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Confirming client requirements

Confirming the client’s requirements involves developing documentation to ensure you and the client have the same understanding of requirements. This documentation may be based on pre-existing documents that can be used as a template. The example below shows what such a document would look like.

	CLIENT REQUIREMENTS CONFIRMATION

	Client name:
	

	Project name:
	

	I understand your requirements as follows:



	Requirement
	Scope (if appropriate)

	Good A
	To be delivered within one week of contract being signed

Twelve lots of Good A required

	Service A
	To be provided at the time of delivery of Good A

	Good B
	To be compatible with your existing network 

	Good C
	Must be able to be used in outdoor locations without risk of damage

Must be cheaper than existing provider

	Our signatures on this document confirm our shared understanding of the above requirements in this project. 

	Client signature:
	

	Service provider signature:
	

	Date:
	


The above form would be completed with very specific information about the current project. The signature of the client, as well as your signature, indicates a shared understanding of the project.

Alternatively, a letter (for external clients) or a memo (for internal clients) might be written to confirm our understanding of the client’s requirements. Example of a letter to an external client is provided in Figure 1, while Figure 2 is an example of a memo to an internal client.

	16 April 20__

The Manger

XYZ and ABC Limited

PO Box 6458

SOMEWHERE NSW 2938

Dear Sir/Madam

Thank you for your recent contact asking us to provide you with goods and services. I would like to confirm the details of your request.

· One (1) broadband modem to support six workstations (five existing workstations) using commercial broadband access (access to be organised by you from a commercial provider)

· One (1) new workstation capable of running the current version of Microsoft Access software

· Three (3) template files for use by your staff to complete contracts, quotations and expressions of interest.

· All requirements must be met by the end of May this year. Ongoing support of the templates including initial training and technical support for a further three months is needed.

Could you please let me know within two weeks of the date of this letter if there are any amendments needed, or if you have any further requirements for this project. If I do not hear from you within two weeks, I will forward by fax a confirmation of order form for your signature.

Thank for the opportunity to serve your organisation. 

Yours sincerely

…………………………

(Your name)

(Your title)


Figure 1: Example of a letter to an external client

	MEMORANDUM

TO:

State Sales Manager

FROM:

Your Name, IT Support Officer

DATE:

Today’s date

SUBJECT:
CONFIRMATION OF YOUR REQUIREMENTS

_____________________________________________________________________

This is to confirm your request of 29 March 20 __. 

· Updating of three workstations to allow loading and operation of new version of our client contact software.

· Installation of that software.

· Training for one (1) new staff member on this software.

· Updating, installation and training to be completed within three weeks of today’s date.

Please let me know immediately if there is to be any amendments to these requirements.

If no further advice is received by one week from today’s date, I will begin these activities. Your department will then incur the costs for this project.




Figure 2: Example of a memo to an internal client

The most important characteristic of any of these documents is to accurately record two key items:

1
the service which is to be provided to the client 

2
the timeframe in which it must be delivered to the client. 

Costs may also be included in these documents if appropriate. Time taken getting this stage of a project correct will save many hours later on.

Documenting any additional requirements 

As we explore and understand the client’s needs, we may discover other requirements which have been overlooked. For example, it might become apparent that additional power outlets will be needed for the recommended system. Further arrangements have to be made, such as who is expected to solve the problem or whether the client would prefer to use power boards or have power outlets installed. 

New technologies may also lead to new requirements from the client. There is often a great temptation to the client to add optional features or new devices to a recommended solution. While each addition may only be small, they impact upon the total system’s price, as well as the installation and support costs.

It is important that any altered or additional requirements that might be discovered are documented. In some small organisations (eg your own business) such amendments and additions might be confirmed verbally. However, you should be very cautious of verbal agreements. Before proceeding with any work, confirm the verbal agreement with a written agreement. Written documentation leaves much less chance of error as may be the case with memories recalling facts differently!

It is good practice to amend the original confirmation document to include any additional requirements.

Obtaining approval 

Obtaining approval might occur in a number of ways. It might be a verbal approval to go ahead with work based on the confirmation document. As mentioned earlier, you should never rely on a verbal approval. Memories of events can differ very much and lead to confusion and conflict later.

One way of obtaining approval is to have the client provide a written purchase order for the work. Alternatively, the client might write a letter outlining their agreement to your requirements document, asking you to go ahead with the work.

Any approval document that is produced should include agreement on:

1
the standard of the goods or services to be provided

2
the price of the goods or services to be provided

3
the timelines for the project (either broken down into timelines for specific tasks or for the entire project)

4
any ongoing or follow up services required or foreseen.

Remember, a person’s signature is generally required for an agreement to be legally binding. You should ensure that all documents are signed by an authorised person from your client’s organisation before you commence any work.

Recommending appropriate training and support

The technical support identified with the client might include areas such as:

· installation

· troubleshooting

· updating and maintenance of a system

· initial training

· provision of manuals for using and maintaining software, hardware or networks.

It is vitally important that you recommend appropriate levels of training and support. You are the expert. You know the systems. You have to make the solution work in the workplace. You should advise the client about the level of training and support that will be needed. The client may well choose not to proceed with your recommendations based on cost or current staff expertise. But if that occurs and problems with the system develop later, you are then in a strong position to deal with issues as they arise.

The best way to ensure you have a shared understanding of the level of training and support to be provided is to record it in writing. Ensure that the client’s signature and your signature are included on the documentation.

The level of training and support might be recorded in the initial documentation of the client’s requirements, or in the formal document requesting you to carry out work on behalf of the client.

Negotiating a training and support timetable

Many IT operations need to take place when people don’t need access to the system. Remember that the prime focus of the client is to keep the business running! That business will provide the funds to pay you.

This means that you need to be very flexible when arranging times for support with the client. Think of the types of training and support outlined above and what they involve. For example, consider what could happen if you have to stop access to a client’s database system to update the software, or to backup the system. It could create chaos!

If you are to provide training or support you will also need to consider the priorities of the client. There are two important things to keep in mind when negotiating times to provide support:

1
the need to avoid any interruption to the client’s ongoing operations

2
the need to have the right people from your organisation free at a time suitable for the client.

This may not be easy. It can often take considerable negotiation to come up with a suitable time for technical support to be provided. There can be a lot of people affected by such support and for maximum benefit you need to make sure they will all be available.

Providing user documentation 

What types of user (help) documentation can you think of? Some possibilities include:

· web-based support via files to be viewed or transferred from websites

· hard copy versions of the files on websites

· electronic training programs which many people in an organisation can use

· hard copy training programs to be provided to all users for future reference

· development documentation recording technical specifications of the system for others to be able to maintain the system (in either hard copy or electronic form)

· PowerPoint slides which can be viewed at the convenience of the client.

As you gain more practical experience, and as online and multimedia tools evolve, you may come up with other ways of providing manuals or help documentation.

Summary

When liaising with clients, it is important to make sure that you and your client agree on what the solution will be. This reading has shown you how to confirm client requirements, document additional requirements and obtain approval before implementing a solution. As it is crucial that the staff who will use the solution are trained in its operation and maintenance, we’ve also considered the importance of recommending appropriate training and support, negotiating a training and support timetable and providing user documentation.

Check your progress

Now you should try and do the Practice activities in this topic. If you’ve already tried them, have another go and see if you can improve your responses.

When you feel ready, try the ’Check your understanding’ activity in the Preview section of this topic. This will help you decide if you’re ready for assessment.
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