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 IT professionals readily 
recognize the magnitude of these changes and differences, but 
others in the business may not fully appreciate them until they 
touch the applications directly (and by that time, they may already 
be frustrated). These latest releases may seem like simple upgrades 
to stay current with improved Microsoft capabilities, but until 
users get comfortable with the new versions and features, the help 
desk will have to fi eld a greater number of calls. 

With any upgrade or migration, end users will have to adjust 
to the new features; Offi ce’s Ribbon interface, which was designed 
to present options more intuitively, is a particularly good example. 
In Offi ce 2007, the Ribbon was applied to all Offi ce applications 
except Outlook. However, in Offi ce 2010, it’s been extended to 
Outlook, the most widely and heavily used application in the 
suite. Thus, virtually every end user in the organization will be 
impacted by an Offi ce 2010 upgrade. In fact, some companies 
are upgrading in phases, fi rst to the suite applications, such as 

As today’s organizations proceed with upgrades to 
Windows 7 ( ) and 
Offi ce 2007 or 2010 ( ), many are 
fi nding that the action plans they need are very different 
from the plans they used for previous upgrades, with 
particular regard to the migration of users to the new 
applications. Of course, there are certain best practices 
for any migration, such as gaining agreement on a rollout 
schedule, ensuring the rollout does not confl ict with 
other major initiatives, testing applications, and training 
power users fi rst, to name a few. But, right now, the 
groups responsible for managing and supporting Offi ce 
and Windows migration projects are fi nding themselves 
in an environment that is much more complex and 
changing ever more rapidly, and one in which customer 
expectations are weighted more heavily than in the past. 
Hence, migration plans need to be more comprehensive.
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Word, Excel, PowerPoint, and then, once the users have adjusted to 
those, rolling out Outlook in the fi nal phase to mitigate the impact 
on end users. 

 Whether you call it 
consumerization or BYOD (bring your own device), the explosion 
of devices, not to mention the impact of the iPad, are top-level 
concerns in most corporate environments. IT organizations are 
struggling to keep up with the demands and expertise required to 
optimally support these devices. 

Clearly, consumerization is forcing IT organizations to restrategize. 
For example, iPad-owning employees might want to connect 
to enterprise resources, such as e-mail, wireless networks, and 
printers, but most large enterprise environments are still “wall-
to-wall” PC- and Microsoft-application-centric. Users in these 
environments are accustomed to receiving and working with 
Microsoft documents via e-mail, but these documents don’t 
work as well on the iPad. In most cases, they can be opened 
and viewed, but they can’t be edited or reorganized without 
downloading specifi c “apps.” This, too, will prompt users to call 
the help desk. These new device considerations must be factored 
into any migration plans. 

The cloud is changing the way modern IT organizations do business. 
With Microsoft Offi ce 365 ( ), a virtual 
suite of applications and tools announced in late 2010, many of the 
features and application functions are different from the desktop 
versions. Organizations that are planning to deploy cloud-based 
applications as part of a broader migration project should anticipate 
the impact this will have on end users and plan accordingly.

 Finally, after the last several years 
of IT cutbacks, few organizations are back up to their pre-recession 
staffi ng levels. This leaves their remaining resources essentially 
treading water in an attempt to meet the high expectations of this 
new environment. With all of these resource limitations, the move 
to the cloud, and the consumerization movement, sorting out how 
to manage and support the migration to a new version of Microsoft 
Offi ce and/or Windows can be quite a feat. 

So what is the best plan? It will vary from organization to 
organization, but overall it depends on many factors, including:

Is the migration from Offi ce 2003 to 2007, or 2003 
to 2010, or 2007 to 2010? The dramatic feature and 
function changes from Offi ce 2003 to Offi ce 2007 mean that 
moves from 2003 (and prior versions) to 2007 or 2010 will 
be the most challenging for the IT organization and end users, 
and will require a unique set of support options and resources. 

How closely connected to the Offi ce migration is 
the operating system (i.e., Windows 7) migration?
If these are being done in parallel, support can be structured to 
cover both aspects. If one follows the other, then the support 
plan should be adjusted incrementally, with fewer resources 

required for the Windows move and greater resources for the 
Offi ce migration. 

Will Outlook be deployed at the same time as 
the rest of the Offi ce suite? Keep in mind that e-mail 
migrations impact most of the users in the organization. 

Which mobile device platforms and applications 
will be supported? Early planning for the use and support 
of Offi ce applications on mobile devices, especially iPads and 
other tablets, will minimize diffi culties after deployment, even 
if the devices themselves are not supported.

To what degree will cloud-based applications and 
services be used? Consider testing with a small group of 
end users before full rollout, to gauge the level of training and 
support that may be needed. 

Additionally, there are three important factors that can have a 
positive or negative impact on the organization’s perception of the 
support organization as it works through the migration. Proper 
planning can mean the difference between accolades and criticism.

1. Assess the impact on the support organization 
and allocate resources accordingly. Spikes in call 
volume associated with a migration vary depending on the 
timeframe and process steps outlined in the rollout plan. 
Typically, organizations deploy upgrades using either a 
“big bang” approach or a “phased” rollout approach. The 
difference between the two options can be compared to 
pulling a Band-Aid off quickly or slowly. With a big bang 
migration, all users are migrated at one time. In this 
scenario, the pain is all at once (and it hurts, a lot!), but it 
subsides quickly and the call volume returns to normal. 
With a phased migration, users are migrated in smaller 
groups over a period of time. The immediate pain is not 
as sharp, but it will take longer for the call volume to return 
to normal levels. Either way, the help desk needs to plan 
for additional capacity to handle the increased call volume. 
Ideally, the help desk staffi ng plan will include support 
personnel experienced with the new applications at a level 
of depth suffi cient to resolve the range of calls types they 
will receive.
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2. Create “customer delight.” This is a concept is often tied to external 
support, but applying it to internal customer service can transform the image 
of the help desk, and by extension, the image of the IT organization. Look 
at an Offi ce or Windows migration as an opportunity for the help desk to 
morph from a place you call as a last resort to the place you call for help 
making the most of the technology at your disposal. Offi ce 2007 and 2010 
and Window 7 are virtually overfl owing with productivity-enhancing features 
and tools. Unfortunately, without training and support, most end users do not 
know how to take advantage of these features. There are many ways to provide 
training, but no migration plan is complete unless it includes options for 
instructor-led training, self-guided learning, and on-demand support.

 Good training programs and self-help tools can mitigate the migration’s 
impact on call volume. Providing multiple forms of training ensures 
that end users can use the method that works best for them and fi ts 
their schedules. Any good training program must also make provisions 
for on-demand support. There is nothing more frustrating to end users 
than returning from training and struggling to apply new concepts to a spreadsheet 
that looks nothing like the sample fi le used in training. 

3. Consider compatibility issues ahead of the migration. Many 
Offi ce fi les will be fully functional in a newer version of Offi ce, but some will 
not. Mission-critical spreadsheets and fi les need to be tested for compatibility 
ahead of the migration. Many organizations provide access to labs 
or virtual environments and then task department or business unit 
leaders with ensuring compatibility before the unit can be migrated. It’s 
important to consider support during this phase. Many issues tend to 
arise with fi les that were created long ago by employees who are no longer 
available to rework the fi le in the new application. Files will sometimes need to 
be rebuilt and macros rewritten. Experienced resources need to be available to 
identify and remediate any compatibility issues that arise.
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Today’s end users are more sophisticated 
and demanding than ever before. As a result, 
the help desk must deliver more complex 
solutions quicker than ever before. With any 
migration, IT has a unique opportunity to 
not only meet, but far exceed expectations by 
executing a smooth transition and delivering 
discernable value along the way. To accomplish 
this, migration support plans must be carefully 
crafted and robust, with greater consideration 
for a smooth transition, minimal disruption 
to work and productivity, and value-added 
support that goes above and beyond.

MANAGING AND SUPPORTING THE MIGRATION
Call Volume Changes During Microsoft Offi ce Migration
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* This representation is based on typical call volume changes for a large enterprise company with 10,000+ employees. Actual percentages will vary from company to company.


