TC-01 OPERATIONS SUPPORT STATEMENT


TC-01 Operations Support Statement

This document describes the current support provided by the TC and operations support staff.  Operations support ensures continual and proper operation of services that are hosted by Company-X.

1.
Support Provided

1.1
Who Provides the Support

A Technical Coordinator (TC) will be identified.  They will be the single point of contact for support issues.  The TC is not necessarily responsible for directly performing all support activities.  They will watch the service(s), perform reasonable maintenance tasks, and manage operations issues.

The TC will be selected primarily from the QA staff.  Each person will be the TC for one week.  QA team management will maintain a schedule.

1.2
What Support is Available

There are two kinds of support that are provided—incident handling and service monitoring.  Incident Handling involves reporting and correcting problems with the service.  Service Monitoring involves regular checks of the server to ensure it is operating properly.

1.3
When Support is Available

The TC is responsible for support at all times.  However, active support is only done between 8am and 5pm Pacific Time.  The TC will perform service monitoring only during these hours.  Additional monitoring and support outside of these hours will be available at the discretion of the TC or if specifically requested for a pre-arraigned time.

If you wish to request off-hour support, please contact Erich at egatejen@company
2.
Activities

2.1
Incident Handling

Incidents are any events that are outside of the normal operation of service.  The TC is responsible for reporting, managing, and guiding them to resolution.  An incident is documented as an Incident Report.  Anyone may discover and report and incident, but the TC remains responsible for the management.

(See PIR-02 Incident Procedure)

2.2
Service Monitoring

The TC will perform a regular monitoring procedure to check the service for problems.  It will be done once an hour during regular support hours (8am to 5pm Pacific).  The procedure will check server health and content validity (such as, if the data is out of date).

2.3
Maintenance

The TC will attempt to correct service problems.  However, if they are not confident that they can fix it, the problem will be forwarded to the project team.

3.
Reporting

3.1
Operation Support Center

The operations support staff will maintain the Operation Support Center web page.  The page is located at http://company/ops-support/index.shtml.  The TC will update the page at the end of each day with the current status of the service.

3.2
Status Report

None at this time.
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