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Goal.

This procedure and the overview of acceptance criteria for software support aims to gain the necessary deliverables during the project phase, in order to be able to deliver support and maintenance during the products life cycle.  

Introduction.
(Text as an example:

Every project has as a result a new or changed product that is created for a customer. Therefore, the product development activities (like gaining requirements, programming, testing and implementation) are in most cases seen as the main activities of a project.  
But, after a product is “implemented and operational” the customers business processes are highly dependent on the product’s availability and performance. 

This document contains a re-useable set of deliverables that has to be available at the department(s) that delivers Software Support before the service can be executed, delivered and charged to customers. 
In the three columns of the table on the next pages the deliverables are sorted on three functional “creation” streams: 1. project management, 2. Product Development and 3. Software Support.
Procedure.

Execution steps:

1. list of process steps.    

	1. Project management
	2. Product Development
	3. Software Support

	1) Sub plan “Software Support” with:

a) activity planning;

resource demand Software Support.
	2) Architecture of the software systems:
a) configuration Management; understanding of the software characteristics and software parts at the time of going into production:  

i) software stack version numbers;

ii) firmware modules (if applicable);

iii) custom made modules/scripts/etc; 

iv) differences compared to the standard product;  

v) network (communication) software used (incl.  versions);

               vi)   tools used.
	3) Overview of the parties (supplies) involved in the support & maintenance including: 

a) responsibility areas of the parties involved;

contractual agreements.

	
	4) Overview of the hardware types.
	5) Equip a test environment in [location] with the right: 

a) hardware;

b) software (including overview of licenses);

c) simulator;

d) remote access to the test environment of the customer. 

	6) Produce a project conclusion document containing:

‘know your customer’:

a) describe the customer organization; draw up an organization chart of the customer;

b) who is who; contact persons at customer and supplier;

c) describe the customer-supplier relation during the realization and development phase of the project.
	7) Customer documentation and description of procedures used by the customer:

a) location of the standard software documentation (like Intranet);

b) customer documentation concerns the documentation of the customer specific customization and add-ons.


	8) Service delivery:

a) Estimation of the hours needed for software support activities (like: intake, solution process, service level management etc.);  

b) Training for employees.




	1. Project management
	2. Product Development
	3. Software Support

	
	9) Release notes with a functional and technical overview. 
	10) Documentation and manuals like:

a) support procedures; 

b) maintenance procedures;

c) working arrangements with the customer;

d) service and operations manuals.

	
	11) Installation set with (if required):

a) automatic installation; 

b) installation complete; 

c) built process;

d) virus check;

e) installation procedure.
	12) Installation set management procedures:

a) version control; 

b) change- and test management;

c) distribution. 



	
	13) Overview 
a) possible error messages / error codes with explanation;
b) known bugs/errors with information on possible workarounds and/or handling instruction.
	14) Product acceptance by Support Dept. Acceptance-document with:

a) conditions of the acceptance;

b) accepted known errors and issues.

	15) Operational planning:

a) software roll-out plan;

b) activities after roll-out.
	 
	16) Check release calendar:

a) which release/version is currently in production;

b) when is the next release/version planned.

	17) Handover to and acceptance by customer:

a) formal handover of the production including agreements on after care and warranty period;

b) acceptance terms;

c) accepted known errors and issues
	
	18) Services defined and agreed with customer:

a) signed SLA; 

b) service level management reports.

	
	
	19) Maintenance policy:

a) “Software Support Plan” for the coming years; 

b) strategies with respect to the delivery of Software Support to the customer 
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