“Building a Web Self-Service Portal: Keys to Success”
Web-Portal Planning Checklist
Date:   ___________________

Author: __________________

Rev.: ____________________

Mission:
Key Goals:

1. _________________________________________
2. _________________________________________
3. _________________________________________
4. _________________________________________
Branding:

______________________________

Team members:

	Name
	Role
	Phone
	Email

	
	Team Lead
	
	

	
	Service Desk
	
	

	
	Marketing
	
	

	
	Level 2 group
	
	

	
	Level 3 group
	
	

	
	Web team
	
	


Planned Applications:

	Category
	Application
	Expected Benefits

	
	Status reporting
	

	
	Answer How To questions
	

	
	Solutions to common problems (KB access)
	

	
	Password reset
	

	
	Incident entry
	

	
	Incident update
	

	
	Service requests
	

	
	Service advisories
	

	
	Updates & upgrades
	


	Category
	Application
	Expected Benefits

	
	Online user guides & manuals
	

	
	Customer communities
	

	
	Survey center
	

	
	Service level information
	

	
	Service catalog
	

	
	Policies & procedures
	

	
	Online tutorials
	


Expected Benefits & Cost Savings:
Category: ___________________
Application: _________________________
	Expected Benefits
	Anticipated Cost Savings

	
	


Application: _________________________
	Expected Benefits
	Anticipated Cost Savings

	
	


(note – add more as you identify areas of benefit and cost savings)

Action Plan:

	Phase/
Task
	Description
	Responsible Party
	Target Date

	
	
	
	

	Phase 1
	Develop and present business case
	
	

	
	· Complete situation analysis
	
	

	
	· Define mission, goals
	
	

	
	· Define expected benefits
	
	

	
	· Summarize proposed solution
	
	

	
	· Quantify cost savings 
	
	

	
	· Estimate portal development costs
	
	

	
	· Assemble business case
	
	

	
	· Present business case to mgt.
	
	

	
	· Obtain signoff and finding
	
	

	
	
	
	


	Phase/
Task
	Description
	Responsible Party
	Target Date

	Phase 2
	Organize resources
	
	

	
	· Assemble project team
	
	

	
	· Draft project plan
	
	

	
	· Engage marketing
	
	

	
	· Engage web team
	
	

	
	· Schedule and conduct kick-off meeting
	
	

	
	· Ensure service desk foundation
	
	

	
	· Documentation standards
	
	

	
	· Quality incident logging
	
	

	
	· Integration capability
	
	

	
	· Budgeted resources
	
	

	
	
	
	

	Phase 3
	Launch development
	
	

	
	· Design
	
	

	
	· Approval
	
	

	
	· Build-out
	
	

	
	· Initial testing
	
	

	
	· Internal release
	
	

	
	
	
	

	Phase 4
	Quality assurance testing
	
	

	
	· Functional testing
	
	

	
	· Usability testing
	
	

	
	· Performance testing
	
	

	
	
	
	

	Phase 5
	Internal rollout
	
	

	
	· Control team
	
	

	
	· Service desk staff
	
	

	
	
	
	

	Phase 6
	External rollout to customers
	
	

	
	· Beta test
	
	

	
	· Early adopter rollout
	
	

	
	· General availability
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