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CUSTOMER RELATIONSHIP MEMORANDUM OF UNDERSTANDING

The Customer Relationship Memorandum of Understanding (MOU) should be established with each customer shortly after a successful Milestone A Review.  In DFAS, customer organizations are distinguished from user organizations in that users operate a system (e.g., usually are DFAS employees in field locations) and customers are the ultimate beneficiary of the system’s operational capabilities.  Customers are frequently organizations within the military services or defense agencies.  Program Managers should work with the DFAS Client Executive (CE) and Client Services Executive (CSE) when defining the customer requirements and involvement in the program.
1.  Purpose.  Each Customer Memorandum of Understanding (CMOU) serves as a written agreement between DFAS management and a customer for whom this system will be the ultimate beneficiary.   The CMOU identifies and describes: the respective parties and their responsibilities, the program’s scope, the program’s major capabilities and needed schedule, the customer’s participation during acquisition, the process for system acceptance, the process for customer-requested changes, relevant points of contact, projected funding support, and  any open or potential issues.

2.  Program Description.  This section should concisely describe and bound the program’s functional scope (i.e., what it does), major system capabilities, and high-level operational architectural view of the customer’s interface within the automated information system (AIS).  

3.  Deployment Schedule.  This section should identify when specific system capabilities are needed and at what user locations.

4.  Customer Roles and Responsibilities.  This section should identify the participation that the customer will have during system acquisition.  Areas that should be considered include, but are not limited to, the below participation areas.

     4.1.  Executive Steering Group (ESG) Participation.   This section should describe the objectives of the program's ESG, when they are expected to meet, and the customer's participation in that group.

     4.2.  Requirements Definition and Prioritization.  This section should define how requirements will be solicited from the customer and the degree of participation expected.  For example, during pre-systems acquisition, there may be interview sessions, or once the program has been initiated (i.e., after Milestone A), there may be a Requirements Integrated Product Team (RIPT) in which the customer will participate.

     4.3.  Requirements Documents Review and Approval.  This section should define which documents the customer will review and provide approval concurrence.  Recommended examples include the Mission Need Statement, System Security Authorization Agreement, Operational Requirements Document, the System Requirements Specification, and the User's Manual.

     4.4.  Technical Reviews Participation.  This section should identify the technical reviews in which the customer will participate and describe the extent of the participation.  Candidate reviews include the System Requirements Review, Release Review, Implementation Readiness Review, and Post Implementation Review.

     4.5.  Configuration Control Board (CCB) Participation.  This section should describe the objectives and scope of the program's CCB (including what documents will be controlled by the CCB), when and why they are expected to meet, and a description of the customer's participation in that group.

4.6. Test Participation.  This section should identify the test events in which the customer will participate and describe the extent of the participation.  Examples of the type of customer support include test case preparation, monitoring of application testing, monitoring of enterprise testing, and participating in acceptance testing.  A convenient and concise way to present this is through a table as shown in the below example:
Test Event
Role
Participation

System Integration
None


Functional Validation
Support
· Support in test definition

· Support in test evaluation

Enterprise Integration
None


Enterprise Performance
Support
· Support in test definition

Enterprise Acceptance
Co-lead
· Lead in test definition

· Lead in defining acceptance criteria

· Monitor test results

· Support in test evaluation

· Support in test report preparation

Operational Test
Support
· Support in test definition

· Support in test evaluation

5.  Customer Acceptance.  This section should define the process and criteria that the customer will use to evaluate and accept the system.

6. Change Process.  This section should identify how the customer change requests should be made.  The process should be described in the context of "baselines," i.e., how customers request changes to each of the five defined DFAS system baselines (Program, Functional, Allocated, Product, and Operational).  DFAS baselines are defined as part of the DFAS system life cycle process.  Any requested changes should be presented to the CCB in terms of the customer’s priority for the need of the change (as defined in IEEE/EIA 12207, Annex J).
7.  Funding.  This section should address the customer’s funding support for the development, integration, and/or change requirements.
8.  Points of Contact.  This section should identify individuals (with phone numbers and e-mail addresses) at several organization levels in both the customer and DFAS organizations.

Level
DFAS
Customer

Working
Functional Analyst
John Q. Person

  Ph. xxx-yyy-zzzz

  e-mail: jperson@army.mil

Technical 
Technical Project Officer
Customer Technical Specialist

Managerial
Program Manager
Customer POC

Senior Managerial
Client Service Executive
Senior Customer POC

Senior Executive
Business/Product Line Executive
Senior Customer POC

9.  Major Issues.  Identify and concisely describe any open or potential issues that need to be raised and agreed upon.

 MEMORANDUM OF UNDERSTANDING

Coordination/Approval

Submitted by:

______________________________________                              ________________________

 Program Manager/Functional Project Officer


Date

______________________________________                              ________________________

 Customer Representative   





Date

Reviewed by (no signature required):

    Director for Information and Technology


Concurred by:
______________________________________                              ________________________

 Client Executive






Date

Approved by:

______________________________________                              ________________________

 Business Line Executive *





Date

______________________________________                              ________________________

 Customer Representative
Date

* or designated Deputy Business  Line Executive or Product Line Executive
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