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Technical support
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Anticipation
before a crisis... during a crisis...

Coping
after a crisis ... is before a crisis

Adaptation

Infrastructure

 & Resources
Technical setup (hardware, 
software) for learning processes,


specialised training, tutorials, 
guidelines

… how do you make sure the resources you 
provide are accessible and appropriate to the 
needs of teaching staff?

… how do you envision and develop a new 
infrastructure flexible enough to be used 
across units?

… how do you improvise when needs regarding 
infrastructure and resources suddenly change?

… how do you translate ad-hoc infrastructural 
solutions into long-term structures?

… how do you adapt your technical resources 
to contribute to institutional learning?

Collaboration 

& Communication
Processes for interdisciplinary, 
multi-level collaboration,  
Lines of communication 

… with whom do you typically collaborate within 
and beyond your institution to explore new 
technical support options for teaching?
… which communication networks, spaces and 
channels are useful to develop creative 
solutions for technical enablement?

… who do you collaborate with to develop ad-
hoc technical solutions to keep teaching 
processes running?

… how do you communicate technical support 
offers so they are usable across the 
institution?

… how do your modes of collaboration change?

… with whom do you engage in critical 
discussions about which technical innovations 
should remain?

Roles  

& Responsibilities
Incorporation of perspectives, 
Allocation of tasks and roles,  
distribution of responsibilities

… who do you rely on to prepare your IT 
services for changing needs?

… who is involved in proactively exploring 
avenues for IT development?

Context
Regional and national contextual 
factors 


for example: policies and 
regulations, funding, disciplinary 
culture, faculty guidelines, IT 
accessibility

How do external conditions influence your creative ability to navigate change?

Identity
The institution’s self-understanding


for example: mission statements, 
teaching culture, sense of 
belonging, routines and practices 
of communication and 
collaboration

How do the self-understanding of your institution and the corresponding internal 
dependencies influence your creative ability to navigate change?

… what is your role in making decisions about 
IT development?

… how do responsibilities around creative 
problem-solving in IT solutions for teaching 
shift?

… who needs to be involved to ensure that 
improved technical support is sustained and 
rolled out across the institution?
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