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SPS Sales & Marketing Planners
Our Vision
To be a Preferred Business Software Provider in Malaysia
Our Mission
We develop business software, share the skill, develop networking and lead Malaysian business community for the benefit of the country.
Our Guiding Principles
·         We believe social media is a key communications tool that enables it to work forwards. Therefore we will participate actively in the society.
·         We believe that quality and business networking will drive to sales. Therefore we will proactively engage more right partners from government and private sector to drive higher sales.
·         We believe support and after sales service are vital for our business existence.  Therefore we will reengineer and rejuvenate the business process.
·         We believe business can’t rely on one single product. Thus, a comprehensive set of products should be cross offer to clients in supporting our client’s business needs.
.	We believe government is the key clients in IT sector. Therefore, participating in government IT project is a MUST to support our lifeline.
Our Goals
	A. Business Software 
	· To extent SPS products (accounting software’s, customized website & others commercial-off-the-shelf software-COTS) and SIC’s business partner’s COTS software  to mass market via business partnership with TEKUN Corp, MARA, PERHEBAT

	B. Education
	· To integrate and incorporate SPS in the learning process directly (embedded curriculum module) or indirectly (learning tool).

	C. Business Training & Services
	· To enhance on the business training and services scope in order to straighten and expand the business module strategies

	D. New Media
	· To embark social media advertisement & FB ads campaign in order to increase conversion rate and boost sales.

	E. SPS Audit Scoreboard
	· To embark and embrace SPS Audit Scoreboard as SALIHIN new product line. 


Objectives
	Our Goals
	Our Objectives
	Baseline
	First Year
	Third Year

	[bookmark: _GoBack]A. Business Software 
	1. To increase the number of SPS sales.
	120-SPS
0-SPSLite
	176-SPS
100-SPSLite
	286-SPS
536-SPSLite

	
	2. To increase the number of others SPS software sales.
	0
	12
	24

	
	3. To gain some cut of commission of SPS business partner’s software via cross selling activities.
	0
	24
	36

	B. Education
	1. To increase the number of SPS education engagement program with local university.
	5
	5
	6

	
	2. To kick start the Train-The-Trainer program.
	3
	4
	6

	
	3. To encourage the usage of SPS amongst accounting student.
	0
	920
	1,840



	C. Business Training & Services
	1. To expand the training module.
	7
	12
	18

	
	2. . To expand the scope of business module.
	10
	17
	20

	D. New Media
	1. To increase sales conversion via social media platform.
	0
	50
	100

	
	2. To maintain social media posting on weekly basis.
	Once a week
	Twice a week
	2.5 times a week

	
	3. To increase the number of acknowledge user (share/repost).
	0.25
	2
	8

	
	4. To increase the number of visitors/ followers / likers / subscribers by 100% per year.
	Facebook: 1,664 
Instagram:  407
Twitter: 48
LinkedIn: 545
YouTube: 16

	Facebook: 2,200
Instagram:  500
Twitter: 72
LinkedIn: 668
YouTube: 30

	Facebook: 3,000
Instagram:  600
Twitter: 90
LinkedIn: 800
YouTube: 38


	E. SPS Audit Scoreboard
	1. To Promote SPS Audit Scoreboard Solutions to respective parties.
	0
	2
	4

	
	2. To close at least two (2) government project.
	0
	2
	2

	
	3. To partners with  federal/ state government’s SME/ in proposing accounting software into micro entrepreneurs empowerment program
	1
	2
	2



A. Business Software
	Our CSF’s (Critical Success Factors) & Barriers
	Our Strategies

	CSF’s
	· Fresh market.
· Huge consumption worldwide.
· Market beyond our current region.
	A1. To develop a robust and responsive cloud software platform embedded with online payment features.
A3. Incorporate strategic marketing partner to leverage the A&P cost. i.e MARA, Tekun Corp, Amanah Ikhtiar Malaysia, Suruhanjaya Koperasi Malaysia (SKM and Suruhanjaya Komunikasi dan Multimedia (SKMM).


	Barriers
	· Need online payment connectors.
· Software platform development
	



B. Education
	Our CSF’s & Barriers
	Our Strategies

	CSF’s
	· Good bonding with the accounting faculty
· Our GST, Zakat and Waqf comply with the university program. 
· Certain university starts to adopt multiple accounting software’s to enrich student experience.  
· Urgency in up skilling student capacity to compete in the open job market.
	· Create a module that is suitable with the student syllabus ( embedded curriculum)
· Create a user-friendly platform and environment by considering all student limitations. i.e internet access availability, university cloud/ server readiness etc.  
· Implement SPS awareness campaign campus wide.
· To develop student engagement program to provide a more in depth and practical session with the student.

	Barriers
	· SPS has minimal/no experience conducting the university program.
· Lack of concrete preparation of physical material, i.e.; Reference book, user manual, software package for student version   
· Insufficient man power in conducting the university program
	



C. Business Training & Services
	Our CSF’s & Barriers
	Our Strategies

	CSF’s
	· We have experience with business process
· We have resources from relevant departments
· Certification from Government & non-Government agencies 
· Comfort training room
	· To offer reasonable fee 
· Comprehensive training material.
· 1 year monitoring program



	Barriers
	·  Budgets. When the first economic downturn hits, training and development budgets get chopped. Many companies fail to see training as an “investments.
· Time and staffing. If these components are not valued, then there will always be a lack of time, funding, and staffing assigned to training and development. There has to be sustainability, value, and behavioral shifts which show tangible results.
	



D.. New Media
	Our CSF’s & Barriers
	Our Strategies

	CSF’s
	· Fresh, eye-catching and fruitful content.
· Updated and well govern content delivery.
	· Send particular personnel for proper new media training.
· Acquire compulsory commitment from staff to likes/ repost content.
· Provide a constructive social media planning which includes the various content rotation, copywriting technics and other buzz and attractive factor.


	Barriers
	· No dedicated personnel with proper job function.
· Insufficient exposure in FB ads and paid social media marketing. 
	


E. SPS Audit Scoreboard
	Our CSF’s & Barriers
	Our Strategies

	CSF’s
	· Loyal readers/subscriber
· Long lasting penetration
·  New business strategy
· Added value to client’s business operations and processes.


	· Forming a win-win partnership basis with attractive revenue sharing proposition
· Gain trust via exclusivity from each media segment
· Provide extensive pre and after sales support 
· On time commission re-imbursement within 7 days upon receive full payment

	Barriers
	· Conventional minded management
· SPS is relatively small and new to the industry  
· Undefined process flow and customization workload.
	














Our Positioning Statement
 We believes that good product, adoption of new media technology and right business partner will drive our existence in years ahead. Therefore, we must improve and always re-assess our business strategies to ensure we didn’t miss the track.
	Who
	Our Priority Strategies
	Deliverables

	IT Team
	A2 To develop a robust and responsive cloud software platform embedded with online payment features.

	· To plan, analyze and develop a robust and responsive cloud platform and online payment enabler. 

	Marketing Team
	A3 Incorporate strategic marketing partner in software business model.




B3   Implement SPS awareness campaign campus wide.




C3 Provide a constructive social media planning which includes the various content rotation, copywriting technics, buzz words and attractive factor.











D1 Form a win-win business software leasing arrangement with government agencies – mid to low leasing scheme.




E1 To build relationship with respective government IT custodian.
	· To enlist TEKUN Corp, MARA in our marketing strategic partnership program.
· Structure events calendar based on each university academic calendar and construct SPS product awareness program.
· Audit current social media status and measure social media success.
· To structure social media calendar with types of contents varies.
· To use Facebook ads to drive traffic.
· To encourage people/employee itself to like and participate in social media comment section.

· To produce lease-hold pricing structure, proposal, sop, support, user manual, training manual and other related documentation
· Build client database and details info of every department with hierarchy, org chart and project details.

	HR
	C1  Send particular personnel for proper new media training, copy writing technique and creative thinking course.
	· Identified lists of good social media’s and copy writing gurus.

	Partners Office
	C2    Acquire compulsory commitment from staff to likes/ repost content.

	· Initiate emails and instruction.
· Monthly participation report.




	When
	Our Monitoring Plan

	Monthly
	· Prepare performances report.
· Monthly update status of action plan.
· Post-mortem and recommendation.

	Quarterly
	· Review quarterly strategies and progress.
· Access strategies impact.
· Prepare the outcome status and recommendation.

	Annually
	· Review annual strategies and process.
· Post-mortem and recommendation.
· Change objective and re-establish priorities and action plans for incoming year.



Action Plan

Strategy:
A1) Develop a robust and responsive software cloud platform embedded with online payment features.

	Objective Supported:
	1. To increase the number of SPS sales.
2. To increase the number of other SPS’s COTS software sales.
3. To gain some cut of commission from business partner’s COTS software cross sale.

	Owner:
	IT Team

	Deliverables:
	· Robust and responsive software cloud platform and online payment enabler. 



	Due Date:
	
	Person-Days:
	3
	Total Costs:
	



	Action Step
	Who
	Due
	Person-Days
	Costs

	1. Gather related information, design and develop content aggregator platform.
	IT Team
	
	2
	-

	2. Prepare the development/ customization plan for Partner’s Office approval
	
	
	2
	-

	3. Present to BERNAMA & Utusan
	
	
	2
	-

	4. Deploy and test-run software aggregator platform
	
	2nd Quarter
	2
	-

	3. Co-Promote software aggregator platform via social media
	
	Monthly/ Quarterly
	1
	-


















Strategy:
C3) Provide a constructive social media planning which includes the various content rotation, copywriting technics, buzz words and attractive factor.

	Objective Supported:
	1. To increase SPS sales conversion via social media platform.
2. To increase the number of acknowledge user via share/ repost.
3. To increase the number of visitors/ followers/ likers/ subscribers by 100% per year.

	Owner:
	Marketing Team

	Deliverables:
	Social media content planning, schedule and copy writings.



	Due Date:
	
	Person-Days:
	3
	Total Costs:
	-



	Action Step
	Who
	Due
	Person-Days
	Costs

	1. Submit relevant training/ crash course and name of person-in-charge for HR approval
	Marketing Team
	
	1
	-

	2. Prepare and propose content planning and report template for Partner’s Office approval.
	Marketing Team-Social Media
	
	1
	-

	3. Prepare lists of copy writing content for Partner’s Office approval.
	Marketing Team-Social Media
	Every Month
	1
	-

	4. Implement and execute program
	Marketing Team-Social Media
	Every Month
	1
	-

	5. Report submission
	Marketing Team-Social Media
	Monthly/ Quarterly/ Yearly
	1
	-



Strategy:
D1) Form a win-win business software leasing arrangement with government agencies – mid to low leasing scheme for SPS Audit Scoreboard system.
	Objective Supported:
	1. To Promote SPS Audit Scoreboard Solutions to respective parties.

	Owner:
	Marketing Team

	Deliverables:
	Structured leasing pricing business model and remuneration plan for IT partners.



	Due Date:
	
	Person-Days:
	3
	Total Costs:
	-



	Action Step
	Who
	Due
	Person-Days
	Costs

	1. Proposed Leasing pricing to Partner’s Office for approval
	Marketing Team
	Quarter 2
	1
	-

	2. Proposed remuneration plan for resellers and IT partners.
	Marketing Team
	Quarter 2
	1
	-

	3. Prepare pipeline and prospecting potential clients.
	Marketing Team
	Quarter 2
	3
	-

	4. Assessments
	Marketing Team
	Monthly/ Quarterly
	1
	-

	5. Report submission
	Marketing Team
	Monthly/ Quarterly
	2
	-








Strategy:
E1) To build relationship with respective government IT custodian.
	Objective Supported:
	1. To close at least two (2) government project.
2. To partners with  federal/ state government’s SME/ in proposing accounting software into micro entrepreneurs empowerment program

	Owner:
	Marketing Team

	Deliverables:
	Deliver and execute two (2) government projects.



	Due Date:
	
	Person-Days:
	2
	Total Costs:
	



	Action Step
	Who
	Due
	Person-Days
	Costs

	1. Identified respective government officers in-charge for IT projects
	Marketing Team
	
	2
	-

	2. Build a rapport and identified winnable projects based on SIC’s expertise and business capacities.
	Marketing Team
	
	2
	-

	3. Prepare projects pipeline to partner’s Office perusal and approval
	Marketing Team
	Monthly/Quarterly
	1
	

	4. assessment
	Marketing Team
	Monthly/Quarterly
	1
	-

	5. Report submission
	Marketing Team
	Monthly/Quarterly
	1
	-






SPS Software Development Planners

OUR GOALS

	A. SPS upgrade
	To include project module into SPS.

	B. SPS Portal 
	Develop module in SPS Module 

	C. SPS Cloud 
	To customize application for annual subscription business module. 

	D. SPS Lite Upgrade & SPS Web Lite
	To include full accounting modules for Enterprise and micro entrepreneur.



OUR OBJECTIVES

	OBJECTIVES
	OUR CSFs
	BARRIERS
	
	OUR STRATEGIES

	A. SPS upgrade to include project for consolidate accounting reports. 
	· We received numerous feedbacks to produce accounting report by project. 
	· Business approach either one invoice for many projects or one invoice for one project each.
· System should be as dynamic and as analytical as possible.
· Big challenge for clients who are offering mix supply business like project developers. 
	A1




A2







	· To liaise with Shared and Accounting department to identify the best approach.  
· To model the approach and test the model with the target customers.


	B. SPS Portal 
	1. Back-office system is essential when the business is growing. Indirect marketing tools to tag small business with low purchasing power. 
2. Part of the SPS-backoffice or SPS-portal 
3. Business partner with TEKUN CORP, PERHEBAT & MARA.
	System should be as dynamic and as analytical as possible
Competitor like kakitangan.com and swingvy.com offer at very low price.  
	B1







	· SPS Portal will be the base of the apps to open for other opportunities or system extension. 

	C. SPS Cloud.
	· Single installation per cloud will make installation, update and support live easy.
· Cloud applications rely upon the internet infrastructure for data transport and content rendering. Easier to open access SPS from branch or outside office. 
· Cloud applications rely on browser but run on various platforms such as windows, linux and mac. 
· To solve the backup and data storage issues within existing SPS clients. 
· Easier to collect annual subscription fees compare to annual support fees.  
· Competitive trending and technology among accounting software in Malaysia.  
· Strengthen customer trust with the SALIHIN as brand.
	· Additional cost to host cloud computing.
· Additional cost to run backup and keep the backup storage. 
· Existing desktop SPS client  
	C1









C2
	· Cloud hosting is running on an expandable node. The number of node will increase as the clients and data grows. 
· To develop a module to manage cloud subscription, billing and expiry.




OUR POSITIONING STATEMENTS
We believe that wide range of quality product will drive our existence in years ahead. Therefore, we must improve and always re-assess our business strategies to ensure we didn’t miss the track.
	WHO
	
	OUR PRIORITY STRATEGIES
	DELIVERABLES

	Developer / Accounting Department
	A1


A2
	To liaise with Shared and Accounting department to identify the best approach.  

To model the approach and test the model with the target customers.

	SPS Project

	Developer / Admin department
	B1



	SPS Portal will be the base of the apps to open for other opportunities or system extension.
	SPS Portal ( Claim, Staff movement, OT, Doc Management & Training )

	Developer
	C1



C2
	Cloud hosting is running on an expandable node. The number of node will increase as the clients and data grows. 
To develop a module to manage cloud subscription, billing and expiry.
	SPS Cloud

	Developer / Admin department
	D1


D2
	Package SPS Web Lite together with SPS Lite to attract potential clients. 
Promotion
	SPS Lite & Web Lite 


ACTION PLAN 1

	Strategy
	A1) To liaise with Shared and Accounting department to identify the best approach.  
A2) To model the approach and test the model with the target customers.


	Objectives Supported
	1. SPS upgrade to include project for consolidate accounting reports.

	Owner
	Software Development Team

	Deliverables
	SPS Project

	No
	Action Step
	Deliverables
	Who
	Equipment / Tools
	Duration
	Cost

	1
	Feasibility study to identify customer requirements and new database structure design
	System Requirement Specification
Use Case Diagram
System Flow Diagram
	Developers
	
	1 Weeks
	

	2
	Database design
	Prototype Entity Relationship Diagram
	Developer
	
	1 Weeks
	

	3
	Develop prototype

	Prototype
Software Mock up
	Developer
	
	1 Weeks
	

	4
	Software development

	Source Code
	Developer
	
	2-3 Month
	

	5
	Internal system testing
	Test Reports
	Developer
Support
	
	1 Week
	

	6
	Implementation
	Implementation plan
	Project Manager
	
	1 Week
	

	7
	User acceptance test
	Project commissioning
	Project Manager
Support
	
	2 Weeks
	

	8
	User guide preparation
	User guide
	Support

	
	1 Week
	

	9
	Training and system demo
	
	Marketing
Support
	
	1 Week
	

	
	Totals
	
	
	
	
	




ACTION PLAN 2

	Strategy
	B1) SPS Portal will be the base of the apps to open for other opportunities or system extension.

	Objectives Supported
	2. SPS Portal 

	Owner
	Software Development Team

	Deliverables
	SPS Portal ( Claim, Staff movement, OT, Doc Management & Training )

	No
	Action Step
	Deliverables
	Who
	Equipment / Tools
	Duration
	Cost

	1
	Develop & commission module Claim
	Module claim
	Developers
	
	2 Months
	

	2
	Develop & commission module Staff movement 
	Module Staff movement
	Developer
	
	2 Months
	

	3
	Develop & commission module Overtime
	Module Overtime
	Developer
	
	2 Months
	

	4
	Develop & commission module Document Management
	Module Document Management
	Developer
	
	2 Months
	

	5
	Develop & commission module Training
	Module Training
	Developer
Support
	
	2 Months
	

	
	Totals
	
	
	
	
	






















ACTION PLAN 3

	Strategy
	C1) Cloud hosting is running on an expandable node. The number of node will increase as the clients and data grows. 
C2) To develop a module to manage cloud subscription, billing and expiry.

	Objectives Supported
	3. SPS Cloud
4. SPS Lite 

	Owner
	Software Development Team

	Deliverables
	SPS Cloud

	No
	Action Step
	Deliverables
	Who
	Equipment / Tools
	Duration
	Cost

	1
	Develop & commission cloud subscription, expiry and support services
	SPS Cloud Management System
	Developers
	
	2 Months
	

	2
	Customize SPS for cloud environment
	Prototype Entity Relationship Diagram
	Developer
	
	2 Months
	

	3
	Subscribe and test cloud hosting 

	Prototype
Software Mock up
	Developer / Cloud hosting provider 
	
	2 Months
	

	4
	Subscribe and test payment gateway

	Payment module
	Developer / Payment Gateway Provider
	
	2-3 Months
	

	5
	Integrated system testing
	Test Reports
	Developer / 
Tester
	
	2 Months
	

	10
	Marketing
	
	Marketing
Support
	
	
	

	
	Totals
	
	
	
	
	















MONITORING

	When
	Our Monitoring Plan

	Monthly
	Make notations within a checklist accomplishing tasks is it complete or pending.

	Quarterly
	Manager Do proper dateline to make sure person in charge success with the plan

	Annually
	Identify the barriers and critical success, provide customer extreme value and serve over everything























[image: ]
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SPS Support Planners

	OUR GOALS

	A. AFTER SALES SUPPORT
	Provide a warranty, guarantee, upgrade and support on maintenance of the software product.
Meet the customer demand and satisfaction.
Awareness on how important of each SPS modules.

	B. SOFTWARE
	To ensure the software run smoothly. Every module is properly function.
To ensure the quality of each product 

	C. TRAINING
	Provide a product knowledge training for staff and for a customer's.



A. AFTER SALES SUPPORT
	OUR OBJECTIVES
	OUR CSFs
	BARRIERS
	
	OUR STRATEGIES

	1) Achieve target on problem solving based on “targeted time”.
	We are good in time management skills.
	· Lack of understanding on the issues arises.

	A1

A2
	· Proper documentation in problem activity log.
· Support team need to upgrade the product knowledge level.

	2) Achieve target to minimize the volume on arising matters.
	Wide understanding of the product/software.
	· Lack of understanding & communication 


	A3


A4
	· Development team and support need to communicate & support each other’s.
· Multiple communication channel.

	3) Achieve target in improving response time to customer complaints.
	Committed in serving customer request.
	· Limited of the expert person to handle some of the main topic such as GST.
· Lack of understanding on decision making.
	A5
A6

A7
	· To identify the problem indicator.
· Logging and keeping records of customer/employee queries
· Prepare a response time schedule.

	4) Reorganize documenting troubleshooting and problem resolution steps.
	Wide understanding of the product/software.
	· No troubleshoot script to be referred.
· No user manual book.
	A8
A9
	· Preparing the user manual book
· Preparing the troubleshoot scrip






B. GOALS: SOFTWARE
	OUR OBJECTIVES
	OUR CSFs
	BARRIERS
	
	OUR STRATEGIES

	1) Upgrade skills in testing & fixing faulty equipment.
	· Qualified team in various of knowledge
	· No testing schedule 
· No user acceptance test (UAT FORM)
	B1

B2
	· Prepare schedule for testing purpose.
· Prepare UAT Form to testers.


	2) To ensure the product installer is installed by latest version.
	· Product packaging 
	· SPS Installer need to be reinstalls due to the ad-hoc changes in upgrade version
	B3
	· Cooperate with development team to ensure the schedule release of latest folder							



C.  TRAINING
	OUR OBJECTIVES
	OUR CSFs
	BARRIERS
	
	OUR STRATEGIES

	1) Increase average participation in product training.
	· Provide training twice a week
	· Lack of training participant.
	C1

C2


C3
	· Training schedule must be publish in website
· Do cross-checked the client details either they have come for training or not
· Presenter/Speaker profile
· Added new training module which is Business Training

	2) To be a professional trainer of the product.
	· Wide understanding of the product/software.
	· Lack of product trainer.
· Some of the questions sometimes need an expertise to backup

	C4
	· Provide training to staff to increase the number of professional trainer.


	3) Provide an effective training.
	· Strategic place and exclusive training room.
· Flexible training schedule.
	Different background knowledge among customers

	C5
C6
	· Dynamic presentation skills
· Training for Lectures
· Added new training modules such as business training





OUR POSITIONING STATEMENT
We believe that good product, adoption of new media technology and right business partner will drive our existence in years ahead. Therefore, we must improve and always re-assess our business strategies to ensure we didn’t miss the track.

	Who	
	
	Our Priority Strategies
	Deliverables

	Support & development
	B1
B2
	Preparing a proper schedule for testing purpose. 
Preparing the UAT Form to testers.
	Testing Schedule & Reports

	Support & Development
	A7
A5
A1
	Preparing a response time schedule.
To identify the problem indicator.
Preparing proper documentation in problem activity log.
	Support Strategy & Plan

Report

	Support
	C3
A2
C4
A3
A4
	Provide training to staff in order to increase the number of professional trainer.
Support Team need to upgrade the product knowledge level.
Need to upgrade our internet connection.
Development team and support need to communicate & support each other’s.
Multiple communication channel.

	Assign mentors
Training Syllabus 
Networking Plan
Training Materials


	Support & Development
	A8
A6
A9
A10
	Preparing the user manual book
Logging and keeping records of customer/employee queries
Preparing the troubleshoot script
Preparing for UAT Form
	Study group sessions
Support Strategy & Plan





	When
	Our Monitoring Plan

	Daily
	· Support team are required to check an email and check the problem log status daily. 
· Support team also need to update the daily record of SPS Installer and error log in SPS Helpdesk.
· Login helpdesk daily.
· Prepared the quotation and invoices

	Weekly
	· Support team will conduct the Brainstorming/meeting to discuss and plan immediate action plan needed. Its will be implemented to make sure that all the arising matters is solved.
· Keep update with development team for any updates
· Compile quotation and invoices

	Monthly
	· Support team will be documenting all the reports of SPS Installer Report, Latest Customer Details (Manual Filing & System) and also all the problem log.
· Support team also need to conduct a meeting with development team to ensure all the enhancement updates and discuss on any arising matters.
· Participate in any exhibition for promoting product

	Annually
	· Review progress for the year and restructure action plan for the next year.
· Check and update clients for SPS Support Renewal.
· Update client’s database












ACTION PLAN 1
	Strategy
	B1: Preparing a proper schedule for testing purpose.
B2: Preparing the UAT Form to testers.



	Objectives Supported
	Software: Upgrade skills in testing & fixing faulty equipment.
Software: To ensure the product installer is installed by latest version.

	Owner
	Software Development Team & Support Team

	Deliverables
	Testing Schedule & Reports



	Due Date
	
	Person-Days
	5
	Total Cost
	



	Action Step
	Who
	Due
	Person-Days
	Costs

	1. Develop User Acceptance Test Form
	Software & Support Team
	
	1
	

	2. Approval from Software Leader
	HOD (IT)
	Every month
	1
	

	3. Implement Testing Phase to End Users
	Support Team
	Every month
	3
	

	4. Produce testing report of results
	Support Team
	Every month
	1
	











ACTION PLAN 2
	Strategy
	A7: Preparing a response time schedule.
A5: To identify the problem indicator.
A1: Preparing proper documenting in problem activity log.



	Objectives Supported
	After Sales Support: Achieve target in improving response time to customer complaints.
After Sales Support: Achieve target on problem solving based on “targeted time”.

	Owner
	Support Team

	Deliverables
	Support Strategy & Plan



	Due Date
	
	Person-Days
	3
	Total Cost
	



	Action Step
	Who
	Due
	Person-Days
	Costs

	1. Identify the types of support
	Software & Support Team
	
	                   3
	NA

	2. Plan for the response time schedule
	Software & Support Team
	
	1
	NA

	3. Approval from HOD & Software Team
	HOD
	
	1
	NA

	4. Implement the response time (publish in website)
	Support Team & Multimedia Team
	
	1
	NA

	5. Produce report & summarize of results
	Support Team
	
	1
	NA








ACTION PLAN 3
	Strategy
	C3: Provide training to staff in order to increase the number of professional trainer.
A2: Support Team need to upgrade the product knowledge level.
A3: Development team and support need to communicate & supporting each other’s.
A4: Multiple communication channels.



	Objectives Supported
	After Sales Support: Achieve target to minimize the volume on arising matters.
Training: Increase average participation in product training.
Training: To be a professional trainer of the product.
Training: Provide an affective training


	Owner
	Support Team

	Deliverables
	Assign mentors, Training Syllabus , Networking Plan



	Due Date
	
	Person-Days
	
	Total Cost
	



	Action Step
	Who
	Due
	Person-Days
	Costs

	1. Restructure Training Module
	Software & Support Team
	
	
	

	2. Conduct SPS Product Knowledge for staff and client (Internal & External)
	Support Team and Management
	
	
	

	3. Re-schedule Training & Publish (website)
	Support & Multimedia
	
	
	







ACTION PLAN 4
	Strategy
	A8: Preparing the user manual book
A6: Logging and keeping records of customer/employee queries
A9: Preparing the troubleshoot script



	Objectives Supported
	After Sales Support: Reorganize documenting troubleshooting and problem resolution steps.

	Owner
	Support Team

	Deliverables
	Study group sessions, Support Strategy & Plan



	Due Date
	
	Person-Days
	
	Total Cost
	



	Action Step
	Who
	Due
	Person-Days
	Costs

	1. Outline the user manual topic
	Software & Support Team
	End of November
	5
	

	2. Outline the FAQ for troubleshoot script
	Support Team
	Quarterly 
	1
	NA

	3. Close monitor the SPS Helpdesk system
	Software & Support Team
	Every day
	1
	NA

	4. Study the pattern of question and problem occurs
	Support Team
	On-going
	4
	

	5. Upgrade knowledge and skills
	Software & Support Team
	Every week
	7
	



ACTION PLAN 5
	Strategy
	A10 Preparing for UAT Form



	Objectives Supported
	To upgrade skills in testing & fixing faulty equipment
To meet the  user requirement

	Owner
	Support

	Deliverables
	Study group sessions , Support Strategy & Plan



	Due Date
	
	Person-Days
	
	Total Cost
	



	Action Step
	Who
	Due
	Person-Days
	Costs

	1. Outline the job scope
	Support Team
	
	
	NA

	2. Close monitor on the system development and testing 
	Software & Support Team
	
	
	NA

	3. Prepared the related technical documentation
	Support Team
	
	
	

	4. Upgrade knowledge and skills
	Software & Support Team
	
	
	















ACTION PLAN 6
	Strategy
	C.6 Training for lectures and university



	Objectives Supported
	Provide an effective training.

	Owner
	Support

	Deliverables
	Study group sessions, Support Strategy & Plan



	Due Date
	
	Person-Days
	
	Total Cost
	



	Action Step
	Who
	Due
	Person-Days
	Costs

	1. To check manual & exam paper student version.
	Support
	
	
	

	2. To give training for lectures
	Support
	
	
	

	3. Preparing training schedule
	Support
	
	
	

	4.Preparing on the examination result
	Support
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