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Ohio Board of Regents
	SUPPORT EXPECTATIONS



Purpose: The purpose of the Support Expectations Document is to define at an appropriate level, the support services required for the system/application being developed. Support expectations include the level and type of support required, a support timeline and an estimate of the overall support needs.

	Project Identification 

	Project Name
	Project Number
	Date Created

	
	
	

	Project Sponsor
	Project Owner

	
	

	Program Manager
	Project Manager

	
	

	Completed by

	


	Support Expectations Summary

	Support Representative
	Support Expectations 
	Date (Timeline)

	< Identify the support representative/point-of-contact for the project. >
	Transition Period
	<Month/Year>

	
	Post Deployment Support
	<Month/Year>

	Support Staffing Requirements (Project)
	Support Staffing Requirements (Long-term)

	<Estimate support staff for the project. >
	<Estimate (incremental) long-term support staff associated with the software application/system. >

	Estimated Support Costs ($-Project)
	Estimated Support Costs ($-Long-term)

	<Estimate support costs for the project. >
	<Estimate (incremental) long-term support costs associated with the software application/system. >


	Support Organization

	Role of the Support Organization

	< Describe the role of the support organization in supporting the software application/system. 
Address the following questions.

· Will the support organization be required to provide total support for the software application/system? 

· Will the support organization provide collaborative support with other groups or support partners?

· Should the support organization identify the source of the problem and escalate issues? >


	Support Requirements 

	Types of Support 

	<Describe the types of support required for the software application/system (i.e., repair data errors, troubleshoot programs/jobs, modify source code, start/stop processes and services, manage fail over and recovery efforts). >

	Remote Capability 

	<Indicate if the Support Organization will be able to support the software application/system remotely. >


	Support Estimates 

	Monthly Incident Estimates
	Support Coverage

	< Estimate the number of expected support incidents for the software application/system per month. >
	Hours of Operation 
	<e.g., 24x7; 12x5; etc.>

	
	Location Requirements
	<e.g., global, national, local>

	
	Level of Service (e.g., calls answered per period of time)
	< e.g.,  80% in 1 minute>

	Support Profile

	<Identify when the majority of support incidents will be reported against the software application/system (i.e., continuous, end of week, end of month, business/swing/grave shift hours, etc.). > 


	Other Support Requirements

	Special Support Requirements

	<Identify any other specialized support requirements. > 
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