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User Support


Specification Reference - 4.7 User Support

Heathcote –  1st Edition Chapter 55, 2nd Edition Chapter 48

Mott and Leeming, 2nd Edition – Chapter 18

When software is supplied, it is vital that adequate support facilities be provided by the supplier.

Why is software support becoming an increasingly important issue?

Why is it in the interests of the supplier to provide good support facilities?

Help Desk Support

Help desks can be contacted by phone or E-mail.  In either case, the call is logged on a database.  What items of information will be logged?

What would you expect the main problem to be in providing this sort of ‘remote’ support?

The help desk may be manned by

(a) An expert in the system who may have been involved in its developemt,

(b) A reasonably knowledgeable person who also has access to a database of problems and solutions which acts as an expert system.  

(c) A call centre containing many operators and not necessarily employed by the original suppliers of the software but with access to a database or expert system.

What are the advantages and disadvantages of having support provided by a call centre manned by semi-expert personnel with expert system facilities?
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Other means of providing support include:

Intranet/Bulletin Boards

Magazine Articles

On-line Help

Documentation

User Groups
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