do you support for the blackbaud product?
[05/08/2014 2:27:56 PM] Michael Ward: @live:brcrane_1 It is funny you mention it being a win-win.  It really is the case.  Better to teach them to fish than to fish for them
[05/08/2014 2:28:10 PM] Reane Travis: @Caroline     http://davie.unc.edu/index.html
[05/08/2014 2:28:50 PM] Reane Travis: @Mike   we have about 700 users currently
[05/08/2014 2:29:15 PM] Barbara Laane: @Carolien,  I have to leave now for another meeting.  It was good being able to join.  One last thought is that we are trying to get our users to use the knowledgebase more first, but it is a process we are working on.  And I send them links a lot on where I have found the item for future reference.
[05/08/2014 2:29:32 PM] Caroline Barnes: @reane - thanks!!  what a great site.
[05/08/2014 2:29:44 PM] Cindy Bond: @Carolina - UGA supports ~500+/- users currently.
[05/08/2014 2:29:58 PM] Caroline Barnes: @barb - thanks for joining!  you may have dropped off already but I'm hoping to be able to help with that as well
[05/08/2014 2:30:04 PM] Jeff Garmon: @caroline - UGA's is http://dar.uga.edu/gail, @cindy and group do an excellent job maintaining it
[05/08/2014 2:30:13 PM] Cindy Bond: @Caroline - our user resource website is:  www.alumni.uga.edu/gail
[05/08/2014 2:30:20 PM] Michael Ward: @Cindy How many people do you have supporting those 500ish users?
[05/08/2014 2:30:25 PM] Reane Travis: @Caroline  thanks, we are working constantly to try to improve it.  we're about to undergo a major overhaul on the backend so the team can do more site maintenance ourselves, so we'll have a lot more content out there soon
[05/08/2014 2:30:40 PM] Caroline Barnes: @barb - I'm working on a project right now to make our documentation (user guides, Knowledgebase, etc.) better organized - hopefully that will inspire more people to turn to that information
[05/08/2014 2:30:43 PM] Cindy Bond: woops - same as the link Jeff listed - they go to the same place :)
[05/08/2014 2:30:58 PM] Jeff Garmon: @cindy sends the appropriate UGA link (sorry CB)
[05/08/2014 2:31:34 PM] Caroline Barnes: @cindy @jeff  - thanks for sharing!  such a great site - it makes me want to sign up for your classes myself ;)
[05/08/2014 2:31:58 PM] Brian Crane: @michaelpwa777 Yes. We don't want our end users (that all have access to both the help section and knowledgebase) to get into the habit of simply creating a ticket with every issue instead of using the resources first and creating a ticket only if they can't find the issue or need further help. With only two of us to address tickets (and many other projects/responsibilities outside of tickets) we want to avoid the "how-to" tickets that can be answered using help/user guides/knowledgebase
[05/08/2014 2:32:04 PM] Cindy Bond: @jeff - no worries - but how many supporters would you say we have for our 500+/- users - to answer Michael's question...
[05/08/2014 2:32:36 PM] Cindy Bond: @Caroline - i'll be happy to train you, but i'm betting you can school me on some CRM stuff too!
[05/08/2014 2:32:59 PM] Caroline Barnes: @cindy - i may actually take you up on that!  we can trade off!
[05/08/2014 2:33:18 PM] Caroline Barnes: @all - it sounds like you're encouraging people to use the user guides and Knowledgebase more - so I have a question:
[05/08/2014 2:33:24 PM] Cindy Bond: @Caroline - works for me! Any time! :)
[05/08/2014 2:33:54 PM] Caroline Barnes: @all- what are your thoughts on our Knowledgebase and on the user guides?  I'm working to improve them, so do you have any suggestions or areas where things could be beefed up?
[05/08/2014 2:33:55 PM] Reane Travis: @Cindy @Jeff   have you had a good response to the online courses you are offering?  we are wanting to start some online options at UNC and we're trying to determine the best way to go about it to encourage usage, increase retention, keep costs down and not be a huge resource burden (I know, we don't ask for much)
[05/08/2014 2:35:08 PM] Michael Ward: @live:brcrane_1 Thats an extremely smart approach and very much how we conduct ourselves here at Blackbaud.  If we ever find an answer to a question for someone here internally we will always point to the location of where we found that answer.  I still have people do it to me when it occurs for a question I'm asking. (rarely :) )  These resources give the users power and speed resolution on all ends of the chain.
[05/08/2014 2:35:36 PM] Tanya Crowe: @Caroline - I've enjoyed using Knowledgebase when there were things that I didn't know how to do in CRM - for instance when I want to replicate something that is already set up on production/staging in my local copy (which doesn't have UGA data).
[05/08/2014 2:35:59 PM] Jeff Garmon: @michaelpwa777 - UGA has the following.  one PM, 2 trainers, 3 report writers, 4 developers, 3 sysadmins/dbas.  The trainers/report writers have (thankfully) taken on the role of tier 1 UGA support for users (working closely with SMEs)
[05/08/2014 2:36:35 PM] Caroline Barnes: @tanya - thank you!
[05/08/2014 2:36:44 PM] Caroline Barnes: @tanya - glad it helps :)
[05/08/2014 2:37:05 PM] Michael Ward: @live:jgarmon  Of those people how many are actively supporting the tickets or are all working tickets depending on the type of questions that come in?
[05/08/2014 2:38:11 PM] Mike Cicerone: @everyone: we support around 300 users and we have 1 first tier support person, 1 trainer who also does 1 st tier support and then a group of 4 developers, ba's and qa people who do second level support when 1st tier cant figure it out
[05/08/2014 2:38:12 PM] Cindy Bond: @Reane - we've created over 40 training videos for our users, we offer a basic level online video training course to any user that prefers that style.  that being said, we've had less than 40 people actually sign up for online training so far.
[05/08/2014 2:38:46 PM] Michael Ward: @Cindy That's amazing.  I'm very impressed with the amount of resources you are currently offering.
[05/08/2014 2:38:53 PM] Jeff Garmon: @michaelpwa777 - realize eCRM is also not the only thing UGA folks support.All of them are actively working tickets at any given point, they come in, if tier 2 can't answer, they assign to others
[05/08/2014 2:39:00 PM] Tanya Crowe: @Everyone - at UGA, we do internal tickets in the system as well, so I might get a ticket and do my part with it and then create another ticket for the sys admins to get it moved to production.
[05/08/2014 2:39:04 PM] Cindy Bond: @Reane - we also provide those same videos under our "Tutorials" section of our website so that existing trained users can refresh any time they might need to.
[05/08/2014 2:39:14 PM] Michael Ward: @Cindy It is also nice to hear you offer training that fits multiple styles of learning.
[05/08/2014 2:39:32 PM] Caroline Barnes: @all - you guys are all superhuman.  the volume that you deal with is so impressive.
[05/08/2014 2:39:40 PM] Cindy Bond: @Reane - sorry - forgot to add that we are in the process of updating those videos with product and business updates so they're not all out there right now.
[05/08/2014 2:40:17 PM] Reane Travis: @Cindy  :(  that's a lot of effort on your part for such low sign up.  Are the online options new?  Have you gotten good feedback from the ones that have used them?  Maybe you can use them as champions on campus, to encourage other users to try them
[05/08/2014 2:42:12 PM] Michael Ward: @live:jgarmon   Its very impressive to hear a help desk of that size supports so many end users.  Do you find that having help desk members of various backgrounds helps to support such a large end user base?
[05/08/2014 2:43:49 PM] Cindy Bond: @Reane - we started offering online mid to late Sept 2013, it is a lot of work and honestly i did expect more registrants given this age of online "everything".
[05/08/2014 2:44:08 PM] Jeff Garmon: @reane travis - agree, a lot of UGA users are development related and are people centric, they want human contact, class, etc...  Also remember we have only been live for ten months.  I do hope @cindy's efforts in the online/video area pay off as "long time" users in eCRM start working with newer users as they come on board
[05/08/2014 2:46:16 PM] Cindy Bond: @Michael - thank you - we love what we do and i honestly love being able to provide many training/learning methods and we also consult with campus users/offices and even provide presentations to our Dean's and VP's so they can be aware of this system and tools that can help them in their work
[05/08/2014 2:46:18 PM] Caroline Barnes: @jeff @cindy - that is tough.  on the flip side though, maybe people pay more attention and it's more interactive if they're there in the room with you?
[05/08/2014 2:47:07 PM] Jeff Garmon: @michaelpwa777 - YES.  We cumulatively have a diverse background in the help desk area and it pays divendends.
[05/08/2014 2:47:16 PM] Cindy Bond: @Caroline - as long as they leave their smart phones and ipads alone long enough to actually 'attend' the class ;) hehehe
[05/08/2014 2:47:24 PM] Michael Ward: @jeff @cindy @Caroline Yes i personally work much better in the live classroom setting
[05/08/2014 2:47:25 PM] Reane Travis: @Jeff @Cindy   our plan was to keep offering the standard live classes (our users have to attend specific classes to gain rights to the parts of CRM they will use), but to offer online options as refreshers and to help get new people up to speed quickly.  we want to start with 2-3 minute "how to" videos and see what kind of response we get.
[05/08/2014 2:47:59 PM] Michael Ward: @live:jgarmon  I believe it and was very curious of how much thought goes into different peoples backgrounds when creating a help desk.
[05/08/2014 2:48:39 PM] Caroline Barnes: @cindy - seriously!  it's tough!
[05/08/2014 2:48:39 PM] Cindy Bond: @Reane - we only allow 'basic view only' access to anyone participating in the online classes. if they wish to update any information within the system, they are required to attend a classroom style class for one on one instruction.
[05/08/2014 2:49:16 PM] Caroline Barnes: @reane @cindy - i love the idea of requiring the classes in order to be granted rights.
[05/08/2014 2:49:41 PM] Michael Ward: @Cindy That is such a great idea!
[05/08/2014 2:49:55 PM] Cindy Bond: @Reane - a part of the online video class is they must pass a quiz to show us they actually watched the videos and not just let it play in the background ;)
[05/08/2014 2:50:31 PM] Caroline Barnes: @cindy - brilliant
[05/08/2014 2:50:41 PM] Jeff Garmon: @michaelpwa777 - lots of thought; even to the point of our PM didn't want me first tier because I tend to be very blunt (polite but blunt), consider back grounds, attitude, etc... everything
[05/08/2014 2:50:53 PM] Reane Travis: @Cindy   wonderful!  does your system track how much of the video they actually watched, or you only know they've watched when you receive a completed quiz?
[05/08/2014 2:51:57 PM] Cindy Bond: @Reane - we have several videos plus a quiz that they must complete each one and we can see which videos they've watched and which ones they have yet to watch.  and we see the quiz scores as well as which question they missed.
[05/08/2014 2:51:59 PM] Michael Ward: @livejgarmon I think work place compatability is important to think about.  Afterall, you will be working around these people daily and you want to have positive work experience.  I'm happy you made the cut!
[05/08/2014 2:52:21 PM] Michael Ward: @Cindy   That is amazing.
[05/08/2014 2:52:51 PM] Reane Travis: @Cindy - is all of that tracked through your website (I'm guessing it's a WordPress site) or do you have an LMS that the videos are in?
[05/08/2014 2:52:58 PM] Cindy Bond: @Michael - thank you again!  It's always a work in progress, learn by mistakes, make it better, and keep going!
[05/08/2014 2:53:50 PM] Cindy Bond: @Reane - we have a LMS called Desire2Learn to handle the online trainings.
[05/08/2014 2:54:18 PM] Cindy Bond: @Reane - we didn't have to purchase outright, we tacked onto the overall UGA license for that so it saves us some $$$.
[05/08/2014 2:54:48 PM] Jeff Garmon: @cindy - I might have some ideas for you form the UNC Davie link :)
[05/08/2014 2:55:06 PM] Cindy Bond: @Jeff - awesome, any time!
[05/08/2014 2:56:05 PM] Caroline Barnes: Ok everyone, any last questions before we wrap things up?
[05/08/2014 2:56:26 PM] Michael Ward: Thanks everyone for letting me join this conversation!
[05/08/2014 2:57:20 PM] Cindy Bond: Thanks everyone!  And if you have any new training or user help suggestios - please send them my way.
[05/08/2014 2:57:21 PM] Caroline Barnes: Next week we'll be talking about CRM for fundraisers
[05/08/2014 2:57:22 PM] Mike Cicerone: @caroline: thanks another good talk
[05/08/2014 2:57:26 PM] Reane Travis: @Cindy  thanks for the info.  we've looked into some LMS but cost is also a factor for us.  we're currently looking at tying into the Sakai/Blackboard/Elluminate since the school already has that.   we're also debating whether or not to build some of that functionality directly into our portal.
[05/08/2014 2:57:30 PM] Caroline Barnes: @mike - thank you!!
[05/08/2014 2:58:23 PM] Cindy Bond: @Reane - good luck on whatever route you go, I would tack onto Blackboard or Ellluminate if possible and if they provide the features you need.
[05/08/2014 2:58:54 PM] Reane Travis: @everyone   thank you for a great conversation and lots of new ideas
[05/08/2014 2:59:14 PM] Caroline Barnes: @reane - thank you for sharing!!
[05/08/2014 2:59:29 PM] Reane Travis: @Cindy   thanks!  (nerd)
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