
Project Background Document
1. Project Title
Sample Project Example: "Digital Transformation of Customer Support"

2. Project Overview
This project aims to modernize the current customer support systems by implementing a digital, automated
platform that enhances customer experience, reduces response times, and gathers actionable insights.

3. Background and Context
The existing customer support process is heavily reliant on manual processes and traditional communication
channels. This has led to inefficiencies, longer resolution times, and limited ability to scale as customer
demands increase. As the organization grows, improving digital infrastructure becomes critical.

4. Problem Statement
Manual support processes are causing significant delays and customer dissatisfaction. There is inadequate
tracking of issues and limited self-service resources, resulting in increased operational cost and a negative
impact on customer retention.

5. Objective
The objective of this project is to introduce a streamlined, digital support solution that increases efficiency and
customer satisfaction by automating workflows, improving tracking capabilities, and expanding self-service
options.

6. Stakeholders
Project Sponsor: John Doe, CTO
Project Manager: Jane Smith
Customer Support Team
IT Department
Customers/End Users

7. Scope (High-Level)
Development and deployment of a digital support platform
Migration of existing support data to the new system
User training and change management
Integration with existing communication tools (e.g., email, chat)

8. Constraints and Dependencies
Legacy system data compatibility
Availability of technical staff
Integration with third-party applications

9. Timeline (Summary)



Q1: Requirements gathering & design
Q2: Development & initial integration
Q3: Testing & data migration
Q4: Go-live & review

10. References
Customer Satisfaction Survey Results 2023
IT Infrastructure Report

Important Notes
Project background documents provide necessary context and justification for initiating a project.
Clearly define the problem and objectives to align stakeholder expectations.
Keep the document concise and relevant to support quick understanding.
Update this document as project understanding evolves.
Ensure all major stakeholders review and approve the background document.
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