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1 BACKGROUND

Provide the background of the customer and project information
2 GAVS PROPOSED SUPPORT MODEL
<Provide the details of the proposed support model by GAVS>

For e.g:-

· Weekdays’ coverage – 24 hours, covered by resources across three shifts. 

· Weekends’ coverage – on call, to support Production Incidents.

· US Holidays - 24 hours, covered by resources across three shifts.

· Indian Holidays - on call, to support Production Incidents.

· L1 Support will be provided by CUSTOMER Helpdesk. L1 support consists of Monitoring support and picking up and assigning tickets to App Support.

· L2 and L3 tasks consist of Administration of Core Engine Services, Deployment, and Production fixes.
3 TRANSITION
3.1 Transition Methodology

<Explain the transition methodology which needs to be followed for the Knowledge transition between customer and GAVS>.Explain this pictorially.
3.2 Transition phases

<The following section details the activities in each phase by GAVS and Customer and the deliverables along with clear exit criteria>
3.2.1 Knowledge Acquisition phase– 
The objective of this phase involves validating the application inventory to set the scope of the engagement, evolving a detailed KT plan, infrastructure setup, alignment of quality processes. This also consists of understanding the application processes gathered from the Subject Matter Experts (SMEs), technical understanding from the Technical team and by studying the existing support/maintenance processes.
Sample has been provided below

The table below details the activities and deliverables of this phase. 

	Key activities
	Key deliverables
	Exit Criteria

	
	
	


3.2.2 Knowledge acquisition phase

The objective of the knowledge acquisition phase is to have an in-depth understanding of the application to be supported. The table below details the activities and deliverables of this phase.
	Key activities
	Key deliverables
	Exit Criteria

	
	
	


3.2.3 Knowledge Transition - Shadow phase

The objective of the shadow phase is for GAVS to closely follow and learn from CUSTOMER staff on various development and maintenance activities. GAVS will work hands–on when addressing the tickets generated by users under the guidance of CUSTOMER FTEs and Business Users. GAVS will also collect metrics of the number of times GAVS has requested CUSTOMER’s assistance in resolving issues. The table below details the activities and deliverables of this phase.
	Key activities
	Key deliverables
	Exit Criteria

	
	
	


3.2.4 Knowledge Transition - Share phase

The objective of the share phase is to provide knowledge transition to offshore team, as well as CUSTOMER Helpdesk who will be responsible for L1 Support. This will be done using planned knowledge transfer sessions conducted by GAVS’ onsite Lead. The table below details the activities and deliverables of this phase.

	Key activities
	Key deliverables
	Exit Criteria

	
	
	


3.2.5 Execution phase

In the Execution phase, GAVS takes primary ownership of all L2, L3 activities. L1 Support will be provided by CUSTOMER Helpdesk. GAVS assumes responsibility for the support and maintenance activities at the desired service levels. The table below details the activities and deliverables of this phase.

	Key activities
	Key deliverables
	Exit Criteria

	
	
	


3.2.6 Steady State phase

In the service phase, GAVS has place time-tested and proven processes implemented to ensure superior and un-interrupted services. The table below details the activities and deliverables of this phase.

	Key activities
	Key deliverables
	Exit Criteria

	
	
	


4 TRANSITION – PROJECT PLAN

	Phase
	Task/Activity/Milestone
	Start Date
	End Date
	Responsible

	Knowledge Acquisition Phase – 
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Knowledge Acquisition Phase – Week 3

 and 4
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Knowledge Transition – Shadow phase
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Knowledge Transition - Share phase
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Execution phase
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	Steady State phase
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