DCPS – TROUBLE REPORTING PROCEDURES

DCPS – TROUBLE REPORTING PROCEDURES

22 April 2004


Host Site Connectivity Problems

The DCPS application processes on a mainframe computer located at Defense Enterprise Computing Center (DECC) Mechanicsburg.  Problems can be caused by failures at any point within the communications hierarchy.  The major problem indications with problem reporting recommendations are:

A.  When You Cannot Get A VTAM Sign-on Screen:

The VTAM sign-on screen informs you that you are accessing a DISA computer system at DECC Mechanisburg.  The Sign-on screen requests the entry of a system id or menu.  

1.  If you cannot get this screen because it times out or if there is an error code displayed at the bottom of the window, call the DCPS Help Desk and ask if the DCPS Host System and Host Telecommunications System are both operational.

· If the host system is not operational, the DCPS Helpdesk operator should advise you when the host system is expected to resume processing.

· If the host system is operational, and you access DCPS via a LAN or a non DCPS host system, you must contact your local LAN administrator or local host site help desk to determine if you are able to communicate or establish contact with systems external to your LAN or local host.  This can be accomplished by ‘ping’ or other tests.  If you can communicate/contact/ping the remote host system but cannot get a VTAM Sign-on screen, then contact the DCPS Helpdesk and request a ticket be opened on the problem. 

· The below information is required in addition to the general information when contacting the DCPS Helpdesk due to connectivity problems:

· Date problem began

· Terminal ID

· Printer LU (if applicable)

· Exact error message

· Communication or terminal emulation software name and version

· Point at which problem occurs (no banner, error after password entered, etc.)

· Prior or current ticket numbers (if applicable)

B.  When You Get A VTAM Sign-on Screen But Cannot Logon To The DCPS Application

In this case you have a VTAM screen and are able to enter your DCPS application id, such as ‘ZKAPO’ or ‘CP1PO’ and/or enter your userid and password, but an error occurs.

· If the database is unavailable the message returned to your screen will read, “Database is unavailable contact your payroll office for status.”  Contact your local Civilian Pay POC to verify whether your database is on-line or off-line.

· If your database in on-line and you are having problems then report any diagnostic or error message you received from the system when you attempted to log on.  If your servicing CSR cannot assist, contact the DCPS Helpdesk for action.
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