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Continual Customer Support

Stage:
Customer Support

Description:  

This activity involves customer support for a fielded system that is sustained through SSG HelpDesk (part of the SSG Operations) and related Project Offices.

Entry Criteria: 
The following shall be completed before beginning this procedure:

· Fielded System 

· Operator Manual (OM) if applicable

· User Manual (UM) if applicable

· Implementation Plan

· Completed Customer Support Questionnaire

Procedure Steps:  (These steps are not necessarily performed sequentially.) 

1.   Project Manager:  Train personnel. 
Ensure Customer Support Agents have proper training to complete this procedure.  All members must be familiar with the System Advisory Notice and Heads-Up Message Guide [SWGD004].

2.   Customer Support Agent:  Receive and resolve customer requests.  
The Customer Support Agent will receive, prioritize and answer customer requests.  The Customer Support Agent will solicit assistance from System Project Office and Support Offices when needed.  In addition they will: 

      a. Work all incoming trouble calls or e-mail requests for software, hardware, or communication support.       

      b. Check database or system web-site for related problems and possible solutions or fix actions. 

      c. Contact the Project Office or on-call personnel for assistance, after exhausting all local SSG HelpDesk options. 

      d. Provide customer with a solution, work around, fix action and date for release of corrected software.

3.   Customer Support Agent:  Establish Deficiency Reports.

The Customer Support Agent will elevate incoming calls to Deficiency Reports (DR) with System Program Office coordination.  Refer to Deficiency Reports Guide [SWGD015].
4.   Customer Support Agent:  Maintain database.

Maintain a Problem Management System database of all calls and solutions.

5.   Customer Support Agent:  Provide periodic reports.

Utilizing the Problem Management System, provide periodic reports and report access, for the following as required or requested: 

      a. Trouble calls

      b. DMC or Site Status

      c. Deficiency Reports

      d. Advisory Notices      

      e. Current Release and Version Supported
      f. Lessons learned.

      g. Feedback analysis of problem fixes
Exit Criteria:
The following work products are a result of completing this procedure:

· Resolved customer requests   
· Deficiency Reports 

· Maintained Problem Management System database  
· Required or requested reports   
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