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Understanding the support phase is critical in the lifecycle of any project, system, or process. This
phase ensures that the implemented system continues to operate effectively, addresses user issues,
and evolves to meet changing needs. However, not all activities typically associated with the support
phase are always included; some are more characteristic of other phases such as development or
planning. This article explores the major activities involved in the support phase, highlighting what is
generally included and identifying the activity that does not belong, specifically focusing on "training the

users" and "enhancing" as key activities.

Overview of the Support Phase

The support phase is the post-implementation stage where the primary goal is to maintain,
troubleshoot, and improve the system or process after it has been deployed. It involves ongoing

activities that ensure the system remains functional, efficient, and aligned with user requirements.
Key objectives of the support phase include:

- Maintaining system stability

- Resolving user-reported issues



- Providing user assistance and training
- Implementing minor upgrades or modifications

- Enhancing system capabilities based on feedback

While support activities are varied, they are primarily reactive—responding to problems or requests

from users—though proactive activities such as system optimization also play a role.

Major Activities of the Support Phase

The activities undertaken during the support phase can be broadly categorized into several core

functions. Below are the primary activities typically associated with this phase.

1. User Support and Help Desk Services

One of the fundamental activities is providing assistance to users experiencing difficulties or

uncertainties with the system.

Activities include:

- Answering user queries via help desk

- Troubleshooting technical issues

- Providing solutions or workarounds

- Offering guidance on system features and functionalities

Tools and methods used:

- Help desk software



- Ticketing systems

- FAQs and knowledge bases

2. System Maintenance and Issue Resolution

Ensuring the system operates smoothly involves regular maintenance and fixing issues as they arise.

Activities include:

- Bug fixing and patch management
- Performing routine system health checks
- Applying updates and patches

- Monitoring system performance

3. User Training and Documentation

Although often associated with the implementation phase, ongoing training remains a support activity,

especially when new features are introduced or new users onboard.

Activities include:

- Conducting refresher training sessions
- Developing and updating user manuals and documentation
- Creating tutorials or online help resources

- Providing training for new features or updates



4. System Monitoring and Performance Optimization

Proactive support involves keeping the system optimized for performance and user satisfaction.
Activities include:

- Monitoring system logs

- Analyzing usage patterns

- Identifying bottlenecks

- Recommending or implementing improvements

5. Implementing Minor Enhancements and Upgrades

Although major system redesigns are part of the development or deployment phases, minor

enhancements are often handled during support to adapt to changing needs.
Activities include:
- Small feature additions

- Configuration adjustments

- User-requested customization

Activities Not Typically Part of the Support Phase

While many activities are integral to the support phase, some are more characteristic of other project

phases, especially initial development or planning.



Key activity that does not typically belong to support:

- Training the Users

While ongoing user training is important, comprehensive training is usually conducted during the
implementation phase. In the support phase, training is more about refresher courses or onboarding
new users rather than initial instruction.

Another activity often confused but less characteristic of support:

- Enhancing

Enhancement refers to adding new features or significantly improving the system, which is generally

part of the development or upgrade phases rather than support.

Understanding "Training the Users' as a Support Activity

Training the users can sometimes blur the lines between different project phases. It's essential to

understand its role within the support phase.

When is user training considered part of support?

- Refresher training: Conducted periodically to reinforce knowledge or introduce updates.
- Training for new users: As new employees join, they require training to use the system effectively.
- Training on minor updates or changes: When small modifications are made, supporting users with

targeted training is necessary.



Why is ""Training the Users" often not considered a core support

activity?

- The initial comprehensive training is usually delivered during the system deployment or
implementation phase.

- Support activities tend to focus on troubleshooting, maintenance, and minor updates rather than
extensive instruction.

- Continuous training is often managed by separate training teams or departments, especially for large

systems.

Understanding "Enhancing" as a Support Activity

Enhancement involves improving the system by adding new features, capabilities, or significant

upgrades.

Why is "Enhancing' generally excluded from the support phase?

- It is primarily associated with the development or upgrade phases.
- Enhancements require planning, analysis, development, and testing, which go beyond the reactive
support activities.

- Support focuses on maintaining existing functionality rather than creating new functionalities.

Activities related to enhancement include:



- Gathering user feedback for new features
- Planning and designing new system capabilities
- Developing and testing enhancements

- Deploying upgrades

While some minor modifications may be handled during support,
substantial enhancements usually are part of the project lifecycle, not

ongoing support.

Summary of Major Activities in the Support Phase

| Activity | Description | Typical Involvement |

|-——|-—=]-—-]

| User Support & Help Desk | Assisting users with problems | Yes |
| System Maintenance & Issue Resolution | Fixing bugs, applying
updates | Yes |

| User Training & Documentation | Providing ongoing training, manuals



| Yes, partially, mainly refresher or onboarding |

| Monitoring & Optimization | Ensuring system performance | Yes |

| Minor Enhancements & Upgrades | Small feature modifications | Yes
I

| Major Enhancements | Significant system improvements | No,

typically part of development/upgrades |

Conclusion

The support phase is integral to ensuring that a system remains
functional, efficient, and aligned with user needs after deployment. Its
activities include user support, system maintenance, ongoing training,
performance monitoring, and minor enhancements. However, activities
such as comprehensive user training and system enhancements are
generally associated with the initial implementation or upgrade phases.
Specifically, "training the users” and "enhancing'" (significant

improvements) are activities that are not major activities of the



support phase, making them the correct answer to the question posed.

Understanding these distinctions helps organizations allocate
resources effectively and ensures that support teams focus on their
core responsibilities, maintaining system stability while facilitating

continuous improvement.
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Frequently Asked Questions

What is the primary focus of the support phase in a project?

The support phase primarily focuses on assisting users, resolving
issues, and ensuring the solution continues to operate effectively after

implementation.



Which activity is NOT typically part of the support phase?

Enhancing the system beyond initial support activities is generally not

considered a major activity of the support phase.

Why is training users important during the support phase?

Training users ensures they can effectively utilize the system, reduce

errors, and increase overall user satisfaction during the support period.

What activities are commonly associated with the support phase?

Common activities include user training, troubleshooting issues,

providing technical support, and maintaining the system.

Is system enhancement a core activity during the support phase?

No, system enhancement typically falls under the development or

improvement phase, not the support phase.



How does the support phase contribute to project success?

It ensures smooth operation, addresses user concerns promptly, and

helps in maintaining system reliability and user satisfaction.

Which of the following is an exception in activities during the support

phase? (a) Training the users, (b) Enhancing the system)

Enhancing the system is the exception; it is not a major activity of the

support phase.

Additional Resources
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Understanding the Support Phase in Project Management and System



Deployment

In the lifecycle of a project—particularly in systems
implementation—the support phase marks a critical period where
ongoing assistance, maintenance, and improvements are provided to
ensure the system's optimal operation. This phase ensures that users
can leverage the system effectively, issues are addressed promptly,
and the system evolves to meet changing organizational needs.
However, not every activity associated with support falls within its
core scope. Clarifying what activities are integral and which are
exceptions helps organizations streamline their efforts and allocate

resources efficiently.

This article dives deep into the major activities characteristic of the
support phase, emphasizing the roles of user training and system
enhancement, and clarifying which activities are considered outside

the support phase's primary responsibilities.

The Support Phase: An Overview



The support phase is typically the final stage in the system
development lifecycle, following design, development, and deployment.
Its primary goal is to ensure the system continues to perform as
intended after going live, addressing issues, providing user assistance,

and implementing improvements.

Key objectives during this phase include:

- Issue Resolution: Fixing bugs, errors, or unexpected behaviors that
arise during real-world use.

- User Support and Training: Assisting users in understanding and
effectively utilizing the system.

- System Maintenance: Performing updates, backups, and performance
tuning.

- Enhancements and Improvements: Making modifications to improve
system functionality, security, or usability based on feedback and
evolving requirements.

- Monitoring and Evaluation: Tracking system performance and user

satisfaction to identify areas for improvement.



While these activities collectively contribute to sustained system
health and user satisfaction, some activities—such as extensive
system redesigns or major feature additions—may fall outside the
scope of support and into other phases like maintenance or

development.

Major Activities of the Support Phase

Understanding the core activities within the support phase helps
organizations maintain a clear operational focus. Here are the primary

activities typically involved:

2.1 User Support and Help Desk Services

One of the foundational activities in the support phase is providing

ongoing assistance to end-users. This includes:

- Responding to user inquiries and issues.

- Troubleshooting technical problems.



- Offering guidance on system functionalities.

- Managing help desk tickets and tracking resolution times.

Effective user support ensures minimal downtime and enhances user
confidence in the system, fostering higher adoption rates and

smoother operations.

2.2 System Maintenance and Monitoring

Regular maintenance activities are vital to keep the system running

efficiently:

- Applying patches and updates: To fix known bugs and security
vulnerabilities.

- Performance tuning: Adjusting configurations to optimize speed and
responsiveness.

- Data backups: Ensuring data integrity and disaster recovery
readiness.

- Monitoring system health: Using tools to track uptime, error logs,

and resource utilization.



Proactive monitoring allows support teams to identify and address

issues before they impact users significantly.

2.3 Training and Re-Training Users

While initial training typically occurs during deployment, the support

phase often involves ongoing or refresher training sessions:

- Introducing new features or updates.
- Reinforcing best practices.
- Addressing staff turnover by onboarding new users.

- Providing self-help resources like manuals or FAQs.

This activity ensures that users remain proficient and capable of

utilizing the system effectively over time.

2.4 Implementing Enhancements and System Improvements

Support teams often gather feedback from users and system

performance metrics to identify areas for improvement. Activities



include:

- Minor modifications to workflows.
- Configuration adjustments.
- Security enhancements.

- Usability improvements.

These enhancements are generally incremental and aim to optimize

the system without fundamentally altering its core structure.

2.5 Documentation and Knowledge Management

Maintaining accurate and up-to-date documentation is essential for

supporting users and troubleshooting issues:

- Updating user manuals.
- Recording common issues and solutions.
- Documenting system configurations and customizations.

- Creating knowledge bases for quick reference.



Effective documentation reduces dependency on support staff and

accelerates issue resolution.

The Exception: Activities Not Typically Part of the Support

Phase

While many activities fall neatly within the support phase, certain
tasks are considered outside its scope. One common misconception is
that activities like system enhancement or training are exclusive to

support, but the reality is nuanced.

2.1 System Enhancement: Not Exclusively Support

While minor adjustments and bug fixes are part of support, substantial

system enhancements often require a more formal development

process:

- Major feature additions.



- Architectural changes.

- Re-engineering components for scalability or performance.

Such activities are usually conducted during maintenance or
development phases, sometimes involving dedicated project teams or
change management procedures. Support teams may facilitate the
initial implementation or provide feedback, but the design and
development of significant enhancements generally fall outside the

core support activities.

2.2 Training: An Ongoing, Not Solely Support Activity

Although ongoing training is vital during the support phase, it is not

exclusively a support activity. Training can be part of:

- Initial deployment (formal training sessions).
- Refresher courses.
- Specialized workshops for advanced features.

- e-Learning modules and self-service resources.



Support provides the framework for training, but the actual
delivery—especially in larger organizations—may involve dedicated
training teams or external trainers. Therefore, while training supports

system use, it is not inherently a support activity itself.

2.3 Activities Typically Outside the Support Phase

Other activities generally considered outside the scope include:

- System Development or Redesign: Major architectural overhauls or
new module development.

- Business Process Reengineering: Changes to organizational
workflows that require new system configurations.

- Procurement of New Systems: Selecting and acquiring entirely new
solutions.

- Strategic Planning: Long-term IT strategy and governance efforts.
- Major Data Migration: Transitioning large datasets during system
upgrades or replacements, which may be part of project

implementation or maintenance, but not routine support.



Recognizing these distinctions helps organizations allocate resources

appropriately and avoid scope creep.

The Importance of Clear Scope Definition in Support Activities

Defining what activities are part of the support phase—and which are
not—is crucial for effective management. Clear scope boundaries

ensure:

- Resource Optimization: Avoiding overextension of support teams into
development tasks.

- Effective Service Level Agreements (SLAs): Setting realistic
expectations with users.

- Smooth Transition Between Phases: Ensuring that activities like
major enhancements or redesigns are handled by appropriate teams
during designated phases.

- Organizational Clarity: Preventing confusion about responsibilities

and accountability.



Proper scope management also facilitates better planning, budgeting,

and performance measurement during the support phase.

Conclusion

The support phase plays an indispensable role in sustaining and
improving systems post-deployment. Its major activities include user
support, system maintenance, ongoing training, and incremental
enhancements—all aimed at ensuring the system remains functional,

secure, and aligned with organizational needs.

However, activities such as large-scale system redesigns, major
development efforts, and strategic planning are generally considered
outside the support scope, falling instead into maintenance or
development phases. Recognizing these distinctions allows
organizations to allocate resources effectively, establish clear

expectations, and maintain a sustainable approach to system support.

By understanding what constitutes the support phase's core activities,



organizations can better manage their technology assets, foster user
confidence, and adapt to evolving operational demands—ultimately
ensuring that their investments in information systems continue to

deliver value over time.
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