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ABSTRACT 

In order to support tl'le SAS' System etlectiYely 111 your Site. you 
must be familiar willl tl'le support services ptOYided by SAS Institute. 
This PIIPII' discusses botl'l types of support IIYaiallle: 

• lalephone support 

• tl'le Onlne Cus- Support Facllty. 

Utilizing t11ese seMc:es to tl'leir best advarltage wil make on-site 
support more efllclent. In adclliOn, lnslilute-suppled tOOls and Sll'· 
vices, sucn as tl'le SAS Notes elate set and the sample library, are 
disalssed. 

INTRODUCTION 

TechniCal support lor the SAS System is shared between SAS Insti­
tute and its installations. On-site SAS Software Represenlalives 
and Consultants are availabla to support the SAS user community, 
wl'lillthetacnnieal support steff at SAS lnslilute is available to pro. 
vide support and maintenanoa for SAS software products. By 
understanding the organiZation of techniCal support at SAS Insti­
tute. the availability of support servioas, and the toolS that wa use 
to solve problems, you can support tl'le SAS System more ellldantly 
at your Site. 

ORGANIZATION OF THE TECHNICAL SUPPORT 
DIVISION 

The Technical Support Division is Clvided Into S8V8f1ll departments. 
Each depllrlment is responsible lor a particular support area. Some 
support areas are system relata<l, sucn as: 

• mailfrarna systems 

• workstation systems 

• minicomputer systems. 

Olhere ara product spec:illc, sUCh as: 

• base SAS software and the macro facility 

• !T8PhJCS 

• Stetistical ptOducts 

• full«rean ptOducts 

• c compiler ptOducts. 

Within each support area, there .,. two lev8IS of support. As you 
mcm1 among the iiMIIS, the c:onsu11ants become more speciallzad. 
For example, a ftrst-level g:aphiC:s oonsultn works with both graph 
ptOOBdures and devtoas. wllilla seeo id-level graph conSUltant spe­
cialzes In eilha' praoadures or devioas. 

First-level consultants uethelnltlal contact for the SAS user. n­
consultents have been exposed to many 1-11 of the SAS System 
and have a working knowledgl of the area they n supporling. 
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Seeot id-level consultants are responsible for product support. This 
me- thai In additlon 10 working with SAS users, they review and 
write SAS documentatiOn. test problem fixes, and lntllld with 
dewlopment stall persomel to promote future enhanoaments to 
their prodUCt. 

Telephal .. Support 

The largelt portion of our support services iS telephOne support. 
You can ruOi'l a consultant to report a new problem or quiStlon 
fnlm 9:00a.m. 10 8:00 pm. Eastern lime. You can read! a cansiJ. 
tant to follOw up on a problem that has been asSigned a trac:lcing 
number from 9:00 a.m. to 5:00 p.m. Eastern Time. 

The te1ep11one number for Technloal Support Is (919) en -8008. 
(AmigaDOS" c Compiler users should oall (919) en -8009.) This 
number texas you ommediataty to a Technical Support reoapllonist 
who then directs your cal to a flrst-ie'let consultant lor the area of 
the problem. callS to tl'liS number are given higher priority thsn oalls 
to other Institute numbers. 

You Should identify your problem as ONE of the tonowing: 

DATA step DATA slap statements and functionS: 
syntax and I~ 

B- SAS AU base SAS procedures (elCcludlng 
prooa<klres system-Oepeudent utilties and CPORT, 

CIMPORT, and SPELL llslad 
later in this tabla) 

Conversion and transport engines 

Macro facility Macro statements and funclions: 
syntax, logic, errcn. and processing 

Macro variable refensnoas 
Macro system optiOns 
Macro windows 
Autooall facility 

Graphics SAS/GRAPH' procedures 
prooadUres Annotate facility 

Map c!ata sets 
Graphics catBiogs 
DATA Step GraPhics lnterlac:e 
Graphics Editor 
SAS/NVISION" software 

Graphics devtcaS GraphiCS devices and drl\lers 
and drivers Device drtvar catalogs 

SASIRTERM' software 
SASWTFI external writer 
lntarfaoas with graphicS, word 

prooassing, and desktop 
publshing software 

Protocol oonv.ter 
Terminal emulation 

Ful-screen SASIAP softwanl 
products SASIASSIST' software 

SASICALC" software 
SASIEJS" software 
SASIFSP' software 
SASIPH..CHnlcal" software 

(non-statistical questions) 
The CPORT, CIMPORT. and SPELL 

procedures 
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CBTcou~ 
Fult-scteen catalogs 
SCL 

StaltstiCS All procedurn In SASISTA r softwwe 
JMP' sottw .. 
SAS/ETS" sottw.. 
SASIIML" softww8 
SASIINSIGHr sottw.e 
SASILAB' software 
SAS/OR' sottware 
SASIPH.Ciinic:al softwanl 
SAS/QC' sottware 

C compiler SASIC" Compillt lor 3101390 
$ASIC Compiler far AmigaDOS 

Mlinframe Mainframe lr1CI prodUct lnstll1allan or 
systems (CMS, SETINIT 

MVS. VSE) The SOL prcced.n 
Systam.ort1111tacl SAS utility procadtns: 

OPTIONS 
PDS, PDSCOPY 
REU!ASE 
SORT 
SOURCE 
TAPECOPY, TAPELABEL 

Accessing external Illes 
SAS Display Manager System 
SAS system optiOns 
VSAM processing 
SASIACCESS' interfaca to AOABAS' 
SASIACCESS interfaca to CA-DATACOMIDB' 
SASIACCESS interlaca to IDMSIR' 
SASIDB2' softwwa 
SASIDMr sottw.. 
SASIIMS.DUr softwlre 
SASISHARE' SOftWin 
SASISOL-DS' sottwn 
SASITOOU<IT" soltwn 

Minicomputer Minicomputer and ~ installation or 
systems SETINIT 

(AOSNS, The SORT and SOL praeedl.ns 
PRIMOS~ VMS1 AcceSsing external Illes 

SAS Display Maneger System 
SAS system options 
Inter!- to DIGITAL" softwanl 
SASIACCESS interfaca to INGRES' 
SASIACCESS interfaca to ORACLE' 
SASIACCESS intarfac:a to Prime INFORMATION" 
SASIACCESS intarfac:a to Rdi!IVMS' 
SASICPE' softwanl 
SASISHARE software 
SASITOOLKIT SOftWin 

Ptrsona1 PC DOS, WindowS: or 0812' and 
computtrs procluc:t instillation or 

SETINIT 
Tl1e SORT and SOL praeedl.ns 
AcoaSsing external Illes 
SAS Display Manager System 
SAS system options 
SASIACCESS lntarfac:a to OS/2 d..,_ 
SASICONNECT sottw.. 

UNIX' UNIX and product instm~eUon or 
SETINIT 
The SORT and SOL praeedl.ns 
AcoaSsing external Illes 
SAS Display Manager System 
SAS system optionS 
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SASIINSIGHT sottwn 
(ncn-.tatistleal questiOns) 

JMP software lnslalatlon 
Accessing external ftles 
ApPylng peldleS 
Data manlpUallon. 

Online Customer Support l'aalllty 

The Online CuSIOmllr Suppott FaCility is availabiiiO provide add­
ticnal senric:as beyond those available through standard telepiiOne 
support. This servica Is avallllllll to you twenty-four hours a dey, 
seven days a Wftk. Atrf SAS user may be a ragisterad user or can 
acoess the faciUty lhrough a special ~~ account. Only SAS Soft· 
ware R~ ltatives and Consultants can usa 1ha facility to track 
problems. 

You can use 1ha facility to 

• download ftles lncklding source and fixes 

• uplOad requested source Illes 

• recaiva information on available publicatiOns and education 
courses 

• track problems and receive answetS to tracked problems 
(only available to SAS Software RepresentativeS and 
Consultants). 

Adcltional BAS Support Tooll 

In additiOn to 1ha siiMces offered by the Technical Suppc~rt Division, 
th .. are several other support tools and sarvtces available to you. 
Tl1ey are 

• SAS Notes 

• sample library 

• SUPPORT IIJilllc:aliOn 

• SAS documentatiOn 

• SAS training. 

BAS Notes 

SAS Notes is a aollaction of infonnatlan of particular usa to SAS 
users and SAS Software Rll!lf'lsantativeS. They contain: 

• usage .notes 

• compatibility notes 

• SAS programs for manipulating SAS Notes 

• lull-tcreen catalogs for displaying usage and competitJilty 
notes. 

Entries In the SAS Notes data set are outstanclng problems. usage 
notes, and oompatibllty notas. You should use this data set to deter· 
mine if the problems you ara encountering nave llready been 
reported. An outstanding problem 1111try lndk:atas a llx number, if 
one iS currenUy available. Tl1e notes are 1ha same notes 1hat SAS 
Institute's tac:nnlcal support stall usa 10 answer users' questiOns. 

Tl1e compatibUity notes are new for R.._ 6.06. AlthOugh avery 
attlml)l has been maiO make VIISion 5 and Version 8 of the SAS 
Systam compatible, lhere may be some SAS source ooda enanges 
r~red. Tl1e compatibility notes contain lnklrmation doa.lmanting 
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lhesll CirCumstances. By default, they are 108118<1 with the SAS 
Notes data set so they wiU be easy to locate. 

Salftple Librery 

The 5all1llle nbrary is another support tDDI that is availlble to both 
SAS users and lhelnslitute's tec:nnical support stall. This library is 
a deta set where sample SAS programs are stored. For example, 
the GEOMEAN member of the semple Hbrary contains the SAS code 
necessary to caleliata geometriC mans. 

Each member of the sem!H 11b111ty contains a header that gives 

• member nama 

• Iitie of llft98lll 

• SAS products used 

• opetlling system(s) 

• keywordS used by tna index programs 

• SAS procedures used 

• nama ot any extemal deta file that shOUld be Included. 

SUPPORT Application 

The SUPPORT applicatiOn is a new SASIAF application wntten for 
Version 6 of the SAS System that gives you the capabilities to 

• browse the SAS Notes using the FSEDIT procedure (if 
SASIFSP software is available) 

• view the SAS Notes using base SAS sottw.e 

• generate an indell of the sempie library members 

• browse, edit, or elleouta the members of the sample llbl1lty 

• execute 11 tutorilll that details major changes betw.n 
Version 5 and Verslcn 8. 

For more information on the SAS Notes, sample library, OnHne Cus­
tomer Support Facility, or the SUPPORT applicatiOn, refer to SAS 
Technical Report U-114, A Guida to theSASNotu, SampleUb111t'f, 
and Online Customer Support Facility, Release 6. 06, and SAS Tech· 
nieal Report U·115, A Guide to the SAS Notu, Sample Ubrary,lllld 
Online Customet Support Facility tor the VNIX Environment IIJid 
Derivative, Release 6.07. 

SAS Documentation 

Another available support tool Is SAS documentation. With Verslcn 
6, you 8111 intraduelld to a new ClcX:Umentation structure. Basically, 
there 8111 five main typeS of maruais: 

• intrcclJetDry guides 

• reference guides 

• usage !Jjldes 

• syntax guides 
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• system-specific documents. 

Introductory guides provide basic lnlrlnletory Information for the 
spacific produCt. 

The reference guides are the dellniiiYa reference for SAS state­
ments and options. You should refer to lhasa documents when you 
need cornpietll syntax for a per1k:ular SAS statarnent. 

The usage guides are meant to flU the gap between the inii'OductDrY 
guide and the reference guide. These task-oriented manuals provide 
examples of specific applications. 

The syntax guides Will provide COmplete syntall tor SAS statarnenta 
in a CJ~iek reference format. These manuals repieee the syntsx ClWI 
located in pt'IIYiouS SAS mllnlllla. 

In addition, thel1l wil be manuals written for specific appilQIIICIIIS. 

For more intormlltion on the new Hbrary structure, sea John Gough 
and Sean Gargan's paper, 'The SAS DocumentatiOn Library for 
Release 6.06 Software; In the SUGI15 Proeeedinga. 

SAS Training 

SAS Institute provides training for users of all levels of 81lpertise lor 
all SAS System appliCations. The training curriCUlum for VersiOn 8 
is geared to two audiences: new users and ellP8fienced VersiOn 5 
users. 

New VerSion 6 courses include a course on mlking the transition 
to Verslcn 6, courses on the REPORT and SQL procedures, and 
an advanced course on Screen Control Language {SCL). 

CONCLUSION 

As you can sea. there is much help availeble for supporting the SAS 
System at your site. By using the Institute's telephone support, the 
Onlne Customer Support fecility, the SAS Notes (usage notes and 
compatibility notes), SAS documentation, SAS training, and the new 
SUPPORT appliCation, you can more effectively support the SAS 
System at your site. 

SAS, SASIACCESS, SASIAF. SAS/ASSIST. SAS/C, SASICPE, 
SAS/DMI, SAS/ETS. SAS/FSP, SAS/GRAPH, SAS/IML, 
SASIIMS-DUI. SAS/OR, SASIQC, SASJRTERM. SAS/SHARE. 
SAS/STAT, JMP, SAS/CALC, SAS/CONNECT. SAS/OB2, 
SAS/EIS, SASIINSIGHT, SAS/LAB. SASINVtSION, 
SAS/PH-CDnieal. SAS/SOL-DS, and SASITOOLKIT ara registered 
trademarkS or tredernarks of SAS InStitute Inc. in the USA and Other 
countries. ·indiCates USA reglstretlon. OS/2 is a registered trede­
merk or tredemlllk of International BUSiness Machines Corponltion. 
AmlgaOOS is a registered trademark or trademark of CornmodOre­
Amigll, inc. 

Other brand and product names are registered trademer1<s or trade­
marks of their respective compenies. 
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