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&L What business processes do you want to improve?#�7�"#.� 6A��A�#2 #F 8#7�EA#"7�"#F 8#-��"#" #
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�L What resources do you want to integrate into the new system?#%�A#F 8#.B������#" #��"A���"A#2�"�*#Ð �#
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�L What’s your budget?#��A��2 -�#�1.BA1A�"�"� �#��" #.7��A�#" #7AB.#-�"7#6 �"�)4

�L Will the vendor offer multiple communication channels for your customers to reach support (e.g., 

phone, email, chat, and social media)_

�L Does the vendor offer functionalities to detect potential fraud among consumers trying to take 

advantage of your concession policies_

�L Does the vendor offer an agent interface that’s appealing enough to make your agents excited about 

the change to the new solution_

&L Does the vendor offer functionalities to automatically route tickets to certain teams based on 

keywords_

�L Will the vendor provide a way for agents to customize pre-defined responses_

�L Will the support tool and all of its add-ons be SOC 2 & HIPAA compliant_

RL Will the support tool help you identify critical products in your portfolio and manage recalls if 

necessary?
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�L Focusing on your most important needs defined in Phase 1, document your use cases meticulously and 

define what outcomes need to be achieved to consider its implementations successful. A commonly 

used format here could be user stories, following the structure of “As a [role], I want to [action], so that 

[desired outcome] “Ã

�L Based on the use cases and outcomes identified, document step-by-step how you plan to test if the 

outcome has been achieved or not. Those steps help you set clear expectations with your 

implementation partner, as well as drafting a first testing plan for the later stages of the projectÃ

�L Present your use cases and testing scenarios to your software vendor or implementation partner and 

review them together. Use the feedback to refine your documentation where necessaryÃ

&L For any custom functionality, request a visual preview from the vendor or implementation partnerÃ

�L Start your implementation by building a proof of concept together with your vendor or implementation 

partner, so you can get your hands on the solution and validate your assumptions.

fayedigital.com (818) 280-4820 hello@fayedigital.com

Phase 1: Understanding Your Software Needs 

Phase 2: Selecting your Software

Phase 3: Validating your Software

Our recommendation for CPG support software: Zendesk & Flare 

We’re here to help!

https://fayedigital.com/contact/

