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Enterprise Customer Relationship Management (eCRM) 
Memorandum of Agreement 

<APPLICATION/PROGRAM NAME>
In order for <APPLICATION/PROGRAM NAME> to become part of the Enterprise CRM, it must be hosted at the Distance Support, Enterprise CRM, Shared Data Environment located at NSWC Crane, and operated within the constructs of the virtual Global Distance Support Community (GDSC).  The GDSC is comprised of a central controlling site (Tier 1) located in Norfolk VA, and several consolidated, geographically dispersed, Fleet/customer contact centers (Tier 2), or GDSC “hubs.”  Specific requirements and responsibilities include:

<APPLICATION OWNER/PROGRAM OFFICE (Organization Name)>:

1.  Provide on-site technical engineering, liaison and coordination as required.

2.  Provide the following GDSC support requirements:

a. ADMIN access for all GDSC (Technical) Customer Support Professionals (CSPs)

b. Source of Support information

c. Tailored service specifications (e.g. after-hours coverage, directed call information, report generation and periodicity, amended Service Level Agreement thresholds, etc.)

d. Tier 1 scripts for CSP responses to Frequently Asked Questions (FAQs).  Note:  Tier 1 CSPs are only authorized to provide information that has been validated for distribution by the cognizant technical authority.

3.  Provide funding support (if required) for integration into other systems and associated testing to include engineering support required to develop and design solutions.  The funding requirement will also be calculated based on the level of GDSC services desired.

4.  Participate as required in Distance Support working groups and meetings to help define business rules, requirements, interfaces and designs.

5.  Provide any deliverables that will be required by ‘Join eCRM’ process.

6. Support the CRM Technical Standards listed in Appendix E of the Enterprise CRM Join Process document.

7. Coordinate future releases with the DS CCB & Enterprise CRM Program Manager including upgrades, fixes and removal of the application from the CRM Shared Data Environment. 

8. Provide any funding that is due (to the Naval Sea Logistics Center) upon acceptance to join Enterprise CRM.

Distance Support Program:

1.  Provide assistance for development, testing and engineering solutions required to deploy the <APPLICATION/PROGRAM NAME> within the Enterprise CRM, Shared Data Environment.

2.  Support the CRM Technical Standards listed in Appendix E of the CRM Join Process document.
3.  Provide system engineering and technical guidance regarding the <APPLICATION/PROGRAM NAME>software but will not share program sensitive information.

4.  Provide support for attaining certification of the <APPLICATION/PROGRAM NAME> as part of the Enterprise CRM product.

5.  Provide GDSC (Technical) Remedy® access and training as required.  Joining Enterprise CRM members will have access to CRM to update Support Request status; they may also choose to send Support Request resolutions to the central GDSC contact center for Remedy® updates to be processed.  Joining members may also choose to have Support Request status forwarded to their activities via batched email notification.

6. Compile consolidated CRM documentation.  This documentation includes the documentation provided by the <GOVERNMENT POC (Organization Name)> for <APPLICATION/PROGRAM NAME>
SIGNATURES
The signatories of this MOA (or their designated representatives) may, by mutual consent, amend this agreement.  Changes must be in writing and may be coordinated via email.

This MOA, as defined by the attached CRM MOA requirements form, will be effective upon the last signature date.  This MOA will remain effective until all efforts are completed or cancelled by either party.
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