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Session Structure 
Richard introduced the four models. Then, 
participants broke into small groups to 
dig into one of the models (using the 
questions at the right) and report back to 
the rest of the room. Each group created a 
poster to capture their discussion.  

 

This document includes a brief 
explanation of each model and the poster 
created by each group. 



Model #1 
Dedicated Support Team 

In this model, the support team is separate 
from the product teams and has people 
assigned full-time to support. 
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Model #2 
Rotating Support Team 

In this model, the support team is made up 
of product team members who are rotated 
in for a period of time before rotating back 
into their product teams. 
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Model #3 
Rotating Support Person 

In this model, product team members stay 
on their teams, but they take turns being 
the designated support person for some 
period of time. 
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Model #4 
Expedite Lane 

In this model, product teams take 
responsibility for support, giving urgent 
items a different class of service from 
normal work items. Work on normal items 
pauses as necessary to allow the team to 
focus on expedited items.  
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