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Chapter 1

Planning Your Migration

This chapter examines concepts, decisions, and procedures by walking you through the whole process of planning, deploying, and migrating to Microsoft Office 2000. This chapter presents the basic information you need to understand migration planning in context; the rest of the chapters in the book deal with specific aspects of major stages in the overall process.

This chapter follows the Microsoft Solutions Framework method, which allows you to work though all the major planning decisions, to take into account issues specific to your environment, and to ask questions that help you create more specific estimates for timing, budget, and effort.

An online version of this chapter (the Enterprise Planning Workbook) is on the CD in the back of this book. It is provided in that format so that you can copy it out to a soft copy, then replace the questions in the text with your answers—thus creating a plan simply by working through the sample. The CD version also includes Appendices A through E (mentioned in the text), which you can use to tabulate system information required for a complete migration plan.
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What You’ll Find in This Chapter

· What to include in your executive summary and when you should plan to write it
· How to determine the scope of your project—including the criteria you must determine and a budget worksheet for you to use

· How to define your current environment and how to plan your environment after deployment—including a table of hardware requirements for Office 2000 to reference while planning

· How to put together your migration plan and your development deployment plan—including tables that help you determine your needs, design useful plans, and track your progress

· How to use Proof of Concept and Pilot groups to resolve issues before beginning your actual deployment

· How to assess the risks of deploying Office 2000 for your company using the risk assessment checklist included in this chapter

· How to perform the implementation—including issues to be aware of and precautions to take, and information on how to conduct a useful review of the process
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The procedures and tools described here can help you understand decisions, plan for contingencies, and estimate effort. The focus is on organizations deploying to more than 1,000 desktops. Read this chapter to build an understanding of migration planning; to build a well-documented plan that can simplify and optimize an Office 2000 deployment, and to complete the workbook version of this chapter on the CD-ROM. In addition, there is a Microsoft Project Deployment Planning Template on the CD-ROM (shown in Figure 1.1). Use it to help you estimate the time needed for each step of the deployment process and to set up a schedule for your deployment.
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Figure 1.1 Microsoft Office 2000 Deployment Planning Template.

For detailed technical information on Office 2000 deployment and migration, see the Microsoft Office 2000 Resource Kit.
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Note All documents referenced in this chapter are at http://www.microsoft.com
/office/enterprise.
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Basic Information

The scope of your deployment may require adding or skipping sections, but you should at least consider all the sections listed below. Each is discussed in more detail in subsequent sections of this chapter, each represents a deployment preparation milestone, and each should be documented adequately:

· Executive Summary. An overview of the business case for migrating to Office 2000, the goals of the plan, and how the plan will be executed. Although this is presented first, it is best to write it after you have completed most of the plan and can summarize it meaningfully.

· Scope. The overall scope, which clearly defines what the migration to Office 2000 will include. Begin with the business case for making the change, even though the decision has already been reached to deploy. This is because the business case for deployment affects the scope. Scope out the timing, budget, methods for engendering user cooperation, projected service level, and acceptable results.

· Current versus Planned Environment. An analysis and inventory of the current environment as well as the planned environment, including hardware, software, and network infrastructure.

· Migration Plan. A detailed plan for migrating from the current environment to the planned environment. Include files, templates, macros, training, and support. If various versions of Office or its applications will have to exist on the system for some period of time, address the coexistence plan here.

· Office 2000 Deployment Development Plan. A detailed plan for configuring and distributing Office 2000, including testing.
· Proof of Concept. A test plan for all physical aspects of the migration and deployment—integration, coexistence, and deployment in an environment that closely replicates the planned environment.
· Pilot. A detailed outline for deployment to a representative pilot group of users.
· Risk Assessment. A discussion of the implementation’s risks and how can they be mitigated. Base this on the results of the Proof of Concept, the Pilot, and other planning factors such as the budget.
· Implementation Plan. A detailed rollout schedule and logistics plan for actual deployment.

· Post Implementation Review. A complete review, including any necessary changes discovered during implementation, lessons learned (for the next deployment), and considerations for application development and Office 2000 use.
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Each section begins with a graphic that shows your progress in the plan.
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Figure 1.2 An example of the graphic that charts your progress.

Executive Summary
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The executive summary quickly informs readers and decision-makers of the plan’s pertinent points. Include the business case for deploying Office 2000 as well as highlights of the technical plan for implementation. Although this will be the first section in the plan, write it last—after you have specified and organized the plan’s structure and particulars. Summarize these sections:

· Scope

· Current vs. Planned Environment

· Migration Plan

· Office 2000 Configuration

· Proof of Concept

· Pilot

· Risk Assessment

· Implementation

· Post Implementation Review

Scope
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What the project will include is defined by need and limited by time, money, personnel, and so on. It is sometimes equally important to have a clear idea of what the project will not include. This can help focus and clarify everything from timelines to test procedures.

BEGIN   BREAK




END   BREAK

If the deployment will be handled by a project team made up entirely of people from your organization, you may be able to skip sections such as the business model, because everyone on the project team knows that information. If you will use external resources such as contractors or consultants, the information will help them understand your project and environment.

Here is an example of a scope statement with a practical level of specificity:

“Deploy Office 2000 Premium Edition, with all applications and features, to the local computers of all users. Implement custom settings to support coexistence and year 2000 policies and deploy custom Help explaining these policies. Distribute software with Microsoft Systems Management Server, which is already in place. The support and training organizations will increase staff to train all users immediately before deployment and support them fully afterwards. A process will be put in place to identify files, macros, templates, and custom solutions that need migrating, and another process will be put in place to migrate or reengineer them.”

Vision

Throughout planning and deployment you make decisions based on your organization’s vision for the migration, and this is based on factors relating to how your organization works and manages change. For instance, does it let users handle their own desktop computing needs or does it make decisions, control software distribution, and support user desktops? This drives the division of labor and defines who will be responsible for various tasks.

A clear vision for the deployment makes it easier to decide issues and to include everyone in your plan. Get all project stakeholders to agree to this vision and approve it before you move forward. Stakeholders are not just management: they are also users, designers, support, and so on.

Here is an example of a vision statement:

“Deploy Office 2000 to all local users by December 1999 and all international users by February 2000. Deployment will not interrupt user activity. Information technology (IT) staff will manage all upgrades either overnight or on weekends, rolling out the software to one business unit at a time. Users will receive training just before receiving software. Software deployment will minimize support calls, but the helpdesk personnel will be trained on major issues in advance and will be staffed to meet increased call volumes. The upgrade will benefit users by increasing file-sharing compatibility with others and new Web-based Office 2000 solutions for line-of-business needs. It will benefit IT through software that costs less to implement and to support.”

Business Model

Clear documentation of your business model helps third-party personnel understand the decision-making dynamic. Describe the organization’s

· Core competencies

· Strengths and weaknesses

· Primary competition

· Primary use of IT in daily business

· Business drivers for deployment

Business drivers are the pathways and mechanisms through which things are accomplished. For example, is the deployment driven centrally or on demand by departments or sites? For each business driver, identify who is concerned primarily with that driver (for example, IT or a specific department). Among other things, this information makes it easier to calculate budget requests and easier to get buy-in from managers and department heads who understand the deployment’s business value.

IT Business Model

All resources that work on this project need to understand the underlying business model. Describe:

· Centralized versus decentralized, and pertinent relationships

· IT’s relationship to business units

· Funding

· Level of support provided to business units

· Use of third-party resources to provide services

If you use only internal staff resources you can skip this section.

IT Organizational Profile

Describe all IT groups that will be involved with or affected by the deployment. People need to know who to go to for help with issues and decisions at any stage of the planning, testing, and implementation.

Budget

Following is an Excel spreadsheet to use as a starting point for your budget. (In the version of this chapter on the CD, you can double-click on the spreadsheet to launch Excel inside of the Word document, then add or delete items, create formulas to finish the budget, and update it any time your numbers change.)

	

	
Budget Item
	
Projected Budget
	Actual 
Amount Spent

	

	Hardware
	
	

	New client computers
	
	

	Client hardware upgrades
	
	

	New server computers
	
	

	Server hardware upgrades
	
	

	Software
	
	

	Office 2000 licenses
	
	

	Distribution software licenses
	
	

	Virus scan software upgrade
	
	

	Support
	
	

	Training
	
	

	Overstaffing for rollout
	
	

	Migrating files, 
macros, templates
	
	

	Needs assessment
	
	

	Testing
	
	

	Remediation
	
	

	Test lab
	
	

	Hardware
	
	

	Software
	
	

	Personnel
	
	

	Training
	
	

	Helpdesk training
	
	

	Helpdesk materials (CBT, etc.)
	
	

	User training
	
	

	User materials (CBT, etc.)
	
	

	Implementation
	
	

	Personnel
	
	

	Materials
	
	

	TOTAL
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Timing

What is the desired timing for this project, including major milestones for kick-off, planning, pilot, and the start and finish dates for implementation? The plan you create with Microsoft Project includes detailed milestone and timing information, so in this document you need only a high-level summary. Documenting project timing also helps you identify constraints, which can affect other variables such as budget and training.

Support Commitment

What level of support can business units and users expect during and after implementation? Answer this question with a vision statement, such as “We will commit the resources necessary so that users will not experience any downtime.” You need to define the vision so that you can create a plan that achieves it.

Current vs. Planned Environment
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You need to document and understand the current and planned environments so that you can create a migration plan based on them. This section helps you define some of this information, but you should use the tables in Appendix A (on the CD) to document configuration information for each rollout unit (business unit, department, workgroup). If you have an existing hardware or software inventory system such as Systems Management Server, use the tables in this section as a guideline for the type of information you will need from that system. You can provide the information developed in this section as an addendum to the finished document.

Questions in this section with the  bullet are pertinent to documenting the current environment. If you are changing other desktop aspects not covered in this section (operating system, messaging, software distribution, and so on), make sure you document them.
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Desktop Architecture

Hardware



Does the current hardware support the Office 2000 system requirements (shown below)?

If not, list hardware that will be upgraded (and describe how) and which users (if any) will have to wait for hardware before migration.

	

	

	Item
	Office 2000 Requirement

	

	Chip
	Pentium 75 (166 for PhotoDraw business graphics software).

	RAM 
	For the Windows 95/98 operating systems: 16 MB for the operating system, 4 MB for each open Office application (8 MB for the Outlook messaging and collaboration client, Access, or the FrontPage Web site creation and management program; 16 MB for PhotoDraw).

For Windows NT Workstation operating system: 32 MB for the operating system, 4 MB for each Office application (8 MB for Outlook, Access, or FrontPage; 16 MB for PhotoDraw).

	Hard Disk
	Office Standard:
189 MB (W,E,P,O)

Office Professional:
217 MB Disk 1 (W,E,P,O,A)






174 MB Disk 2 (Pub, SB)

Office Premium:
252 MB Disk 1 (W,E,P,O,A,F)






174 MB Disk 2 (Pub, SB)






100 MB Disk 3 (PhotoDraw)

Office Developer:
Add 130 MB To Premium

Figures are based on installing a typical configuration to the local computer. Running the software from the source saves substantial space on the local computer.

W=Word, E=Excel, P=PowerPoint, O=Outlook, A=Access, Pub=Publisher, SB=Small Business Tools, F=FrontPage

	CD-ROM
	Yes, for non-network installations.

	Network Card
	Yes, for network installations.
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Software



Does the current operating system support Office 2000, including the service pack version for Windows NT Workstation? If not, describe how the operating system will be upgraded, as well as anything else an operating system upgrade will affect, especially hardware and other software on the computer.


Note Office 2000 runs on Windows 95/98, Windows 2000, and Windows NT Workstation 4.0 with SP3 or later. Some Office 2000 server components, such as the Office Server Extensions, require SP4 or later.



Does the existing software work with Office 2000, particularly third-party Office-integrated software? If not, how critical is that software? If it must be used, how will this affect the plan? Are there compatible substitutes for non-compatible third-party software?



What is the current default Internet browser? Office 2000 includes Internet Explorer 5; if you want to make it the default system browser you can deploy it with Office.

Operating System



Do any users run 16-bit Windows or Windows NT Workstation 3.5? They will need an operating system update or Windows Terminal Server to run Office 2000.



Have Windows NT 4.0–based workstations been updated to include at least Service Pack 3? If not, you will have to update them.

Profiles



Does the current environment use system policies? If yes, see Chapter 5, “User Settings,” or the Microsoft Office 2000 Resource Kit for information on the updated System Policy Editor and the system policy templates available for Office 2000.



Do you need to implement and enforce user settings such as the default file format for saving documents? If yes, consider using system policies.



Have you implemented profiles so that roaming users can call their system settings up on any computer? If yes, you can plan to install Office 2000 to support this.

Networking Configuration

Document the network elements pertinent to running or deploying Office 2000 and Office-based solutions. Describe concerns such as overloaded servers or links that may be too slow to support deployment adequately, but don’t document the entire network topology in detail.



Will the existing network configuration support deploying Office 2000 through the network? If not, decide on adding servers or bandwidth, deploying during off-peak hours, or using CDs for mobile users or those connected over slow links.



Will the existing network configuration support running Office 2000 from the network? If not, you can create an installation that does not give users the choice of running Office 2000 from the network.



What impact could the Installed on First Use setting have on your network? This feature allows you to provide user-desktop shortcuts to applications and features, but delays downloading the software until the shortcut is selected. This saves deployment time and bandwidth, but can present other issues. See Chapter 10, “Network Considerations for Deployment,” for more information.



Can current network servers store content that is not deployed to the desktop, such as PhotoDraw samples and graphics? If not, how will users access that content?



Are users connecting to databases or network locations that need to be restored after deployment? If they are, make sure that all connections work after the upgrade. This is important for deployments that involve new hardware or operating system settings.

For more information, see Chapter 10, “Network Bandwidth Considerations.”

Migration Plan
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This is the roadmap from current to planned environment. It describes what you will do to get there and how you will do it. Update the plan throughout the migration so everyone is confident that it is accurate.

Resources

Project Team/Roles

Each project area requires key administrators who are responsible for activities related to each stage. The list below is based on the roles in large organizations. Your list may be significantly shorter(use whatever works for your environment.
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Role
	
Responsibility
	Names and Company Titles

	

	Business Manager
	Owns the project from the line-of-business perspective. Is responsible for budget, communication between project management and users, and decision making.
	

	Product Manager
	Drives the project and sets the priorities. Ensures that users’ needs are met, establishes departmental profiles, and so on. Responsible for marketing and customer relations.
	

	Lead Program Manager
	Manages the project, sets milestones, monitors overall project status and issues. Owns the overall plan and the project plan. Monitors the financial aspects (if applicable). Responsible for operations development.
	

	These program managers report to the Lead Program Manager:

	Database Server Administrator
	Responsible for administering database servers such as SQL Server, Sybase, Oracle, DB2, and so on. Owns the database connectivity sections of the plan.
	

	Distribution Administrator
	Responsible for application deployment and licensing, particularly those responsible for push-installation modes such as Systems Management Server or IBM Tivoli. Owns all distribution methodology sections of the plan.
	

	Desktop Administrator
	Responsible for workstation operating systems, software, and hardware. Owns the desktop components, including the current and planned environment, and the migration and configuration plans.
	

	Developers / Consultants
	Involved in developing company-specific desktop applications (custom applications).
	

	End User Technical Support Team
	Helpdesk personnel. Provide technical support for Office 2000 users. Maintain, operate, and repair Office 2000 configurations. Own all plan support aspects.
	


(continued)

	

	
Role
	
Responsibility
	Names and Company Titles

	

	Intranet/
Internet Administrator
	Responsible for the structural design and maintenance of intranet/Internet servers and services, as well as Web document standards. Owns the plan’s browser and Office Server Extensions (OSE) sections.
	

	Messaging Administrator
	Responsible for server-side messaging administration. Owns the plan’s messaging sections.
	

	Network Administrator
	Responsible for configuring and maintaining the network, ranging from network servers, protocols, and hardware (including printers) to domain administration of workstations and users. Owns all the plan’s network-related components, including current and future configuration information and plans.
	

	Office Administrator
	Determines technical configuration of all Office 2000 components (if applicable). 
	

	Technical Consulting 
	Provides consulting services and problem resolution. 
	

	Testing / Quality Assurance Team
	Ensures Office 2000 conformance to functional requirements and corporate standards. Tests all betas, custom applications, and migration/coexistence issues. Owns the test plan.
	

	User Education
	Develops training materials and documentation for users and technical support personnel, including helpdesk and user education. Owns the plan’s training sections.
	

	Logistics Management
	Deals with worldwide logistics. Owns the logistics plan and rollout strategy. 
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Additional Personnel

List any other personnel needed to deploy Office 2000. For example:

	

	Name and Title
	
Responsibility
	Employee/Consultant/Contractor
	
Duration

	

	Installer 
	Installs the new configuration on all end-user computers.
	Contractor
	June–August


Equipment

In this section, detail additional equipment (and quantities) needed to migrate. Include:

· Test lab equipment

· Equipment for project personnel

· New computers for end users

· New network-related equipment

· Upgrade components for existing equipment

Needs Assessment

What is the plan for determining what each department needs to get from the current configuration to the desired environment? Of special interest are:

· Timing

· Hardware

· Operating system

· Third-party software integration

· File conversion

· Template and macro conversion

· Custom-solution conversion

· Specific feature requirements

· User settings/roaming users

· Browser considerations

· Messaging platform considerations

· Distribution infrastructure

· File sharing coexistence issues

· Development platform considerations

To assess needs, choose a method that is practical as well as accurate. Make sure any hardware/software inventory system databases are up-to-date before you run reports. Work with one contact from each business unit who supplies information in a one-on-one interview or in weekly meetings. Interviews also allow you to explain terminology and business needs to respondents, and to get the business units to accept responsibility for information gathering and quality. You can send out surveys through the mail or post them on an intranet site, but these methods incur costs and often fail to get accurate or complete information.

File Conversion

Detail plans to migrate or convert data files. Include the methods, logistics, and escalation paths.

File conversion methods depend on current software. If you are migrating from a previous version of Office, you shouldn’t have to convert data files (except for Access databases) until they are used, particularly if you are moving from Office 95/97. Users can simply open documents, spreadsheets, and presentations in Office 2000 as needed, then can save these files in new-version formats or continue using the original format—which may be necessary to coexist with users who do not have Office 2000 or Office 97.

Access is an exception. Users who open previous-version Access databases in Access 2000 can manipulate data and use the application, but they cannot make any changes to tables, queries, reports, forms, macros, or modules. To make those types of changes, the database must be converted to Access 2000 format. This leaves a copy of the database in the old format. Make sure all databases are thoroughly tested before discontinuing use of the old format. For more information on Access format issues, see Chapter 3, “Coexisting with Previous Versions of Office.”

Migrating from non-Microsoft desktop software requires more planning. Some issues are simplified by usage patterns. Most word processing files, for example, are created, used once, and never used again; users tend to have a few spreadsheets that they use frequently for a while, then stop using. So your file conversion plan should try to isolate and convert only necessary files.

The plan should also take into account file complexity and how many people use it. For instance, you can continue using complex files with specific printing requirements in their original-format versions, but reengineering them (if necessary for conversions) may provide better results for less work in the long term. The plan must balance costs with user inconvenience. File conversion may seem to be a relatively unimportant deployment issue, but it has high visibility and can complicate or halt deployment if not handled properly.
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For more information, see Chapter 2, “Migrating Files, Templates, and Custom Solutions.” See also Converting Files Between Different Versions of Office Software: A File Format Matrix White Paper, “Upgrading to Office 2000” in the Microsoft Office 2000 Resource Kit, and “Switching from Other Applications” in the Microsoft Office 97 Resource Kit.

Macros, Templates, and Custom Solutions Conversion

Detail the plan to migrate, retire, or update existing macros and templates. Include testing, methods, logistics, and escalation paths.

Template and macro conversion methods also depend on the existing version of Office. If you are moving from Office 4.x, you should test all macros and templates; test any that make 16-bit DLL or API calls and migrate them to 32-bit DLL or API calls. To accommodate the Word 2000 change from WordBasic to Visual Basic for Applications (VBA) there is a compatibility layer, but there may be some issues. Simple macros such as those that are recorded should encounter few problems, but you may have to work on more complex templates or macros to achieve proper operation in Office 2000. Creating new templates may be easier than revamping existing ones. New Word features may supersede some macros, but conversion is worthwhile for those you want to retain: VBA is more efficient than WordBasic for some operations and VBA programmers far outnumber WordBasic programmers, so converted items will be easier to maintain over the long run.

Migrating from a 32-bit version of Office should not present any 16-bit issues. Office 95 may require dealing with WordBasic to VBA problems and some related to object model changes in the other applications. Office 97 should present very few issues, but you should test mission- or business-critical applications.

The file format for Access has changed in each version, so you must test all converted databases thoroughly before retiring previous versions.

While you look for custom solutions to test and redevelop, assess them carefully to determine whether they should be retained. You might as well discard custom solutions that enforce obsolete business rules, that provide functionality now inherent in Office 2000, or that were cobbled together and should be redeveloped correctly. Make sure that solutions are indeed mission-critical, then test them.

To create a usable inventory, list all line-of-business solutions, identify which software they use or depend on (Word, Visual Basic for Applications, ODBC, Internet Explorer, and so on), then list them in order of importance. Use the categories listed on the next page.
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Mission Critical. Failure of these applications would significantly decrease revenue, increase expense, and cause customer or partner dissatisfaction. The organization can tolerate little or no risk of failure.

Business Critical. Failure of these applications would create significant but bearable cost and impact. The organization can tolerate low risk of failure.

Required. Failure of these applications can slightly reduce revenue, increase expenses, and cause customer or partner dissatisfaction.

Other. Failure of these applications should have negligible impact.

Macros and templates based on non-Microsoft software will need to be reengineered in Microsoft Office. Retire any items that are no longer used. Before redeveloping candidates in Office, make sure they are not simply mimicking old software. Use Office features to increase productivity and generate user enthusiasm.

For more information, see Chapter 2, “Migrating Files, Templates, and Custom Solutions,” and the Office Developer Web site at http://www.microsoft.com
/officedev.

Coexistence Plan

If you are not upgrading all users who share files to Office 2000, you need a plan that allows users of different versions to work together during implementation. Except for Access, Office 2000 files have the same format as Office 97, so a coexistence plan for these two versions needs to address only Access and file sharing with users outside the organization.

If your environment includes earlier versions of Office, you will have more issues and more options for dealing with them: 32-bit Windows viewers (for Word, Excel, and PowerPoint), 16-bit Windows viewers (for Word and PowerPoint), and installable converters (for earlier versions of Word and PowerPoint). Viewers allow previous-version users to open Office 2000 files without requiring any Office software. Converters allow users of previous versions to open Office 2000 files in their version of Office. All viewers and converters are included in a package in the Microsoft Office 2000 Resource Kit.

All Office 2000 applications can save files in earlier formats, and some even have a dual option that stores the Office 2000 format and the previous version format in one file that both versions can open without converters.
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Detail how coexistence issues should be handled, including whether converters or viewers will be deployed, whether a default file format will be imposed, and how these things will be accomplished. To create the plan you need to understand how users share files and with whom. During the needs assessment for each rollout unit, make sure you understand interoperability:

· Within each organizational unit

· Between organizational units

· With partners such as customers, vendors, and regulatory agencies

You should also assess:

· How long users will coexist

· The Office versions involved

· If your organization uses system policies to enforce and change user settings

· If converters or viewers that allow users to open or view Office 97 files have already been deployed to previous-version users

· If non-Office 2000 users need to edit files, or simply view and print them

Some file types, such as Word documents, are shared across more organization borders than others and may require different treatment. Users generally share files mostly within their workgroup, although volumes and extents can differ depending on job role, application, and workgroup. If migrating an entire workgroup or business unit will take too much time or effort now, consider implementing a coexistence strategy that allows users to save files in earlier formats or provides converters to previous-version users.

Figure 1.3 shows a sample decision tree for forming a coexistence plan.

For more information, see Chapter 3, “Coexisting with Previous Versions of Office.” You can also consult the File Sharing in a Heterogeneous Office Environment white paper, and “Upgrading to Office 2000” in the Microsoft Office 2000 Resource Kit.
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Figure 1.3 Sample decision tree.

Support Plan



What is the model for support, including user and developer support? Include steady-state support policies and levels, escalation paths, third-party involvement, and how to reduce the need for helpdesk support.



Can current staffing level handle the desktop migration? If not, consider augmenting staff by, for example, reassigning current staff to higher profile assignments such as floor support and using contractors for call handling.



Do you have any statistical information from past migrations that you can use to project needs, not only in terms of volume, but also in terms of what users will have problems with?



Can you avoid user problems by changing the custom configuration? You can install some components to the local computer (rather than on first use) so line-of-business solutions work properly, can customize Help to deal with foreseeable problems, and so on.



Do current personnel have the necessary skills and knowledge? If not, develop training for them, or hire contract personnel.

Create a specific plan for the helpdesk. Include staffing, training, hiring contractors, steps for dealing with known issues; and consider the use of Office 2000 customizable Help and alerts, escalation paths, and end-user self-help such as intranet content, cheat sheets, and the Office Assistant. Some organizations use helpdesk personnel to help deploy the software because they understand user needs. During the deployment they provide good field input on issues; afterwards they can use what they learned about the configuration to broaden their support skills.

Users often rate a migration a success or failure based on support level and quality. Even though most realize that problems are to be expected they tend to be intolerant of an unprepared or poorly staffed helpdesk. It is better to overstaff than to be caught shorthanded. You can cut back or reassign staff later.

For more information on adequately planning for and preparing the support environment, see The Sourcebook for the Helpdesk by Microsoft Press.
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	From the Trenches: 
Designing a Support Plan for an Upgrade on a Deadline

Experience has shown that a good support plan is key to a successful deployment. The following real-life example describes one enterprise’s aggressive support plan—designed to minimize deployment issues and to help users become productive in the Office 2000 environment as soon as possible.

The customer, a financial institution, is planning a fast-paced upgrade to Office 2000 Professional from Office 95. The customer aims to complete the upgrade of all desktops prior to a scheduled freeze of desktops later this summer due to Year 2000 issues. The Internal Technology group, which is the customer’s internal technical support department, will handle all aspects of deployment. One of the main issues for the Internal Technology group is coexistence, as the rest of the financial institution will still be using Office 97.
The Internal Technology group will be both deploying and supporting Office 2000. End User Support Services (EUSS) handles first-level support calls in the call center. In addition, there are support managers that are responsible for the individual departments. These managers are very familiar with the user needs in their departments and are responsible for determining and creating the custom installation for that department (the involvement of the support managers will also make it easier for them to support installation issues after deployment).

The steady-state goal is that EUSS calls will be answered by the call center and resolved within 10 minutes or escalated to a level-two technician. The level-two technicians work for the support managers in the department and are familiar with those users. The goal for level-two technicians is to resolve an issue within 20 minutes.

Support technicians will learn about Office 2000 by attending a few informational sessions and by using the software themselves well in advance of end users. Technicians will support the pilots as well.

On the Friday before the first deployment, the technicians assisting in the rollout will attend a meeting where they watch the supervisor step through the entire installation process.

On the first business day after deployment, the helpdesk will be overstaffed so that technicians are available on the floors, making sure users are comfortable and not experiencing problems. By developing a solid plan for support before the actual deployment starts, this customer is working to minimize the impact of user issues and provide a successful implementation.

********************DO   NOT   REMOVE   THIS   PARAGRAPH—IT    IS    REQUIRED   FOR    PROPER    SIDEBAR    SCREEN    SPACING********************


Training Plan

Document training policies and methods for users and support personnel. Assess the various methods and pick those that best fit your needs: instructor-led training, brown-bag sessions, computer-based training (CBT), intranet sites, and books. Microsoft Press offers books for all types of users and a CBT series.

The plan should address different user products (that they are migrating from), roles, and abilities. Detail training schedule and duration, and all resources. If you need third-party resources, evaluate vendors, then contact candidates as early as possible so they will be ready when you need them.

Train helpdesk personnel on the use of the new products, migration tools and strategies, how you are planning to deploy the software, their role in supporting that deployment, and coexistence strategies.

Here is a sample table for categorizing users:
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Figure 1.4 Table format for categorizing users.

Communication Plan

This plan is very important. It needs to address communication within the project staff and communication between project personnel and users. It should help maintain visibility, inform, create enthusiasm, foster cooperation, and communicate status and news about the project.

To prepare the plan, answer these questions:



How do the various IT groups communicate regarding a planned deployment?



Have there been previous deployments? How were user communications handled?



Which previous strategies have effectively educated and informed users, while encouraging them to accept the change?



Which previous strategies were unsuccessful and should be avoided?



What materials were used?
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Consider creating a team Web with Office Server Extensions (OSE) where all team members can comment on the plan, their progress, and any issues. It’s a useful way to learn how to use OSE. For more information, see Chapter 13, “Deploying and Managing Office Server Extensions.”

	

	Subject to Communicate
	Medium
	Audience
	Schedule

	

	General News
	
	
	

	Project Status
	
	
	

	Migration Schedule
	
	
	

	Service Level Agreement
	
	
	


Test Plan

Include information here about how you plan to test your new desktop configurations, Office-based line-of-business solutions, and distribution scenarios. Pertinent information would include any test lab resources or third parties that will assist in testing.



Are there sufficient lab resources(hardware, software, connectivity, and personnel(to fully test this deployment? If not, how can you obtain these resources?



Will you be using any special tools in your testing effort? Have all personnel been trained in the use of these tools?



What are the criteria to determine whether an application gets tested?



What are the criteria to determine whether a test suite passes or not?



Who has ownership for the different components of the test plan?

Your test plan should include testing of at least the following:

· All possible desktop deployment scenarios

· Server test scenarios

· Migration of files, templates, macros, and custom solutions

· Third-party interoperability

· File coexistence scenarios

· Implementation of new features

· Restoring the desktop to its previous condition

Describe the test environment that will be in place to support the planning for Office 2000 implementation, including personnel, hours of operation, and third-party involvement.
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	Component
	Configuration (Hardware & Software)

	

	Client Computers
	

	
	

	Server Computer(s)
	

	
	


	

	Personnel
	

	

	Internal
	Role

	
	

	
	

	External
	Role

	
	


Office 2000 Deployment Development Plan
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Using this section as a guide, document each rollout unit’s configuration in the build worksheets in Appendix B (on the CD), creating a new set of worksheets for each rollout unit.

Hardware

Specify how existing users will get from their current configuration to the proposed configuration. Detail whether computers are being replaced or receiving component upgrades, and the exact method of doing that, including procurement and logistics. Include a hardware upgrade for each of these components.

· Desktop hardware

· Distribution servers

· Office Server Extensions servers

Operating System

Detail any changes that need to be implemented to move the users from their current operating system environment to the proposed one.

User Settings

In this section, document plans to implement pre-defined user settings including the method you will use.

Use the tables in Appendix B (on the CD) to document each setting. For more information about user settings, please see Chapter 5, “User Settings.”

Microsoft Office 2000 Configuration

Office 2000 Feature Implementation

Prior to creating a custom configuration of Office 2000, your organization should understand the capabilities of Office 2000 to have a more efficient deployment that takes advantage of everything Office 2000 has to offer. Many of these decisions are not required in order to deploy Office 2000 but can help you decrease the number of times you touch the desktop, lowering your costs and the inconvenience to your end users. This section covers the main features for which you may want to plan, pointers to white papers or other additional information about these features, and decisions you may want to make prior to deploying Office 2000. Document your decisions in Appendix B (on the CD). You might, however, replace the existing text in these sections with a high-level discussion of your plans.

Specific Applications and Features

Different user communities often have different needs. Office 2000 contains different sets of applications in editions ranging from Office Standard to Office Premium. For example, users who are making quick financial decisions in Excel will not want to wait to install a feature the first time it’s used—rather, they will expect immediate access to all functionality. On the other hand, some users may not know whether they need the Excel Analysis ToolPak and may want to delay loading it to conserve hard disk space.

Decisions

· Which edition(s) of Office will you deploy?

· How many editions of Office do you want to deploy?

· What is the base configuration for all users?

· What is the process for determining variations from the base configuration?

For more information on all of the features in Office 2000, see the Office 2000 Product Enhancement Guide. For more information on customizing the installation of Office 2000 features, see Chapter 4, “Customizing an Office 2000 Installation,” and “Customizing Your Office 2000 Installation” in the Microsoft Office 2000 Resource Kit.

Deployment Features

Before you deploy Office 2000, you need to understand its new deployment features. Setup has been reengineered using the Windows Installer. You can now run the software from the local computer, from the source, or in a combined approach. Also included are the ability to install features the first time they are used, self-repairing applications that can fix missing files, and wizards for customizing and automating deployment.

Decisions

· Which feature set will you provide to users?

· Will you use the Install on First Use feature for some applications or features? This requires updating to the Windows Desktop Update for application-level Install on First Use before you deploy, or by using the Windows Installer Shortcuts transforms. For more information, see Chapter 4, “Customizing an Office 2000 Installation.”

· Will some applications or features be unavailable to users?

Note The needs assessment for each rollout unit will help you resolve these three items.

Will the software run from the local computer, the source, or both? Each approach has pros and cons. Running software from the local computer requires more hard disk space and takes a little longer to install; running it from the server requires more network resources and a stable networking environment.

· Will you implement the Windows Desktop Update so that the self-repairing feature works for the Office 2000 application executables? This improves reliability and reduces the helpdesk burden, but it requires more planning up front.

· Which customizations to user settings will you deploy? If you plan these in advance you can deploy them with Office 2000.

For more information on the Windows Desktop Update, see the section below or Chapter 4, “Customizing an Office 2000 Installation.”

To learn more about deployment features, see the Office Deployment and Maintenance white paper or “Installing Office 2000 in Your Organization” in the Microsoft Office 2000 Resource Kit.
Windows Desktop Update

Active Desktop (a feature of Microsoft Internet Explorer since version 4.01) has a two-layer interface:

· A transparent icon layer that displays the users’ existing desktop shortcuts

· A background HTML layer that hosts any HTML-based items, including ActiveX controls and scripts

The HTML layer offers a customizable space for creating dynamic links to Web content, so you can use Active Desktop as a home base for launching programs, switching between files, and staying informed about what’s happening on the Internet or an intranet.

The new shortcuts work with the Windows Installer by using a GUID for each application rather than a hard‑coded path to the executable. The Windows Installer intercepts the GUID, checks the installation state, and then takes the appropriate action: start up the application, install it, or repair it.

Decisions

· Do you want to be able to take advantage of Install on First Use for applications?

· Do you want to be able to support the self-repairing applications feature to automatically repair a critical executable or dynamic-link library (DLL)?

· Do you have roaming users who may access computers that do not have Office 2000 on them?

If the answer to any of these is yes, you should deploy the Windows Desktop Update to users before Office 2000. Windows 98 and Windows 2000 already have it. For Windows NT Workstation 4.0 and Windows 95 user, install it with Internet Explorer 4.01 SP1 or later. With Internet Explorer 4.01 SP1, install the Active Desktop, which enables the shortcuts that the Office 2000 Windows Installer uses to install entire applications on demand, to repair applications that are missing critical files, and to provide Office 2000 to roaming users who access computers that don’t have Office 2000 as well as their custom settings. For Internet Explorer 5, choose to install the Windows Desktop Update. The Windows Installer needs the new shortcuts but doesn’t require the Active Desktop to be enabled. You can disable the Active Desktop by right-clicking on the desktop and turning it off, or, an administrator can customize Internet Explorer 5 with the Internet Explorer Administration Kit (IEAK) and disable the Active Desktop.

For more information, see Chapter 4, “Customizing an Office 2000 Installation,” and the Office 2000 Deployment and Maintenance white paper.

Internet Explorer 5

Internet Explorer 5 is provided with Office 2000 and is integrated with its Web-based functionality to provide a development and solutions environment that simplifies Web publishing. If you are currently using an earlier version of Internet Explorer, consider upgrading. If you are installing Internet Explorer for the first time, test it fully before deploying it. Create policies and standard methods of deploying and implementing Internet Explorer 5, just as you do for Office. Use the Internet Explorer Administration Kit (IEAK) to control installation and user settings. The IEAK is integrated into the Custom Installation Wizard, the main tool for customizing Office 2000 setup. If you’ve already created a custom installation for Internet Explorer 5, you can use it. Internet Explorer 5 also includes the Windows Desktop Update.

Decisions

· Do users need to publish Web content?

· Do users need to access or work with Web content even when offline?

· Are you deploying Office Server Extensions and taking advantage of the Web Discussions feature?

· Are you deploying the Windows Desktop Update to take advantage of application-level Installed on First Use or self-repairing applications?

If the answer to any of these is yes, use Internet Explorer 5 for the highest functionality and the most efficient deployment.

· Are you deploying Internet Explorer 5 with Office 2000 or separately?

· Will it be the standard browser, or supplemental?

For more information see Chapter 4, “Customizing an Office 2000 Installation,” and the Microsoft Internet Explorer Corporate Deployment Guide.
International Use

Office 2000 has been engineered for simplified multinational deployment. You can combine a single-language version with a MultiLanguage Pack to provide a language interface utilizing most of the Office 2000-supported languages, or you can use one of the single-language versions of Office 2000, which sometimes have more localized content than the MultiLanguage Pack. To decide which is the best solution for your environment, answer these questions:

Decisions

· Will you be creating all worldwide custom installations, or will the local IT organizations be responsible for that?

· Will you deploy Office 2000 and the MultiLanguage Pack all at one time, or will you deploy the English version worldwide before all languages are available?

· Will users have a connection to the installation source so languages can Install on First Use, or do you plan to customize Office 2000 installation for each language?

For more information, see Chapter 9, “Multinational Deployment,” the white paper Office 2000 in a Multinational Organization, and “Deploying Office in a Multinational Setting” in the Microsoft Office 2000 Resource Kit.

Year 2000 Planning

Office 2000 has year 2000-compliant features. It uses 2029 as its default cutoff year, as does Office 97. Two-digit year entries between 30 and 99 are automatically resolved as 1930–1999, while two-digit year entries between 0 and 29 are automatically resolved as 2000–2029. The setting is customizable, so you can change these cutoff points. Finally, Access has a setting that forces the use of four-digit year formats for all date fields.

Excel year 2000-compliance features include:

· New date formats that display four digits for the year regardless of whether the user enters two or four digits.

· Automatic date formatting to match the system short date (which can be changed to four digits).

· Additional Excel-based tools on the Microsoft Office 2000 Resource Kit CD that search for and help fix two-digit year formats in existing files. You can deploy these tools with Office 2000.

Decisions

· Do you plan to institute a four-digit year format for the system short date?

· Are you going to change the default date format so Excel always displays four-digit dates?

· Do you need to customize the cutoff year for two-digit year entry in Excel?

· Do you have users who have existing files with date-dependent information?

· Do you plan to use the Access setting to force the use of four-digit year formats?

If the answer to any of these is yes, plan to distribute these settings. You can do this before or with Office 2000.

For more information, see the Microsoft Office 2000 and the Year 2000 white paper and “Meeting the Year 2000 Challenge” in the Microsoft Office 2000 Resource Kit.

For year 2000 information regarding Microsoft products see http://www.microsoft.com/year2000 or contact your local subsidiary.

Macro Protection

Several Office 2000 features help protect against macro viruses. Office 2000 applications now allow virus protection software to scan files when they are selected and before they are opened. Check your virus protection software to see if it offers this feature or will in a future version. For more protection you can set three user security levels: high, which requires that macros are installed with the product or from a trusted source; medium, which prompts the user to disable macros; or low, which performs no macro checking at all. The default setting in Word is high, and in Excel and PowerPoint it is medium. A trusted source is a macro that is digitally signed or has a certificate managed by Internet Explorer. You can deploy Office with a pre-defined list of trusted sources.

Decisions

· Does your environment require the highest security for macro protection or are users allowed to share macros easily with each other? You may want to change the default settings based on environment or application.

· Is there a list of known trusted sources that you can deploy with Office 2000? If so, include it in the configuration documentation.

· Are you currently using Internet Explorer or Certificate Manager to manage certificates? If not, are you planning to do so?

· Does your current virus protection software use the Office 2000’s new virus-checking capability? Is there a new version of your current virus protection software that can make use of this capability? Are you planning to upgrade?

For more information, see the Microsoft Office 2000 Macro Security white paper and “Managing Security” in the Microsoft Office 2000 Resource Kit.
Office 2000 Feature Customization

Customizable Help

You can use the Answer Wizard Builder (in the Microsoft Office 2000 Resource Kit) to customize the Office 2000 Answer Wizard so that users can perform natural language queries on existing Help topics, custom Help topics, and live Web site information. This supports Office 2000 custom solutions and allows users to ask questions with specialized terminology such as legal or accounting terms. You can create a help topic that lists internal helpdesk phone numbers or intranet sources, or that explains the file coexistence strategy, providing users with recommended file sharing methods rather than information on every possibility.

Decisions

· Does the helpdesk already have documentation on common user issues?

· Can you easily put this content into HTML so it can be distributed as additional help with Office 2000?

· Are in-house Office developers aware of this capability so they can use it when deploying Office 2000 custom solutions?

For more information, see Chapter 11, “Customizing Alerts and Help,” and “Helping Users Help Themselves” in the Microsoft Office 2000 Resource Kit.

Customizable Alerts

Several Office 2000 alert dialog boxes allow users to go to the Microsoft Office Web site for information. You can customize the Web Help button in these dialog boxes so that it directs users to internal information instead. For example, users trying to print Word documents through an offline printer usually get a generic printer unavailable error message. You can customize the alert to go to an intranet page that gives current printer status and lists other potential printers, so users can solve the problem without calling the helpdesk.

Decisions

· Does the helpdesk already have an intranet site with additional help for users? If yes, take advantage of that site by using customizable alerts.

· Can existing documentation be converted easily to Web content with Word 2000?

· Are there any plans to create an intranet site with help for users in the next six months? If yes, consider creating a home page that explains plans, and including a pointer to this site in Office 2000 when you deploy it.

For more information, see Chapter 11, “Customizing Alerts and Help,” and “Helping Users Help Themselves” in the Microsoft Office 2000 Resource Kit.
System Policies/Desktop Lockdown

System policies are a Windows 95/98 and Windows NT Workstation feature you can use to set and enforce policies on a local computer. Use them to disable Windows features that can be misused, such as the ability to change the desktop or use the Control Panel, or to create custom settings without having to touch the desktop. In Office 2000, use them to implement file coexistence strategies, customizable Help, and alerts, to enforce macro virus and year 2000 settings, and to create custom settings such as template and file locations.

Decisions

· Do you currently use system policies? If so, examine the Office 2000 templates to determine which settings you want to set for users and the organization.

· Do you have a coexistence, security (macro virus), or year 2000 plan that you want to enforce? If so, you should use system policies to do it.

For more information, see Chapter 5, “User Settings,” the Office 2000 Deployment and Maintenance white paper, and “Ongoing Configuration of Office on Users’ Computers” in the Microsoft Office 2000 Resource Kit.

Roaming Users

Windows 95/98 and Windows NT Workstation 4.0 allow users to call up their user profiles on different computers. Office 2000 and its user settings can be implemented to support this feature.

Decisions

· Do you have any users who roam from one computer to another and need their custom settings to follow them?

For more information, see Chapter 5, “User Settings,” the Office 2000 Deployment and Maintenance white paper, and “Supporting Users Who Travel Between Computers” in the Microsoft Office 2000 Resource Kit.

Office 2000 Custom Solutions Development

Office architecture is based on the industry-standard Component Object Model (COM) specification, which allows developers to reuse and build on Office services. You can use Office 2000 to create custom solutions for publishing (Web and print), data access and reporting, business intelligence, collaboration, and data analysis and tracking. Custom solutions use tools that are already familiar to users to simplify tasks and functionality. You can deploy them with Office 2000.

Decisions

· Do you have solutions you can deploy with Office 2000? If so, make sure you also deploy any required Office functionality. Deploying solutions with Office reduces implementation costs.

· Do you want to educate business units on the development capabilities of Office 2000? If so, build information on this effort into the rollout schedule.

For more information, see the Office Developer Web site at http://www.microsoft.com/officedev.
Office Server Extensions

The Office Server Extensions (OSE) help you use in-place Web technology to foster collaboration via the intranet. OSE makes it easy for users to publish documents to the Web (by saving them to a file server) and to find, view, annotate, or retrieve Web documents.

The extensions require a server running Windows NT Workstation 4.0 with Personal Web Server, or one running Windows NT Server 4.0 with Service Pack 4 and its built-in Web server, Microsoft Internet Information Server (IIS) 4.0 or higher. OSE uses the Windows NT domain security infrastructure.

Web publishing and collaboration features are also supported by Internet Explorer 5 and by SMTP mail servers, such as Microsoft Exchange. OSE also provides a Microsoft SQL Server-compatible database.

Decisions

· Do users frequently create content such as documents, spreadsheets, or presentations that need to be reviewed by other users?

· Do users need to stay current on Web content that is frequently updated?

· Do users create and publish content for print publication and the Web?

· Are any of these users on different operating system platforms?

· Do you have a server running Windows NT Server with Service Pack 4 and IIS 4.0 on which you can run the Office Server Extensions?

If the answer to any of these is yes, consider using OSE.

For more information, see Chapter 13, “Deploying and Managing Office Server Extensions,” the Office Server Extensions white paper, the Workgroup Web white paper, and “Using Office Server Extensions” in the Microsoft Office 2000 Resource Kit.

Staged Deployment of Office

You may need to deploy Outlook before the rest of Office, or the English version to international users before the corresponding MultiLanguage Pack. Staged deployment requires you to plan configuration carefully and to test all stages before deploying the first stage, if only to avoid overwriting custom settings.

If you plan a staged deployment, you can install individual applications first, then perform the Office 2000 setup later. For example, you can use the individual Outlook application setup first, then use the Office 2000 setup later but not install Outlook or any Outlook settings.

Staged deployments sometimes are unplanned: you do not install an application to a user or group of users, then find out that they need it. The new Custom Maintenance Wizard (in the Microsoft Office 2000 Resource Kit) allows you to edit the Windows Installer database on the local computer to change the installation state of any given feature, thereby adding or removing a feature without doing a new installation.

For more information, see the Microsoft Office 2000 Resource Kit.

Removing Previous Versions of Office

When installation is complete, Office 2000 setup by default removes previous versions of Office safely, leaving any components that other software may still use. You can customize the removal process. You can also run the Office Removal Wizard in stand-alone mode before installing Office 2000 to remove previous versions and free up hard drive space—but this makes it impossible to rollback if the Office 2000 installation encounters a problem.

For more information, see Chapter 4, “Customizing an Office 2000 Installation,” and “Removal Wizard” in the Microsoft Office 2000 Resource Kit.

Third-Party Software Updates

List any third-party software that is integrated with Office and needs updating to run properly in Office 2000. Detail all configuration issues and plans.

Other Standard Software

If the implementation includes new computers, detail their configuration and software requirements.

Browser Upgrade Plan

Do you plan to upgrade the system browser? If so, specify the configuration, including the use of the Internet Explorer Administration Kit (IEAK), and its possible effect on Web administration, custom Web solutions, and interoperability with Office 2000.

This plan should include:

· Automatic browser configuration options

· Browser security settings

· Internet mail and news options

· Windows Desktop Update

Messaging Platform Considerations



What is the existing messaging infrastructure? How does it affect the desktop? What are the existing client policies? Who supports messaging? How will the Office 2000 deployment team communicate and work with the messaging group?



Does the current messaging infrastructure support Outlook as a client?



Who needs to be involved in deploying the Outlook messaging and collaboration client with Office 2000?



What are the deployment logistics?



Do users require new profiles, or will most users migrate their existing ones? You cannot do both.

Most large organizations have separate groups for managing desktop applications and the messaging system, so this effort may require more coordination or a phased deployment (perhaps deploying Outlook along with a messaging server upgrade).

For more information, see Chapter 8, “Deploying Outlook 2000.”

Distribution Infrastructure Considerations

Detail any user desktop changes needed to support the Office 2000 distribution, including installing client-side distribution software.

Database Architecture

Outline back-end database issues such as the need for ODBC drivers, restoring connections, or features to install with Office 2000.

New Configuration Build Process

Appendix B (on the CD) contains a worksheet for configuring Office 2000 clients and distribution or solution servers. Fill one out for each rollout unit (department, business unit, and so on) and use the completed sheets for testing and for the rollout. Add rows if you need more room.

For more information, see Chapter 4, “Customizing an Office 2000 Installation.”

Office Profile Wizard

Document the steps for creating custom user settings and capturing them with the Office Profile Wizard. List each setting separately. Also list the user interface option for creating each setting so it can be checked after installation.

Additional Registry Settings

Document any registry settings to be deployed with Office 2000 that you can’t create with the Office Profile Wizard. One example is the system short date for year 2000 compliance. A method for creating these settings is to use the user interface to create the setting on a test computer, export the necessary key(s) to a .REG file, then import the keys with the Custom Installation Wizard.

Office Removal Wizard

Document any changes to the .OPC file, which the Office Removal Wizard uses to remove previous versions of Office. The default method is a very safe one that preserves compatibility but does leave a lot of old software installed.

Custom Installation Wizard

Document the steps for using the Custom Installation Wizard to create each custom build of Office you will need. Identify which user community each custom build is for, the transform file name (*.MST) and location, and the associated .OPS file.

IEAK Customization Wizard

Document the steps for using the IEAK Customization Wizard to set up Internet Explorer 5 for your environment. Use the tables in Appendix C (on the CD) to document all settings.

Language Settings Tool

Use this Microsoft Office 2000 Resource Kit tool to configure the default language when coupling a MultiLanguage Pack with the English (U.S.) version of Office 2000. Use the language settings tool to customize language versions for international use.

Customization Process Flow Chart

Here is a sample flow chart for the customization process. You may not use all steps included here, you may want to add some steps, or you may want to change their order for your environment.
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Figure 1.5 A sample customization flow chart.

Distribution Plan

Once new software is accepted, how will you distribute it to users? This section concentrates specifically on the technologies and methods available for distributing software to the desktop. Which method or combination of methods you use depends on hardware, operating system, geography, and connectivity.
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Figure 1.6 A sample distribution flow chart.

It is cheaper to use an automation tool such as Microsoft Systems Management Server than to send a technician to each desktop. The more you automated, however, the more you must plan and test to ensure a successful deployment. Listed below are the most common methods for distributing software, in ascending order of distribution cost.

· If you are upgrading hardware, specify how the vendor should deliver the computers, including all Office 2000 configuration settings. Or you can set up a build lab where computers are swapped in, built, then swapped back out to users. If you are building computers yourself, investigate tools such as SYSPREP for Windows NT Workstation or third-party tools for creating disk images.

· Deploy Office with existing software distribution tools, such as Systems Management Server.

· Implement new distribution tools to deploy Office. This cost may be high, but it may be recouped if you are deploying Office to many desktops. This complicates implementation, so stage the changes to minimize problems and improve troubleshooting.

· Use logon scripts to trigger an automated Office installation.

· Distribute specially built CDs to remote users or laptop users.

· Send technicians to each desktop.

There are other methods: e-mailing shortcuts that trigger an automated installation, Internet/intranet downloads, and so on, but each method has risks, especially methods that cannot be enforced.



Do you want users to be able to interact with Setup? If not, then use the tools provided in the Microsoft Office 2000 Resource Kit to customize and automate Setup, making it silent. You can still customize settings or disable specific options while allowing users to run Setup interactively.



Is there a system in place for distributing software? If not, is there a plan for one soon? Would it delay deployment too much to put a system in place? How do these factors affect overall costs and planning?



Are there computers that cannot be reached with that system (for example, laptops, remote users, or home computers)? If so, develop plans to upgrade them.

Office 2000 Server Setup

List the servers and shares that will house the administrative installations of Office 2000, the local edition (Standard, Professional, Developer, Premium), any customization files (.OPS and .MST) that should be contained there, and user group and drive mappings associated with those shares.

MultiLanguage Pack Server Setup

List the servers and shares that will house the administrative installations of the Office 2000 MultiLanguage Pack, the edition of MultiLanguage Pack and associated languages installed there, any customization files (.OPS and .MST) that should be contained there, and user group and drive mappings associated with those shares.

Distribution Package Configurations

If you use a software distribution system, detail all steps necessary to create the installation packages. The basic steps for distributing software to clients with a Systems Management Server Package Definition File are:

· Create the package source directory

· Use the Create Package from Definition Wizard to create a package for the application

· Specify distribution servers for the package

· Specify access accounts for the package

· Advertise one or more of the package’s programs to clients

Here is an overview of how to use Systems Management Server to distribute packages and deploy Office 2000:


1.
Distribute the Office 2000 files to a server that has been designed to service a set of users.


2.
Customize installations by creating .MST files with the Custom Installation Wizard in the Microsoft Office 2000 Resource Kit.


3.
In the Systems Management Server Administration program, create a package using the Office 2000 .PDF file. See the Systems Management Server Administrator’s Guide for more information on package creation.


4.
Instruct Systems Management Server to distribute the package to selected end-user computers.


5.
Systems Management Server picks up all the files from the specified installation point and copies them to one or more Systems Management Server distribution servers that service users.


6.
When users run the package on their computers, Systems Management Server runs Setup from the copy of Office residing on the distribution server. All the main and shared Office 2000 components are accessed from this server.

For more information, see the Deploying Microsoft Office 2000 with Systems Management Server white paper or “Deploying Office with Systems Management Server” in the Microsoft Office 2000 Resource Kit.

Build-Process Flow Chart

Below is a sample build-process flow chart (Figure 1.7) for upgrading a Windows NT Workstation 4.0 client computer to Office 2000 from Office 95, using Systems Management Server as the software distribution tool. The steps illustrated would have to be completed for each workstation. The administrator does not need to log on because Systems Management Server (SMS) has elevated privileges.
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Figure 1.7 Sample build-process flow chart.

Configuration and Distribution Plan Review

Review outstanding issues, successes, failures, and lessons learned. For more information about distributing Office 2000, see Chapter 7, “Distributing Microsoft Office 2000.”

Proof of Concept
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The Proof of Concept (POC) evaluates the implementation solution in a closed environment that simulates the real environment. This phase includes installation, testing, and removal of the completed Office 2000 installation(s). If necessary, it can be used as a showcase for final corporate approval. The POC allows you to gather feedback and refine the process, and you may have refer some items back to previous phases for additional work. The IT group is often used for the POC, but when you evaluate their results, remember that they may not represent the average user.

Pilot
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The Pilot phase focuses on production-environment proof of the entire implementation. The pilot group—a representative sample of enterprise users—follows the entire implementation process to validate assumptions and development for a sample population, and to evaluate the readiness of the team and support organization. Lessons learned validate the proposed solution and are used to further refine the process.


Note The IT group is rarely representative of the general user. Don’t use it as the pilot group.

Implementation

If you are going to alter any specifics of the deployment process or the execution of the deployment plan for the pilot, document it here. Otherwise, follow the plan as is.

Testing Procedures

Use the Pilot Testing Checklist in Appendix D (on the CD). Use the deployment project plan to perform testing, then use the results to modify the project plan.

Procedures

Use the Pilot Checklist in Appendix D (on the CD) to make sure you execute all pilot activities.

Pilot Review

When the pilot is complete, evaluate and document issues, successes, failures, and lessons learned.

Risk Assessment
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The risk assessment increases the probability of a successful implementation by decreasing project risk. The analysis quantifies the elements of risk as they relate to the project, prioritizes them according to implementation impact, and devises scenarios to alleviate specific risks. Use the questions below to isolate potential risks.

Risk Assessment Checklist

Envisioning



Are there conflicting or competing projects?



What are the real deadlines?



Do members of various sponsoring organizations have differing visions of project methods and outcomes?



Are there other business or political considerations that might affect deployment? For example, other environment upgrades, a merger, and so on.

Budget



Has the budget been signed off at the appropriate customer level?



What factors could cause cost overruns? How will overruns be handled?

Human Resources



Does the project have appropriate resources? If not, identify:

· How this could affect deployment.

· A plan to obtain needed resources, including time.



Are people with the appropriate technical skills available? If not, identify:

Which areas need additional technical skills.

· How to provide technical training or hire/contract people with adequate skills. Microsoft Solution Providers are a possibility.



Are project workers assigned full- or part-time?

Technology

Are new technologies other than Office 2000 being put in place?

· What risks do these pose to a successful Office 2000 deployment?

· How do you plan to remove or mitigate those risks?

Risk Assessment Matrix

Use the matrix below to rate Impact and Probability as high, medium, or low.
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Figure 1.8 A sample risk assessment matrix.

Implementation
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The implementation phase is derived by adjusting the pilot phase with elements from the risk assessment. Before you start implementation, complete the rollout schedule and the logistics plan. Detail these tasks:

· Communicate with users

· Conduct user training

· Migrate files, templates, macros, and custom solutions

· Ensure support organization is prepared and in place

· Create the custom configurations

· Distribute the software

· Obtain user feedback

Use the Microsoft Project plan developed earlier in this chapter to refine the rollout schedule and logistics plan. The logistics plan may require additional flow charts.

Post Implementation Review
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Review how things went—you may have to do this again someday. Include future software or development needs that were discovered during implementation. In addition to a critical review of the overall process, team, and results, you should focus on how to take advantage of the new Office 2000 features. When implementation is under way, use this section to review the process. Be sure to get user feedback. Review and evaluate:

· Communication

· Migration

· Software distribution

· Coexistence

· Support

· Training

· Future directions

Assess and document issues, successes, failures, and lessons learned.
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