Streamlining Support and Development Activities

Across the Distinct Support Groups of the ALBA Synchrotron
with the Implementation of a new Service Management System

Project Manager: Malysa Martin Executive: David Fernandez MIS: Daniel Salvat, Alfonso Burgos
Service Managers: David Carles, Carles Colldelram, Guifré Cuni, Edmundo Fraga, Gaston Garcia, Oscar Matilla, Toni Perez
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LEARNING FROM EXPERIENCE

= ~ 2000 hours / 18 months, 90% Change Management
= Handling Resistance = Listen to concerns + Propose solutions
= User Experience Design techniques boost Adoption

= Controlled failures in User Training — Smooth introduction

= Timeline = function (team’s availability, attitude toward change, operational constraints)
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