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OBJECTIVES

A new client contacted Shea Writing & Training Solutions in 2018 to provide
technical writers for a three-month contract to assist in documenting their
policies, standards, and roles and responsibilities. This also included a robust
Cybersecurity Incident Response Plan. Our work was considered a critical need
to support the quality of their IT documents, and the technical writers were well-
received. This created the foundation for an ongoing relationship. Our writers
worked continually on-site for the client and received a project extension.

APPROACH

Shea steadily gained a reputation for working collaboratively with subject
matter experts (SMEs) and multiple authors to produce accurate technical
documentation for our client’s U.S.-based subsidiaries.

By 2022, Shea technical writers had engaged with the majority of IT
stakeholders through services that included:

¢ Developing a template to achieve consistent documentation across IT
Department business units

¢ Capturing process workflows to improve efficiency and align with Capable
Maturity Model Integration

¢ Editing documents to attain proper formatting, consistency, and
readability

¢ Maintaining dependable, open communication with the client to report
on progress, gather information, and facilitate comment resolution

¢ Consolidating global cybersecurity plans and modifying them for the
U.S.-based subsidiary to improve company-wide IT security metrics

¢ Creating IT documentation solutions under tight deadlines, and
incorporating IT personnel feedback to promote acceptance and
compliance

¢ Gathering employee roles and responsibilities to support operational
efficiency by reducing confusion and redundancies

¢ Working with IT Department business units to define documentation
types and reach a mutual understanding for each category

¢ Uploading and filtering all IT Department documentation within a
corporate SharePoint site and organizing it according to business units
and document types

¢ Interviewing IT Department employees and supervisors as necessary to
establish accuracy across the documents
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RESULTS

Shea has entered multiple contract
extensions with this client to
continue developing standards,
guidelines, processes, and
procedures. Shea technical writers
helped the IT Department achieve an
unprecedented Cybersecurity
Maturity score, the highest among all
out-of-kingdom subsidiaries. This
accomplishment resulted in future
work with additional company
subsidiaries.

When the client’s IT Department
needed additional assistance with
documents, they requested a specific
Shea technical writer by name. In
2021, the client entered into a
Master Services Agreement with
Shea for future work, giving Shea
preferred vendor status.

In addition to supporting our
company’s digital goals, we
worked to transform our own
office environment while proudly
reaching an unprecedented
Cybersecurity Maturity Score, the
highest among all
out-of-kingdom subsidiaries and
second only to our own sister
company.
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