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Technology Adoption Curve 
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We went looking for fresh insight and…what we got was 
so much more.  We got a group of colleagues that 
became energized about the possibilities, a roadmap on 
how we might develop and a clear determination to make 
real improvement. 

“	   “	  
John Rushforth  

Deputy Vice-Chancellor  

THE UNIVERSITY OF THE WEST OF ENGLAND 
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Blackboard	  Resources	  
•  On	  demand	  videos	  
•  Cohorts	  and	  Programs	  
•  Documenta:on	  
•  Training	  
•  Services	  
	  

Events	  
•  Bb	  Events	  
•  User	  community	  events	  
•  Industry	  events	  

Community	  Resources	  
•  User	  groups	  
•  List	  servs	  	  
	  

What do Client Managers Do? 
Client Manager can help direct you to: 
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A	  support	  case	  has	  been	  opened	  with	  Client	  Support	  and:	  
•  You	  have	  been	  wai:ng	  a	  long	  :me	  for	  a	  response	  

•  	  More	  than	  5	  business	  days	  for	  a	  Medium	  
•  More	  than	  2	  days	  for	  a	  High	  
•  More	  than	  1	  for	  a	  System	  Down	  

•  You’re	  not	  happy	  with	  Client	  Support’s	  response	  
•  The	  issue	  is	  related	  to	  a	  product	  bug	  and	  a	  fix	  is	  not	  available	  or	  targeted	  
•  You	  believe	  that	  Client	  Support	  has	  closed	  the	  case	  prematurely	  
•  The	  system	  is	  performing	  poorly	  or	  is	  unstable	  
•  The	  issue	  is	  related	  to	  Hos:ng	  outages	  or	  performance	  
•  You	  want	  a	  case	  priori:zed	  if	  you	  have	  mul:ple	  cases	  open	  

Email	  your	  Client	  Manager	  and	  Account	  Director	  with	  the	  following	  informa:on:	  
•  Your	  support	  case	  number	  
•  A	  brief	  overview	  of	  why	  you	  are	  wan:ng	  to	  escalate	  –	  sta:ng	  impact	  is	  key!	  
•  Any	  other	  informa:on	  you	  think	  would	  be	  relevant	  
	  
	  

	   	   
 
	  
 
 

 

Bb Escalation Procedure 
 When to escalate 
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Use	  the	  Blackboard	  product	  sugges:on	  box	  
•  hSp://www.blackboard.com/Contact-‐Us/Suggest-‐Product-‐Enhancements.aspx	  
•  Use	  for	  all	  products	  
	  

Benefits	  
•  Captures	  all	  the	  informa:on	  required	  for	  the	  development	  team	  to	  consider	  the	  idea	  
•  Automa:cally	  creates	  an	  entry	  in	  the	  system	  that	  Product	  development	  uses	  as	  input	  
•  Can	  be	  reported	  on	  and	  reviewed	  during	  account	  review	  mee:ngs	  
•  Can	  bring	  list	  to	  user	  groups	  and	  BIE	  to	  have	  community	  	  priori:ze	  and	  clarify	  requirements	  
•  Allows	  capturing	  your	  requirement	  in	  your	  own	  words	  
•  Input	  for	  UK	  specific	  Product	  Manager	  review	  
•  Email	  is	  sent	  to	  submiSer	  to	  indicate	  Enhancement	  request	  has	  been	  created	  

!

Bb Enhancement Requests 
Got an idea how to make the product better? 


