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OVERVIEW
Significant investment in the Australian eResearch infrastructure since 2009 via federally funded initiatives such as the
Education Investment Fund (EIF) and the National Collaborative Research Infrastructure Strategy (NCRIS) heralded new
ways for researchers to access, integrate and connect data across subject disciplines and locations.
This increase in eResearch capability and capacity resulted in provisioning of new eResearch services distributed across
multiple organisations, research disciplines, locations and countries. Operational challenges associated with providing
high quality and available eResearch services with a good user experience have increased. Addressing these challenges
helps ensure uptake and utilisation of eResearch services in this exciting era of Australian eResearch capability.
To address these challenges, AeRO sponsored the AeRO IT User Support Project that aimed to increase user support for
national eResearch services and applications through developing a joined -up user support resource. The project focused
on three sector personas - eResearch applications and services, infrastructure operators and research institutions – and
explored solutions to the following issues:
•
•
•
•

How to provide ICT support to 10,000’s of researchers using 100’s of eResearch services across more than 40
Australian universities;
Preventing services being developed, implemented and then “orphaned” with no support;
Streamlining the process for 100’s of service development projects attempting to establish individual service
agreements with individual universities;
Exposing products/application services to wider audiences and providing improved support.

This presentation provides an overview of key project outcomes including the AeRO Tick framework and User Support
Maturity Model, discusses lessons learned from the Stage 2 project implementation and introduces the AeRO Aware
concept for institutions.
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