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DCII EMERGENCY Production Problem Support Steps

An emergency release is a critical system discrepancy that prohibits the system from running to a successful termination, affects the accuracy of critical data, or compromises system security.  It must be fixed within 24 hours of notification of the problem. (DFAS 8000.1-R)

NORMAL DUTY HOURS
If production support problem occurs during normal duty hours a call to the  DCII Help Desk in Pensacola, FL at: 1-800-346-9019 will be made.  The DCII Help Desk will then notify the DCII Production Support Team.  

(See DCII Production Support Office DCII Action Request Processing Help Desk Policy Document for details on documenting/initiating Problem Trouble Reports (PTRs)).

The FSAPE Customer Contact Center (CCC) enters a Problem Trouble Report (PTR) into Remedy.  If the problem is an application problem/errors issue, the PTR will be referred to the DCII-Integration Team.  Contact will be made via e-mail with a follow-up phone call.  The DCII-Integration Team reviews the PTR in Remedy and contacts the appropriate Application Technical Project Officer (TPO) and the DCII TPO via e-mails with follow-up phone calls.  If the TPO can not be reached, the DCII Contact List will be used and project Points of Contact called until voice contact is made.  

The Application TPO must acknowledge receipt of the PTR within 30 minutes starting from the time of notification via phone and/or e-mail.  Acknowledgement will be in the form of an e-mail reply and/or voice acknowledgement.  Voice acknowledgement is acceptable, but needs to be followed-up with e-mail.  The 

e-mail reply is required for record purposes.  If no acknowledgement has been received within the allotted time from the Application TPO, the DCII TPO will be advised via e-mail with a follow-up phone call.  

The Application TPO notifies Release Management (RM) via e-mail to request un-lock of appropriate objects for modification.  Application TPO MUST Use the release management object request template when making this request and provide an estimate on when changes will be completed.

RM unlocks the objects and notifies the Application TPO via e-mail, using the original unlock e-mail request.  

a) If the object(s) resides in the DCII Corporate Repository:

i) Provides the developers access to the repository application 

ii) Unlocks the requested objects

b) If the object(s) are not maintained in the repository:

i) RM releases the objects affected by the PTR to the appropriate Release Management OUTBOX.

The Application TPO provides the objects to the appropriate developer to work.

The Application TPO sends an e-mail request to RM to generate the modified objects and sends the readme file to the Release Management INBOX providing instructions to the RM team.  

RM generates the objects and notifies the Application TPO.

a) Removes access to repository and locks objects in the repository

b) Versions non-generated objects in PVCS

c) Generates the objects from the repository 

d) Makes a new version of the repository application
e) Packages the objects and readme file into a modification folder
The Application TPO installs the change on a local Integrated Development Environment (IDE) for testing.

The Application TPO notifies RM when testing of the objects is complete.

TPOS will coordinate with ISO Corporate DBAs for review of changes and the Readme File to ensure understandable from DBA perspective before sending to Ogden.  

The Application TPO updates PTR in Remedy with the resolution.

The Application TPO will create in CMIS an SCR documenting the changes made.

RM provides modification package to Ogden for implementation.

a) Notifies Ogden to expect change package

b) FTP changes to Release Management area in Ogden

AFTER NORMAL DUTY HOURS
If a production support problem occurs after normal duty hours the Ogden production staff will page the DCII Production Support team at:  1-888-983-9673 (See attached After-Hours Production Problem Support Flow Chart).
The Production Support Team should enter a Problem Trouble Report (PTR) into Remedy and contacts the ISO DCII Duty Pager at: 1-877-937-4499
The carrier of the ISO DCII Duty Pager reviews the PTR in Remedy, if one was put in, or researches the problem, and contacts the appropriate Application TPO or developer and the DCII TPO.   If the TPO can not be reached, the DCII Contact List will be used and project Points of Contact called until voice contact is made.  

Application TPO notifies Release Management (RM) by pager to expect an e-mail request to unlock objects for modification.  Application TPO MUST use the Release Management Object Request Template for this request and provide an estimate on when changes will be completed.

RM Duty Pager: 1-888-644-9802 Alternate Pager 1-888-578-8129. 

RM unlocks the objects and notifies the Application TPO/developer.  (Notification will be by e-mail to provide an audit trail of all actions.)
a) If the object resides in the Corporate Repository:

i) Provides the developers access to the repository application

ii) Unlocks the requested objects

b) If the object is not maintained in the repository:

i) RM releases the objects affected by the PTR to the appropriate RM outbox.

The Application TPO pages RM to tell them an e-mail request to generate the modified objects is on the way, and sends the readme file to the release management INBOX providing instructions to the RM team. 
RM Duty Pager: 1-888-644-9802 or Alternate Pager 1-888-578-8129.

RM generates the objects and notifies the Application TPO.

(a) Removes access to repository and locks objects in the repository

(b) Versions non-generated objects in PVCS

(c) Generates the objects from the repository 

(d) Makes a new version of the repository application
(e) Packages the objects and readme file into a modification folder
The Application TPO installs the change on a local Integrated Development Environment (IDE) for testing.

The Application TPO/developer notifies RM when testing of the objects is complete.

The Application TPO updates PTR in Remedy with the resolution.

The Application TPO will create in CMIS an SCR documenting the changes made.

 RM FTP’s the modifications to Ogden for implementation.

a) Notifies Ogden to expect change package

b) FTP changes to Release Management area in Ogden

This is a text description of the flow diagram on the next page.

AFTER HOURS PRODUCTION PROBLEM SUPPORT

Box at top (in center of page):  "Production Support, 888-983-9673, Cell Phone 571-220-2011"

   Is connected by a line to

Next box vertically:  "ISO DUTY Pager, 877-937-1172"

   Is connected by an arrow to 

An oval shaped symbol (on the right) which says:  "REMEDY PTR reviewed (if one was created).  Duty Pager 

     rotates between Integration Team Members.

   Is connected by a line to

Next box vertically:  "TPO"

   Is connected by an arrow to


An oval shaped symbol (on the left) which says:  "Enters Resolution update in REMEDY.


     If system change made, creates SCR"

   Is connected by arrows labeled "Request Unlock," "Request Generate," and "Testing Complete" to

Next box vertically:  "Release Management Duty Pager, 888-644-9802"

Is connected by arrows labeled "Unlock" and "Generate" to "TPO" box with remark:  "If needed, TPO installs Change on         

        local IDE for test"

Is connected by arrow labeled "Lock and FTP" to

Last box vertically:  "OGDEN"
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