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Production Support Infrastructure Plan

The following is a list of the production support requirements for the enterprise hardware and software.

Production Support Requirements

No.
Support Requirements
Type/Format
Responsibility
Due Date







1. 
Operating System Security




2. 
Application Security for Users




3. 
Database and Tools




4. 
Management Support Process




5. 
Super User Support Process




6. 
User Support Process




7. 
PC Tools




8. 
Network




9. 
Communications




10. 
Electronic Mail




11. 
Application Software Support Request




12. 
General Functional Support




13. 
Application Enhancements




14. 
Reporting Needs




15. 
Change Request Form (PJM.CR.060)




16. 
Form and Report Access




17. 





18. 





19. 





20. 





21. 





22. 





23. 





24. 





25. 





26. 





27. 





28. 





29. 





Support Personnel Learning Plan

The production support staff is listed below:

Internal learning events to be provided at <Company Short Name>.

Network and Communications

System Administration

Business Systems

Database and Tools

Support Equipment and Materials

The table below includes required equipment and materials to build and implement the production support infrastructure:

Sequence
Name
Type/Model
Need by Date
Contact
Source (internal/external)
































































External Support Procedures

Note: The company may want a separate procedure for each vendor.  The external support procedures below are generic and include one support procedure for all vendors.  The information that varies between vendors is listed.

Implementation of external support procedures will take place after internal support has determined that the cause of the problem is outside the control of <Company Short Name>.

· Determine the external support line to call:

Vendor Support Name (1):

Telephone:

Hours of Operation:

FAX Number:

Account Identification:

Account Representative:

Vendor Support Name (1):

Telephone:

Hours of Operation:

FAX Number:

Account Identification:

Account Representative:

· Call vendor and provide necessary account information:

Telephone:
Platform and version:
Operating System and version:
Application or tool and version:


· Provide a brief description of problem.

· Describe the symptoms and conditions of the problem.

· Describe the function or data that was expected.

· Provide investigation results that were performed before calling support.

· Obtain a tracking number to reference the support call.

· Obtain a priority level.

· Obtain a call back time, telephone number, and contact name if the problem is not resolved immediately.

· Fax log files, trace files, screen shots, or any additional requested data.

Modem Access Procedure for External Support

Modem Access for External Support - Vendor 1

· Vendor Name:

· Vendor Telephone:

· Secured Modem Dial in Number: 
· Baud Rate and Settings: 

· Login Information: 


Login: 
Password: 

· Operating System Instructions: 

· Application or Tool Login Information: (Test Environment ONLY)

Login: 
Password: 

· Support Test Directory

· Database and Application Privileges

Internal Support Procedures

· Determine the category of the problem.

· Call internal support line at telephone number:

· Provide the following information:

Your name

Telephone number

Define system and application

Provide version numbers for the O/S, database, application, and tools
Brief description of problem

Symptoms and conditions of problem

Other investigation performed before calling support

Describe the function or data that was expected

Fax log files, trace files or screen shots, if required

Database/application error messages 

· State level or urgency of need.

· Obtain a priority level.

· If the problem can not be solved immediately, obtain a call back time.

· Supply dial in/fax information, when applicable.

User Support Levels

The following user support levels will be available for the production support infrastructure.

Application
Reference Manuals
Online Support
System Support
Phone Support



































































Problem Identification Guide

Category of Problems

Categorize the problems you log with internal and external support.  Expedite the resolution by helping the support personnel determine the root cause.  Review this list to become familiar with the types of problems that you may encounter using <New System Name>.

User Access

If you use the normal login procedures and cannot access the applications, you have a user access problem.

· UNIX login for new employees.

· Password initiation, expiration, and changes.

· Oracle Application responsibility assignment.

· Oracle Application report and form access through menu structure and Standard Report Submission (SRS).

· Oracle Application setup forms for key users and business analysts.

User Profile

These types of issues relate to user profiles

· Settings for default printer

· Menu style

· Concurrent processing options (number of copies, default priority, and hold status)

· Application specific options

· Language for help and message text

Application Setup

Application setup usually relates to application wide control.

· Default settings

· Control settings

· Descriptive Flexfield definition and values

· Key Flexfield definition and values

· Profile options values 

· QuickCodes

Concurrent Manager

Most issues relating to the concurrent manager are in the form of error messages.

· Concurrent program terminated with error (Signal n).

· Report specific errors (no data found, unable to write log/report file).

· Program specific errors (SQL errors, application errors).

Common Error Messages

The Database Administrator can easily fix the following common error messages:

· Table or view does not exist

· Maximum number of extents 

· Cannot allocate extent of size

· No data found (typical in QuickPicks)

· PL/SQL Package compilation/access errors

· SQL statement returned too many rows

· Constraint violation (for instance, integrity constraint, duplicate key constraint, and so on)

The System Administrator can easily fix the following common error messages:

· Cannot read value for profile option 

· Cannot find message name 

· Cannot find frozen key/descriptive flexfield definition

· Form not found

Production Cutover Notification to External Support:  <Company Long Name>
In an effort to facilitate a smooth production cutover, Oracle Consulting and <Company Long Name> would like to provide Oracle Support with advance notification of the scheduled go live date.  In addition, we will provide a summary of site information that might prove useful in providing timely response to our needs during this critical time.

Scheduled Production Cutover Date:
<Production Cutover Date>
Client Information

Client Name:

<Company Long Name>
Address:

Phone:

Fax:


Support Information

CSI Number:


<CSI Number>
Support Level:


<Support Level>
Applications Release:

<Applications Release>
SmartClient Release:

<SmartClient Release>
RDBMS version:

<RDBMS Version>
Operating System and version:
<Operating System and Version>
Patch Media:


<Patch Media>
Patch Email:


<DBA Email Address>
Applications Information

<Company Short Name> is currently using the following applications:

Application
Version
Live Since

















Production cutover is scheduled for <Production Cutover Date> for the following applications:

Application
Version













Key Application Setups

Key application setups include the following (add additional or include setup sections as needed):

General

· Number of sites:

· Using Multi-Org (Y/N):

Financial

· Chart of Accounts (list segments):

· Currency:

· Set of Books:

Distribution

· Reservations (Y/N):


· Assemble to Order (Y/N):


· Pick to Order (Y/N):

Manufacturing

· Organization Names:

· Costing Methods:

· Key Item Attributes and Values:

Instance/Environment Information

We have the following environments setup at <Company Short Name>.  All customizations reside in the <Customizations Directory> directory.

Instance (SYSTEST, TRAIN, PROD, and so on)
Description/Use
Size (GIG)
Location
Environment (Code Install)































Scheduled down times include the following:

Architecture Information

Number of Users

· Concurrent:


· Named Users:


· Total Users:


Hardware

· Vendor:



· Machine:


· # CPUs:



· Memory:


Special Considerations (single host, parallel server, client-server, and so on)

Dial-In Information

Dial-In Numbers:

Network, SQL*Plus, UNIX, and application passwords and logins will be provided verbally as needed.

Client Contacts

Contact Name
Type (Primary/ Alternate)
Position
Phone
Pager
Email ID





























Client Preferences

Type of Change
Can be Performed By




Bringing down database
<Company Short Name> DBA only

Applying of patches
<Company Short Name> DBA only

Changing of parameters in (list instances):

· 
WWS and <Company Short Name> DBA

WWS and <Company Short Name> DBA

<Company Short Name> DBA/personnel only

Adding data in (list instances):

· 
WWS and <Company Short Name> DBA

WWS and <Company Short Name> DBA

<Company Short Name> DBA/personnel only

Altering table sizes
<Company Short Name> DBA only

Other





Patches Applied to Date

See attachment for current list of patches applied to date.

On-site Consulting Support

The following Oracle Consulting consultants will be available on-site during the production cutover period:

Position
Name
Applications Coverage
Phone/ Voicemail
Pager
Email ID








Account Manager






Project Manager









































Open and Closed Issues for this Deliverable

Note: Add open issues that you identify while writing or reviewing this document to the open issues section.  As you resolve issues, move them to the closed issues section and keep the issue ID the same.  Include an explanation of the resolution.

When this deliverable is complete, any open issues should be transferred to the project- or process-level Risk and Issue Log (PJM.CR.040) and managed using a project level Risk and Issue Form (PJM.CR.040).  In addition, the open items should remain in the open issues section of this deliverable, but flagged in the resolution column as being transferred.

Open Issues

ID
Issue
Resolution
Responsibility
Target Date
Impact Date




































Closed Issues

ID
Issue
Resolution
Responsibility
Target Date
Impact Date
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