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1. Executive Summary
The Hypercare period is the critical post-go-live phase where intensive support ensures successful adoption and stabilization of the modernized data platform. This plan defines the support model, escalation procedures, and exit criteria.
1.1 Hypercare Objectives
1. Rapid Issue Resolution: Address production issues within SLA
1. User Support: Help users adapt to new tools and processes
1. Performance Monitoring: Ensure system meets performance targets
1. Knowledge Transfer: Complete handover to operations team
1. Stabilization: Achieve steady-state operations


2. Hypercare Timeline
2.1 Phase Definitions
┌─────────────────────────────────────────────────────────────────────┐
│                     HYPERCARE TIMELINE                              │
├─────────────────────────────────────────────────────────────────────┤
│                                                                     │
│  GO-LIVE   WEEK 1-2      WEEK 3-4      WEEK 5-6      WEEK 7-8      │
│     │      CRITICAL      INTENSIVE     STANDARD      TRANSITION    │
│     ▼                                                               │
│  ───●──────────●──────────●──────────●──────────●──────────▶       │
│     │          │          │          │          │                  │
│     │  24/7    │  Extended │  Business │  Standard │  Steady       │
│     │  Support │  Hours    │  Hours    │  Support  │  State        │
│                                                                     │
└─────────────────────────────────────────────────────────────────────┘
2.2 Support Coverage by Phase
	Phase
	Duration
	Coverage
	Team Size

	Critical
	Week 1-2
	24/7
	Full team + on-call rotation

	Intensive
	Week 3-4
	6am-10pm
	Full team, reduced on-call

	Standard
	Week 5-6
	Business hours
	Core team + escalation

	Transition
	Week 7-8
	Business hours
	Reduced team, handover





3. Support Structure
3.1 Support Tiers
	Tier
	Scope
	Response
	Resolution

	L1
	How-to questions, access issues
	15 min
	1 hour

	L2
	Application issues, data questions
	30 min
	4 hours

	L3
	Complex technical, performance
	1 hour
	8 hours

	L4
	Platform, architecture issues
	1 hour
	24 hours



3.2 Escalation Matrix
	Severity
	Definition
	Initial Contact
	Escalation

	P1 - Critical
	Production down
	On-call lead
	PM + Exec in 30m

	P2 - High
	Major function impaired
	Team lead
	PM in 2 hours

	P3 - Medium
	Workaround available
	Support queue
	Lead in 4 hours

	P4 - Low
	Minor issue
	Support queue
	Normal process





4. Monitoring & Alerting
4.1 Key Metrics to Monitor
	Metric
	Threshold
	Alert
	Owner

	Pipeline success rate
	> 99%
	< 98%
	Tech Lead

	Job execution time
	Within 20% of baseline
	> 50% variance
	Tech Lead

	Data freshness
	Per SLA
	SLA breach
	Data Owner

	User logins
	Baseline + growth
	> 20% drop
	Change Lead

	Support ticket volume
	Decreasing trend
	> 20% increase
	Support Lead

	Error log volume
	Baseline
	> 3x baseline
	Tech Lead



5. Exit Criteria
5.1 Hypercare Exit Checklist
1. No P1/P2 incidents open for 5+ business days
1. Support ticket volume at or below baseline
1. All critical jobs running successfully for 2+ weeks
1. Operations team fully trained and confident
1. Documentation complete and handed over
1. Knowledge transfer sessions completed
1. Runbooks tested and validated
1. Client sign-off on stabilization
5.2 Handover Deliverables
	Deliverable
	Description

	Operations Runbook
	Day-to-day procedures, troubleshooting guides

	Architecture Documentation
	System design, data flows, integrations

	Monitoring Dashboards
	Configured and documented dashboards

	Incident Playbooks
	Response procedures for known scenarios

	Contact List
	Escalation contacts with availability

	Lessons Learned
	Issues encountered and resolutions
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