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Part 4

The knowledge bank

What makes an organization, such as the one outlined above, work is that there
is a clear division of responsibilities between the project and the after-sales
organization. The latter is trained by the project to take over responsibility for 
the deliverable, and the customer knows who he can contact.

Far from all organizations can boast of such a comprehensive and thoroughly
thought-out organization to provide the customer with service after the project
has been closed out. Under any circumstances, the project manager and his
bosses (the steering group, project owners, etc.) must begin thinking about the 
customer’s needs and about who will fulfill them when the project is no more, 
well in advance of the date that the project reaches the handover phase and 
is then closed out. …and this applies irrespective of the type of project, and
irrespective of what the project delivers!

Figure 4.112 After-sales organization
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FIGURE 4.112
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