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User and Visitor 
Support at 
TRIUMF

Marcello Pavan
Academics and Users Office



Outline

• Goals of a Users’ office
• Who is supporting Users
• What kinds of support exist now
• What improvements are being planned
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What is a Users’ “Office” for?

To provide the services and 
resources required to make a 
researchers visit to TRIUMF a 
success

• Administration
• Ease the inevitable paperwork

• Experimental
• Maximize conditions for success

• Personal
• Safety training

Our goal is happy scientists!
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The TRIUMF User support team

TRIUMF establishing the 
Academics and Users Program 
Office

• See Anne Louise Aboud talk

Not a physical office per se but 
a collection of resources and 
personnel 

Define relevant processes

MMP coordinating efforts
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Scientific Visitors website
triumf.ca/home/for-scientific-visitors

Intent is one-stop shopping
• Information for researchers Before, 

During, and After their visit to 
TRIUMF

• Reasonably complete as is
• <Show demo>

Wholesale reorganization planned
It can always be made better, clearer



6
User Liaison Scientists

Assist visitors with questions and 
technical needs, including:

• proposal writing and submission
• beam time requests
• project initiation
• equipment transport to TRIUMF
• access to local infrastructure
• safety orientations and report 

preparations

Manage satisfaction surveys to 
obtain feedback on user’s 
experiences while at the lab.

Martin Alcorta
Isotope Beams

Iain McKenzie
CMMS

Thomas Lindner
Science Tech.

Isabel Trigger
M11 Testing

http://www.triumf.ca/research-program/planning-experiments/how-submit-proposal
http://www.triumf.ca/research-program/planning-experiments/request-beam-time
http://www.triumf.ca/research-program/planning-experiments
http://www.triumf.ca/administration/logistics
http://www.triumf.ca/training
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Provides news and updates of 
services and developments of interest 
to all TRIUMF’s Users.
• Includes:

• on-site experimental program 
• technical services, e.g. detector and 

data acquisition systems and other 
experimental system development and 
manufacturing

• Communicate response to persistent 
concerns flagged in satisfaction 
surveys
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Visitor registration/training improvements

Currently reviewing all aspects of the 
workflow when Users visit TRIUMF

New safety training platform 
developed and waiting to be 
deployed

Evaluating potential change to a 
Microsoft Dynamics-based CRM 
system

• Much improved workflow
• Builds on existing Office365 structure
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Next up: Infrastructure to better serve Users

Problem:
• NO database of Users’ contacts
• Website has serious limitations
• Communication compromised

Potential solution:
• Contact information in Dynamics 

CRM and/or Active Directory
• Sharepoint-based web site to 

replace existing site
• Communication (e.g. newsletter) 

facilitated through the CRM
• More and flexible communication 

options

BUT, all options being considered



Summary
TRIUMF has made a strong commitment to 
improve the User experience at the lab

New Academics and Users office coordinating 
activities

Recent initiatives delivering on the promise
User Liaisons
Newsletter
Improved website

Ongoing work to improve the visits workflow
Medium term plans to improve communication

Possibly via Office365 Dynamics framework
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Follow us @TRIUMFLab
www.triumf.ca

Thank you
Merci

Any Questions?


