FastInfo Project Template


About this document
This project plan will be used to plan and track the deployment of FastInfo services for <department> This document will be maintained and amended throughout the project. The master copy will be held by <name>

History

	Version
	Date
	Updated By
	Changes

	
	
	
	

	
	
	
	


Sponsor
List management sponsor(s)
Project Team and Roles

	Name
	Role
	Manager

	
	
	

	
	
	


List only resources that have been committed by the manager shown.

Objective

List at a high level what is being done – for example, deployment of knowledge base, Ask a Question, Callbacks, Chat etc.
Scope
List what is included, and what is being excluded from the scope of this project. For example, “We will cover questions from existing students only. We will not provide support for faculty or retirees in this phase of the project”.
Timetable

	Phase
	Activity
	Owner
	Target Date

	
	
	
	

	
	
	
	


List activities within each phase. Typical activities include:

· Current-state analysis:
· Division by type of calls (level 1, level 2; technical, functional etc)

· Variations by semester/other factors
· Resource audit (websites, manuals etc)

· Future-load analysis
· Category structure design
· Workflow process design
· Agent training
· Data collection
· Initial knowledge article creation and data load
· Marketing
· Go Live
Licenses and Roles

	Name
	Agent
	Chat
	Role Name

	
	X
	
	

	
	X
	
	

	
	X
	
	


All users of the back-end system must have an Agent license.

List Measures of Success

How will you know that the project is complete? List measurable items that will tell you that the project has been successful. For example:

· All students advised how to access our service by chat

· All staff trained to handle chat sessions

· Knowledge SMEs identified in all three departments
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