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PM » Support Handoff Procedure
Why?
Vision Internet’s Operations goal is to deliver as many project milestones in as short a time as possible (while of course maintaining high quality and exceeding customer expectations). To achieve this, project managers are encouraged to hand off clients to the Technical Support team in two stages, beginning as early as the client’s first training.
Who?
We used to call a team “CMS Help” in order to disambiguate between Project Manager and Account Manager at early stages. Now we have a dedicated Technical Support team and will simply refer to them as “Technical Support” or “the support team” at all project phases.
[bookmark: _GoBack]The email address is support@visioninternet.com
How?
After the client receives the first CMS training, the project manager will add the following steps to his/her workflow.
1. After client training: PM internally notifies tsinternal@visioninternet.com that a new client has been added
2. After client training: PM introduces client to team by emailing client and CC’ing support@visioninternet.com 
3. Pre-launch: If the client contacts the wrong team, the contacted support agent or PM hands the misdirected questions to the proper person (see table in step 2 below)
4. Final launch: PM internally notifies tsinternal@visioninternet.com 
5. Final launch: PM fully hands client off by emailing client and CC’ing support@visioninternet.com 
NOTE: Only the client’s authorized user(s) should contact Support.


Email Templates
Step 1: EMAIL TEMPLATE - Client trained
NOTE: If you do not yet know the answer to a table item, just leave it blank.
To: tsinternal@visioninternet.com 
Subject: Client trained: [CLIENT NAME]
Body:

Greetings Support,

The client below has completed a training and has been instructed to send CMS help questions to tsinternal@visioninternet.com

	PM
	

	Client
	

	State
	

	Dev site path
	

	Dev site URL
	

	Live site URL
	

	Target launch date
	

	Who will host? (Vision/client)
	

	visionLive? (Y/N)
	

	Technical contact(s) including name and email
	

	Authorized contact person
	



If they send you project-related questions, please don’t hesitate to redirect them to their PM.

[signoff / signature]
Step 2: EMAIL TEMPLATE - Introducing the Support Team
To: [client]
CC: support@visioninternet.com
Subject: Introducing the Support Team
Body:

Hi [FIRST NAME],

Now that we have completed an initial training I wanted to introduce you to a quick way to answer how-to questions about the visionCMS. Because I travel frequently I am not able to immediately respond to CMS content editing and training questions, so I want to make sure you have a support contact who is always available. 

Introducing the Technical Support team.
The Technical Support team responds to CMS how-to questions within a matter of business hours.

I will still be your primary contact for implementing and launching the website. Please still direct all project-related messages (scheduling, design questions, bugs) to me. But for fast answers about using the CMS, here is how to use the Support Team:

	If your message is regarding...
	Contact...

	Website project status questions
	Project Manager

	Design changes
	Project Manager

	Change orders and customizations
	Project Manager

	Scheduling training
	Project Manager

	Scheduling content migration
	Project Manager

	Scheduling site launch
	Project Manager

	Website hosting logistics
	Project Manager

	Contract questions
	Project Manager

	Website QA and testing
	Project Manager

	Bug reports
	Project Manager

	CMS how-to and training questions
	Technical Support

	CMS site component education
	Technical Support

	Content editing questions while migrating content
	Technical Support



Technical Support
support@visioninternet.com
(310) 656-3100, option 2

Our goal is to make it easy for you to know who to contact when you want the fastest response, so please save the above as a “cheat sheet” for reference. If you have any questions don’t hesitate to ask!

[signoff / signature]
Step 3: Ownership (“I’ve got this”) when clients email both PM and Support
If a client CC’s both the PM and Support addresses, please determine which team should handle it, and if it falls under your purview, respond internally to the email (remove the client’s address) saying “I’ve got this.”
The Support team will endeavor to do the same.
If the client sends multiple items in one email, and some are meant for PM and some should go to Support, simply copy/paste the items Support should answer and either “reply all” if it is a shared email, or send the items to tsinternal@visioninternet.com and the support agent will create a ticket.
Step 4: EMAIL TEMPLATE - Client launched
To: tsinternal@visioninternet.com
Subject: Client launched: [CLIENT NAME]
Body:

Greetings Support,

The client below has officially launched and has been instructed to direct all questions to support@visioninternet.com going forward.

	PM
	

	Client
	

	State
	

	Dev site path
	

	Dev site URL
	

	Live site URL
	

	Launch date
	

	Who hosts? (Vision/client)
	

	visionLive? (Y/N)
	

	Technical contact(s) including name and email
	

	Authorized contact person
	



[Though they are launched, I will still be working with the client on (describe any outstanding items for the project that the PM will continue to work with the client on). If they send you questions related to this, please redirect them to me.]
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Step 5: EMAIL TEMPLATE - Full Handoff to Support
To: [client]
CC: support@visioninternet.com
Subject: Transition to Support Team
Body:
Hi [FIRST NAME],

I want to congratulate you on your recent website launch. The new site looks fantastic and we are thrilled with the project!

Now that your site is live, this is the perfect time for us to formally transition you to the Vision Technical Support Team. Because I travel so frequently, I want to make sure you have a support contact who is always available. I have brought the team up to speed on the details of your project, and they will be able to assist you with any questions or requests.

[There’s one exception: I will still be your contact for (describe any outstanding items for the project that the PM will continue to work with the client on).

Otherwise, ] Vision’s Technical Support Analysts are seasoned team members who will provide you with timely responses to your needs. They can answer any requests about how-to, bugs, design changes, visionLive releases, and new developments, to name a few topics. Please don’t hesitate to contact the team for your next request:

Vision Technical Support
support@visioninternet.com
(310) 656-3100, option 2

The Support Team can be reached Monday through Friday from 6AM-6PM Pacific Time. However if your website is down after-hours and you require emergency support, you can still call the number above for emergency support instructions.

Thank you again for all of your hard work and collaboration on this project. I’ve truly enjoyed working with you and your team, and I hope we can continue our support of the [City] for years to come!

[signoff / signature]
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