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UMassOnline Roles & Responsibilities

Name

Tim Lambert

Ryan Scott

Kevin O'Brien

Phil Saulnier

Stefanie Henderson

Title

Lead Application &
Integration Specialist

Learning Management
System Support Specialist

Principal Application
Specialist

Senior Applications
Developer

NIFTI Human

Role

® Application Management
® Provide Integration Support

® Blackboard Learn

Administrator Support

® Technology Operations

Management

® Administrative Tool Support

® Building Block

Development

® Website Development
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Han Z. Aung Finance

Stacey Edwards Business Relations

Service Level Agreements & Customer Service
Agreements

® UMassOnline and UITS Customer Service Agreement for Blackboard Learn

Help Desk Information & Resources

The University of Massachusetts (via UMassOnline) has contracted with Pearson Embanet Help
Desk Services for their Continuing Education Departments support of Blackboard and related
online learning technologies.

Service Levels

End User Support: Pearson Embanet is dedicated to providing students with Tier 1 technical
support for Blackboard Learn and related technologies. When necessary, tickets are routed to the
Campus Help Desk for further assistance.

Faculty Support: Pearson Embanet is dedicated to providing faculty with Tier 1 technical support
for Blackboard Learn and related technologies. When necessary, tickets are routed to the Campus
Help Desk for further assistance.

Availability: 24/7/365
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