


DRAFT 
SharePoint Roles and Responsibilities
Implementation Roles (Time-Limited, Project-Based) 
1. Project Co-Leads (LOD Program Manager & InSS Representative TBD)
a. Oversee the full implementation process 
b. Coordinate communication and stakeholder engagement 
c. Serve as point of contact for Oversight Group and funding needs  
d. Document project outcomes and maintain transparency 
e. Communications 
i. Develop communication and messaging strategy 
ii. Create rollout emails, FAQs, and talking points 
iii. Help frame feedback opportunities to manage expectations and reduce resistance 
iv. Collaborate on how best to present “what’s in it for you” to stakeholders 
2. Organizational Learning Subcommittee (People and Culture Council) 
a. Participate in inclusive planning, feedback sessions, and decision-making 
b. Develop training materials and content standards.  
i. Make final decisions about standards, templates, and exceptions 
c. Provide feedback to the project co-leads on SharePoint governance structure and review processes 
d. Help facilitate consultation meetings with stakeholder groups under direction of the project co-leads 
3. ITS Support Team 
a. Set up the SharePoint environment and permissions. This could include reviewing and approving the work of a consultant.  
b. Provide technical support for site creation and configuration 
c. Manage Tier 2 and Tier 3 technical support issues 
4. Department/Unit Designated Editors 
a. Attend training sessions and become familiar with templates and expectations 
b. Collaborate with their teams to identify what content should move 
c. With the help of Tier 1 support, build initial versions of their department’s intranet page(s) 
d. Serve as main contact and liaison for department content decisions 
e. Help test and provide feedback on templates and tools 
f. Maintain contact with project co-leads on timelines and any project issues. 
Ongoing Maintenance Roles (Post-Launch) 
1. Intranet Governance Team 
This is the project co-leads and the Organizational Learning Subcommittee.  
a. Co-Leads 
i. Provide Tier 1 support 
ii. Ensure consistency across departments 
iii. Provide reminders to editors to keep content updated 
iv. Training and Support: 
1. Maintain training resources and documentation 
2. Offer onboarding for new editors and departments 
3. Provide office hours or help sessions 
4. Collect ongoing feedback and identify training gaps 
b. Org Learning 
i. Review requests for new pages or structural changes 
ii. Provide direction on exceptions or additions to standards  
2. Department/Unit Editors 
a. Support 
i. Triage support needs. Typically, editors can resolve Tier 1 requests, such as helping people find content. However, they can help escalate the requests to receive further support. 
b. Maintenance 
i. Update content regularly (e.g., semesterly/quarterly reviews) 
ii. Conduct regular audits for outdated content and template compliance 
iii. Ensure links and documents remain current 
c. Compliance 
i. Follow established templates and visual standards 
ii. Participate in refresh training as needed 
iii. Coordinate with project leads when new pages or site sections are needed 
iv. Proactively support department/unit in adding and updating content 
3. ITS – Ongoing Support 
a. Maintain system integrity and security 
b. Manage access rights and user accounts 
c. Respond to technical issues escalated from Editors (Tier 2/3) 
d. Track uptime, performance, and license needs 
Definitions of Tier 1, Tier 2, and Tier 3 Support  
Tier 1 Support – Frontline/Functional Support 
Who typically provides it: Department editors or SharePoint co-leads 
Responsibilities: 
1. Answer common “how-to” questions (e.g., editing pages, uploading documents) 
2. Help users follow templates or find training resources 
3. Provide basic troubleshooting (e.g., missing content, permission requests) 
4. Direct users to documentation or training materials 
5. Escalate technical issues beyond their scope to Tier 2 
Tier 2 Support – Technical/Configuration Support 
Who typically provides it: ITS SharePoint support staff or power users 
Responsibilities: 
1. Manage permissions issues and site access troubleshooting 
2. Fix broken components (e.g., web parts not rendering, site layout issues) 
3. Troubleshoot performance or sync problems with Microsoft 365 tools 
4. Support data migration concerns or deeper setup/configuration questions 
5. Coordinate with Tier 1 to close the loop on escalated issues 
Tier 3 Support – Platform/System-Level Support 
Who typically provides it: ITS system administrators or Microsoft Support (if escalated) 
Responsibilities: 
1. Address system-wide outages, bugs, or integration issues 
2. Manage backend configurations, infrastructure, and security 
3. Apply patches, updates, or advanced customization 
4. Coordinate with Microsoft support for unresolved issues 
5. Handle licensing, service-level agreements, and compliance concerns 
6. Coordinate with Tier 1 and/or Tier 2 to close the loop on escalated issues 




