 Support Plan-Document 
1. Objective
This document provides a detailed training plan for freshers to become efficient support engineers for CT Bids and the online chatbot support tool. The goal is to enable them to handle real-time customer issues independently.
2. Training Duration
Total Duration: 4 Weeks (30 Days)
3. Training Approach
Phase 1: Product Understanding
Phase 2: Issue Handling
Phase 3: Chatbot Training
Phase 4: Independent Support & AWS Training 
4. Week 1 – Product Training (CT Bids)
Topics Covered
- CT Bids overview
- Auction lifecycle
- User roles (Admin, Seller, Buyer)
- Modules: Sale, Bidding, Payment
Activities
- Demo sessions
- Mock bidding
- Create users and sales
Expected Outcome
Trainers should explain complete bidding lifecycle and system flow.
5. Week 2 – Issue Handling & Environments
Topics Covered
- Environments: Alpha, UAT, Stage, Production
- Logs basics
- Common issues
Activities
- Reproduce issues
- Analyze logs
- Create tickets
Expected Outcome
Trainers can identify issue types and report clearly.
6. Week 3 – Chatbot & Live Support
Topics Covered
- Chatbot dashboard
- Chat handling
- SLA and response handling
Sample Chat Flow
1. Acknowledge
2. Ask details
3. Analyze
4. Respond
5. Close
Expected Outcome
Trainers can handle chats and answers respectively.
7. Week 4 – Advanced Support, AWS & Onsite Training

Trainers can independently handle tickets, chats, AWS monitoring activities, and onsite support coordination.
Activities
- Incident handling and reporting
- Production support activities
- Onsite client support process
- Log monitoring and troubleshooting

-AWS infrastructure and Instances handling.
8. Daily Schedule with Online Test

10:00 AM – 01:00 PM: Training Session
02:00 PM – 04:00 PM: Simulation & Live Scenarios
04:00 PM – 04:30 PM: Review & Feedback
04:30 PM – 05:00 PM: Daily Online Assessment Test
   
9. Incident Management Training

- Incident Classification (P1, P2, P3, P4)
- SLA and Response Time Management
- Ticket Logging (JIRA) and Documentation
- Production Support and Monitoring
- Customer Communication During Incidents
- Coordination with Development and QA Teams

Activities
- Mock Incident Handling Sessions
- Ticket Creation and Assignment Practice
- Production Issue Simulations
- Log Analysis and Troubleshooting
- Escalation Workflow Practice
Expected Outcome
Trainers can independently manage incidents, monitor SLA compliance, handle production issues, and provide effective support coordination.
