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Abstract 

The most critical tasks in the whole process involve ensuring project stability and success right after the 

go-live event during the hypercare phase. It is in this context that this paper tries to discuss the importance 

of pre-live training and support, knowledge bases, and clearly outlined SLAs for each of the various 

priority categories, attempting to underline an articulated process. 
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Introduction 

The transition of the project from implementation to live is a very critical juncture that requires painstaking 

planning and support. The hypercare phase ensures seamless operations, resolves post-implementation 

issues, and stabilizes the project. This paper intends to study the importance of structured support 

mechanisms for ensuring project success with an appropriately defined process. 

 

Main Body 

Problem Statement 

These are most likely the most common post-go-live issues projects face: system instability, user-related 

issues, and loads on the support services. Without having an effective hypercare phase, these can increase, 

potentially disrupting and making a failure out of the project. 

 

Solution 

In this connection, the mitigating strategies would include the following: 

• Hypercare Phase: Provides immediate support and stabilization post-go-live. 

• Pre-Live Training Support: The provision of relevant skills and expertise to the end-user will reduce 

go-live complications. 

• Knowledge Base/Article: Provides self-help materials; allows clients to handle everyday problems by 

themselves. 

• Predefined SLAs: These detail the expectations and response times for various priority classifications, 

including Highest, High, Medium, and Low. 

• Defined Processes: Ensures technical support follows a structured methodology, consulting Product 

Managers before engaging with developers. 
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Uses: 

• Hypercare Phase: Provides full support, ensuring all issues are resolved immediately after the post-go-

live initial phase. 

• Training Support: Enhances user proficiency, leading to smoother transitions and fewer support 

requests. 

• Knowledge Base: Empowers users, diminishing their reliance on support teams and facilitating 

expedited issue resolution. 

• Defined SLAs: Clearly detail response times, driving great accountability and customer satisfaction. 

• Defined Processes: Streamlines support workflows, ensuring effective issue resolution without 

bypassing essential stakeholders. 

 

Impact: 

• Hypercare Phase: Enhances project stability and user confidence during the critical post-

implementation period. 

• Training Support-reduces learning curve and burden on post-go-live support. 

• Knowledge Base: Empowers self-service capabilities, reducing the burden of support. 

• Defined SLAs: Improves in service delivery and increases customers' satisfaction. 

• Defined Processes: Ensures efficient issue resolution and prevents unnecessary escalations to 

developers. 

 

Scope 

It is to this aspect that the hypercare phase, training support, knowledge base utilization, defined SLAs, 

and structured support processes are elaborated in the paper. 

 

Conclusion 

The success of any project after the hypercare phase totally depends on its presence along with structured 

support mechanisms. Effective training programs, a full knowledge base, well-defined SLAs, and clearly 

defined processes for support are needed for organizations to smoothly clear the transition and sustain 

project success. 
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