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Contact Approach:  
· Fogbugz/FSI used for reporting CHPS issues.
· NCF/ASM used for reporting AWIPS issues.  FSI support of RFC AWIPS is limited.  FSI may assist and open associated Fogbugz case. (NCF: Network Control Facility; ASM: Application Support and Maintenance)
· FSI can be always be contacted via phone or email, for general discussion.

	Issue Severity, Time
	System
	Who to Contact

	Routine Issues, or Regular-Hour Urgent Issues
	CHPS
	Enter details into Fogbugz, call FSI as appropriate.  

	
	AWIPS
	Call NCF. FSI may assist, using Fogbugz.

	After-Hour Urgent Issues
	CHPS
	Call NCF.  They will contact FSI.  Use Fogbugz for details.

	
	AWIPS
	Call NCF.  FSI staff may assist, using Fogbugz.


Contact Details: 

1. Fogbugz: http://schuylkill.nws.noaa.gov:7069/default.asp?
a. Use Fogbugz if FSI response requested
b. Priority: Emergency*, Critical*, High, Moderate, or Low.  (* triggers urgent FSI attention.)
2. NCF: 301-713-9344; NCF@noaa.gov
a. Submit TTs (trouble tickets) if AWIPS issue, or if after-hours 
b. Priority: Critical, High, Medium, Low  
3. FSI Contacts
a. Desks: 301-427-xxxx: Randy Rieman -9377; Brad McCune -9342; Chen Wang -9729; Kue Lin -9728; Mark Armstrong --9368; Shangdi Mo --9382; Mark Glaudemans -9368
b. FSI Support Lead: Mark Glaudemans 301-260-8945(h); 240-595-2369(c) 
c. FSI Regular Hours: 7am - 4pm Eastern, excluding weekends and holidays
4. FSI AWIPS Team Email: whfs@noaa.gov 
a. Coordinate with MarkA and Shangdi
Support Focal Points:
	System
	Primary
	Secondary

	CHPS
	FSI (Randy, Brad, Chen, Kue)
	NWC, Deltares, and others

	AWIPS
	NCF/ASM
	FSI (MarkA, Shangdi), NWC, and others


Off-Hour Capabilities:

· FSI staff have remote access to RFC systems, but may not always be home, reachable, or able to provide support within a short time (< 6 hours).  FSI will acknowledge receipt when it views the case.  

· FSI contractors, NWC, and Deltares staff are unavailable during non-business hours.  
· RFCs must maintain a local backup option in the event CHPS is non-operational.  This includes awareness of how to engage the fail-over option if the primary CHPS system is inoperable. 
Information Sources:

· chps_ops list forum – for CHPS community chps_ops@infolist.nws.noaa.gov
· Deltares FEWS portal – for FEWS community http://oss.deltares.nl/web/delft-fews/home 
· FogBugz wiki - http://schuylkill.nws.noaa.gov:7069/default.asp?
· RFC support page -  http://www.nws.noaa.gov/os/water/RFC_support/
· WHFS support page - http://www.nws.noaa.gov/os/water/WFO_support/index.shtml
· NWC support documents- http://www.nws.noaa.gov/oh/hrl/general/indexdoc.htm
· Deltares wiki - https://public.deltares.nl/login.action 
· RFC AWIPS list forum – rfcawips@infolist.nws.noaa.gov
· WHFS AWIPS list forum - whfsinfo@infolist.nws.noaa.gov
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