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Customer Support Transition Procedure
Description: 

This activity involves transitioning after product release at operational sites so that the Field Assistance Service (FAS) and project offices sustain the system.  It identifies the type of customer support the FAS will provide, how they will be asked to provide it, and who they will provide it to.  The Customer Support Questionnaire initiates the process of providing field support; it is the starting point for gathering information.

Entry Criteria: 

Complete the following before beginning this procedure:

· Implementation Plan Executed 
Procedure Steps:  (These steps are not necessarily sequential.) 

1.   Project Manager:  Finalize transition preparation.
Complete the Customer Support Questionnaire Form to determine the level of support the FAS will need to provide to the field user.  Ensure the appropriate personnel peer review the Customer Support Questionnaire IAW the Peer Review Procedure and submit it to the FAS for review and comment.  Work with the FAS to identify and address any support issues.  Schedule the required transition and support activities, and identify the project personnel that will handle them.  Ensure that a Customer Service Agent provides the project office with connectivity to the Problem Management database. 

2.   Project Manager:  Transition support to the FAS.

Determine what type of training is required, who needs the training, and ensure the training on the released software is provided to selected Customer Support Agents IAW the System Training Procedure.  Ensure initial project support identified in the Customer Support Questionnaire is provided.

Exit Criteria: 

The following work product is a result of completing this procedure:

· Completed Customer Support Questionnaire
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