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Appendixes: 

Highlighted fields (yellow) in this template are instructions.

Delete them when not required anymore!

· Save this file with name: Service & Support Plan <project name> Rev <revision number>, e.g. Service & Support Plan Techpro Rev 1. AbbreviationSSP may be used as well.
· Please do not change the Header or the Footer. The information in the Header is automaticly updated, when you select File/Properties and in the Subject –field write the name of the project and in the Keywords –field the version identification. Update takes place e.g. when you Print or Print Preview. 

· Information on the front page:

Project no. and name: Give the Evolve number and official project name.

Product no. and name: Give only if already confirmed.

Originator: the person who developed or edited and signed the original version, Rev. 1.

Signature: signature of the originator/modifier.

Changed by: the person who collected or edited the modified revision.

Date: the date the original or the modified revision was signed  by the originator or the modifier, format: DD. Month YY.

· Recommended identification of the versions:

Draft versions before the first approved one:
 
DRAFT 0.XX

First approved version, original:


1

Subsequent approved revisions:


2, 3, 4, … 

· When it is necessary from the practical point of view to keep track on the draft versions before the first approved one and between the subsequent approved revision, those should be numbered using decimal increments (e.g. 0.1, 0.2, …0.9, 0.91,,,,). 

· This plan is approved by the functions listed in the front page. The roles of the approvers may be selected as appropriate according the scope of the project. Appropriate roles are e.g.:

· R&D: Technology/Section Manager, Technical Reviewer or Development Director.
· Business: Product Manager or Business Leader

· Quality Assurance: Quality Assurance Manager or Product Line Specialist.
· In case this project is a part of a System Project, add a row for the approval of the System Project Manager.
1. Introduction

1.1 Purpose of the document

The purpose of this document is to describe what product support organization, activities and materials will be needed after the product release.

1.2 Definitions, Acronyms and Abbreviations

	Term / Acronym / Abbreviation
	Description

	
	


1.3 References

2. Service Account Management

2.1 Organization and resources

Describe the organization involved in service management.

Plan training needs.

Estimate work load required per instrument per year (Installation, Maintenance, Service)

Give status and needs for local CSE, CSS and CAE based on current sales forcast (Table).
Determine and plan key persons for support required from R&D.

Service and support organization training status and needs

	Country 
	Is in  AOP?
	# of prospects
	Sales Training certified
	Service Training certified / CSE

	
	
	
	
	

	
	
	
	
	


2.2 Installation procedure

Define the procedure and responsibilities for installation.
List the available or planned Operating Instructions.
2.3 Service parts

Identify spare parts necessary for support of the product.

Forecast spare parts usage; work with manufacturing and service logistics groups to verify planning activities to achieve forecasts, especially for long-lead time items.

Recommend minimum service repair parts that should be on-hand locally (or available within 24 hours).
2.4 Service and diagnostic tools

Define part numbers and ordering procedures for service diagnostic tools required for support of the product.
2.5 Preventive maintenance 

Determine the preventive maintenance policy, offerings and procedures.
2.6 Remote support strategy

Determine possibilities, areas and pricing of remote support.
2.7 Service costs

Estimate service costs per instrument.
3. Warranty, repair and RMA

Determine the policies.
4. Technical support

4.1 Organization and resources

Describe the organization involved in technical support.

When necessary identify required technical support areas (software, application,…).

Identify technical support personnel training needs.

4.2 Tasks

Describe or refer the plan and tasks for implementing the technical support. 

For product updates, describe or refer the plan or tasks for bringing the necessary information and training to customers.   

4.3 Support material

Describe technical support material and records (Known issues, Frequently asked questions,…)

4.4 Customer training

Define customer training options (beyond familiarization) and pricing.

Describe technical support material and records (Known issues, Frequently asked questions,…)

5. Project support team

5.1 Organization and resources

Determine and plan contact and key people for support required from R&D.

When necessary identify required technical support areas (software, application,…).

6. Document change history

Focus on the significant changes in the plan.
Notification of changed chapters is adequate for minor changes and for updated status information.

When the approvers defined on the front page have approved and signed the original or the revision, add here the approval date and present to the Design Review. 

	Rev. No.
	Approval date
	Short description and justification of the changes or reference to other documents describing those.
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