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	General Project Information

	Project Name
	Information Resource Center Modernization

	Business Need
	Modernize our information resource center (IRC) platform to support existing and emerging consumer touch points, implement self-service solutions, create an omnichannel experience, expand data collection, improve the inquiry response user experience, build knowledge bases, embed machine learning, and integrate with supporting platform APIs. 
The goal is to model a modern IRC solution and provide a roadmap with recommendations on a new platform.

	Partner Organization
	IQ Solutions, Inc.

	Contact Name
	Richard Panzer

	Contact Email
	rpanzer@iqsolutions.com

	Potential Start Date
	Fall 2019

	Potential End Date
	Spring 2020

	Statement of Work

	Potential Scope
	NOTE: This project has three components, each of which will be scoped as follows:

1) Fall 2019 – Research & discovery phase - Requirements discovery and needs assessment - Evaluate existing IRC system
Document business workflows
Analyze existing call data to answer “foundational” questions (somewhat open-ended/exploratory); Interview data team 
(and maybe participate in IRC team interviews or use the findings from the UX team interviews).
Develop a product roadmap. 
Identify evaluation criteria.



	Potential Deliverables
	Use Cases, Personas, Journey Maps, Workflow Diagrams, Assets Documentation.
Analytics evaluation results to enforce data driven decisions. 
Needs Assessment and Environmental Scan.

	Expected Skills / Software / Technologies
	Skills: User experience design, user interviews, usability testing, heuristic evaluation, business analyst, project management
Software: Moqups or similar, Invision or similar, Visio or similar, PowerPoint or similar, Jira, SharePoint or Confluence



