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ABSTRACT

in order to support the SAS" System effectively at your site, you
must de famdiar with the support services pravided by SAS institute.
This paper discusses both types of support avaiabie:

+ talephone support
» the Onine Customer Support Facility.

Utilizing these services 10 their best advantage wil make on-site
suppart more efficient. In addition, Institute-supplied toois and ser-
vicas, such as the SAS Notes data set and the sampia library, are
discussed.

INTRODUCTION

Technical suppart for the SAS System is shared batwean SAS Inst.
tute and its installations. On-site SAS Software Representatives
and Consuitants are availabla to support the SAS user community,
whila the tachnical support staff at SAS Instituta is availabla to pro-
vide support and maintenance for SAS software products, By
understanding the organization of technical support at SAS Insti-
tte, the avaiability of support services, and the tocls that we uss
to solve problems, you can support tha SAS Systam more efficlently
at your site.

ORGANIZATION OF THE TECHNICAL SUPPORT
DIVISION

The Technical Support Division is divided into several departmants.
Each department is responsible for a particuiar support area. Some
SUDPOIT araas are system reiated, such as:

+ mainirame systems
« workstation systems
« minicomputer systems.
Cthers ara product spadific, such as:
« base SAS software and the macro faciiity
« graphics
« statistical products
« full-screen products
« C compiler products.

Within each support arsa, there are two jevels of support. As you
move among the lgvels, the consuitants become more speciaized.
For example, a first-ievel graphics consuitant works with both graph
proceduras and devices, while & second-ieve! graph consultant spe-
cializes in either procedures or devices.

First-lovet consultants are the initial contact for the SAS user. These
consuitants have been axposed to many facets of the SAS System
and have a working knowiadge of the area they are supgorting.

Second-level consultants are responsible for product support. This
means that in addition 1o working with SAS users; they review and
write SAS documentation, test problam fixes, and interact with
ceveicpment stalf personnel to promote future ennancements to
thair product.

Telsphone Support

The largest portion of our support services is telephone support,
You can reach a consuitant to report a new problem or question
fram 9:00 Am. to 8:00 p.m. Eastern Tima. You can reach & consul.
tant to foiow up on a probiem that has been assigned a tracking
number fram 9:00 a.m. to 5:00 p.m. Eastern Time.

The telephone number for Technical Support is (919) 677-8008.
[AmigaDOS" C Compiler users should call (919) 677-8008.) This
number takes you immediatety to a Technical Support receptionist
who then directs your call 1o a first-levei consuitant for the area of
the probiem. Calls to this number are given higher priority than calis
to other instituts numbers.

You shoukt identify your problem as ONE of the following:

DATA step DATA step stataments and functions:
‘ syntax and l0giG

Base SAS Al base SAS procedures {exciuding
procedures sys tilitiss and CPORT,
CIMPORT, and SPELL listed

later in this table)
Conversion and transport angines
Macro facility Macro statements and functions:
syntax, logic, ermors, and processing
Macro variabla references
Macro system options
Mago windows
Autocall facility
Graphics SAS/GRAPH’ procedures
procegures  Annotate facility
Map data sets
Graphics catalogs
DATA Step Graphics Interface
Graphics Editor
SAS/NVISION® saitware

Qraphics devices  Graphics devices and drivers
and drivers Devica driver catalogs

SAS/RTERM® soltwarg

SASWTR external writer

intertaces with graphics, word
processing, and desktop
publishing saftware

Protocol converter

Terminal emulation

Fuli-screen  SAS/AF® software
procucts SAS/ASSIST® software

SAS/CALC" software

SASIEIS" software

SAS/FSP* software

SAS/PH-Clinical” software
{non-statistical questions)

The CPORT, CIMPORT, and SPELL
procadures
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Statistics

C compiler
Meinframe

systems (CMS,
MVS, VSE}

Minicomputer
systems
(AOSIVS,
PRIMOS? YMS)

computers

UNIX*

All procedures in SAS/STAT® software
JMP* software

SAS/ETS" software

SAS/IML® software

SASANSIGHT™ software

SASAAR® software

SAS/OR® software

SAS/PH-Clinical sofiware

SAS/QC* software

SAS/C® Compiler for 370/390
SAS/C Compiler for AmigaDO§
Mainframe and product installation or
SETINIT
Ths SQL procedure
System-crientad SAS utility procedures:

QPTIONS

PDS, POSCOPY

RELEASE

SORT

SOURCE

TAPECCPY, TAPELABEL
Accessing extemal fiies
SAS Display Manager System
SAS system options
VSAM processing
SAS/IACCESS® interface to ADABAS®
SAS/ACCESS interface 10 CA-DATACOM/DB*
SAS/ACCESS interface 1o IDMS/R*
SAS/DB?" software
SAS/DMP software
SAS/IMS-DL/I* software
SAS/SHARE" software
SAS/SQL-DS™ software
SASTQOLKIT™ software
Minicomputer and product instaliation or
SETINIT
The SORT and SQL procedures
Accassing axtamal files
SAS Display Manager System
SAS systern options
Interfaces to DIGITAL™ saftwars
SAS/ACCESS interface to INGRES™
SAS/ACCESS interface to ORACLE"

SAS/ACCESS interface to Prime INFORMATION®

SAS/ACCESS intariace to RAb/WMS™
SAS/CPE® software

SAS/SHARE software
SASTOOLKIT software

PC DOS, Windaws; or 08/2° and
product instaliation or

SETINIT

The SORT and SQL procedures

Accessing extemal fles

SAS Display Manager System

SAS system options

SAS/ACCESS intarface to OS/2
databases

SASICONNECT software

UNIX and product installation or

SETINIT

The SORT and SQL procedures

Accessing extemal files

SAS Display Managar System

SAS system options

SAS/INSIGHT softwars
{non-statistical questions)

installation

Accessing extemnal filos

Applying patches

Data manipulation.

JMP software

Oniine Customer Support Facifity

The Online Customer Support Facitity is avaifable to provide addi-
tional services bayond those available through standard telephane
support. This service is available to you twenty-four hours a day,
saven days a week. Ay SAS user may be a registerad user or can
access the facility through a special guest account. Only SAS Soft-
ware Representatives and Consultants can use the faciity to track
probiemns. .
You can use the faciiity to

« downioad Ras including sourcs and fixes
« upload requestad saurce files

« récaive information on available publications and education
COuUrses

= frack problems and receive answers to tracksd problems
{only available to SAS Soitware Representatives and
Consuitants).
Additional BAS Suppert Tools

in addition to the services offered by the Technical Support Division,
there are several other support tools and services available ta you.
They are

« SAS Notes

« sample library

« SUPPORT application
« SAS documentation
« SAS training.

SAS Notes

SAS Notes is a collection af information of particular use to SAS
users and SAS Software Reprasantatives. They contain:

= usage notas

+ compatibility nctes

+ SAS programs for manipuiating SAS Notes

. fﬂt;ﬁ;:’em catalogs for displaying usage and compatibifity

Entrigs in the SAS Notes data set are cutstanding probiems, usage
notes, and compatibity notes. You shouid use this data set to deter-
mine it the problems you ars encountering have already been
reported. An outstanding problem entry indicates & fix number, if
one is currently available. The notes are the same notes that SAS
Institute’s technical suppart staff usq 1o answsr users' questions.

The compatibiity notes are new for Relsass 6.06. avery
attampt has been made to make Version 5 and Version 8 of the SAS
System compatibie, there may be some SAS source cods changes
required. The compatibility notes contain information documenting
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thesa circumstances. By defauit, they are loaded with the SAS
Notes data set so they wili ba easy 1o locate.
Sample Library

The sampie fibrary is another support tool that is available to-both
SAS users and the Institute's technical support stafl. This libeary is
a data sat where sample SAS programs are storad. For example,
the GEOMEAN member of the sample library contains the SAS code
necessary 1o calculate geomatric means.

Each member of the sampie ibrary contains a header that gives
+ member name
+ title of program
+ SAS products used
» operating systemi(s)
« keywords used by the index programs
« SAS proceduras used
« name of any external daﬁ file that should be included.

SUPPORT Application

The SUPPORT application is a new SASJ/AF application written for
Version 6 of the SAS System that gives you the capabiities to

« browse the SAS Notes using the FSEDIT procedure (if
SAS/FSP software is available)

«» view the SAS Notes using base SAS software

« generate an index of the sample library members

» browse, edit, or executs the members of the sample library

« execute & tutorisd that details mejor changas between
Version 5 and Version 8.

For more information on the SAS Notes, sample ibrary, Online Cus-
tomer Support Faciiity, or the SUPPORT application, refer to SAS
Technical Report U-114, A Guide to the SAS Notes, Sample Library,
and Online Customar Support Faciiity, Reiease 6.08, and SAS Tech.
nical Repart U-115, A Guide to the SAS Notes, Sample Library, and
Onling Customer Support Facility for the UNIX Environment and
Derivatives, Release 6.07.

SAS Documentation

Another avaiiable support tool Is SAS documentation. With Version
6, you are introduced to a new documentation structure. Basically,
there are five main types of manuals:

« introductory guides
+ reference guides

+ Usage guides

+ syntax quides

« system-specific documents.

introductory guides provide basic introductory information for the
specific product.

The reference guides are the definitive reference for SAS state-
ments and options. You shauld rafer t0 thase documents when you
need compiate syntax for a particutar SAS siatement.

The usage guides are meant ta fit the gap between the introductory
guide and the referance guide. These task-criented manuais provide
exampies of specific applications. -

The syntax guides will provida compilate syntax for SAS statements
in & quick referance format. Thess manuals repiace the syntax cards
located in previous SAS manuals,

in addition, there will be manuals written for specific appiications.

For mare information on the new kbrary structure, see John Gough
and Sean Gargan's paper, "Tha SAS Documentation Library for
Releasa 6.08 Software,” in the SURI 15 Procesdings.

SAS Tralning

SAS Institute provides training for users ot all leveis of expertse tor
all SAS System applications. The training curriculum for Version 6
is geared to two audiences: new users and experienced Version 5.
users.

New Version 6 courses includa a course ca making the transition
to Version 6, courses on the REPORT and SQL procedures, and
an advanced course on Screen Controt Language (SCL).

CONCLUSION

As you can see, there is much heip available for supporting the SAS
System at your site. By using the Institute's telephong support, the
Online Customer Support facility, the SAS Notes (usaga notes and
compalibiity notas), SAS decumentation, SAS training, and thenew
SUPPORT appiication, you can more effectively support the SAS
System at your site.

SAS, SAS/IACCESS, SAS/AF, SAS/ASSIST, SAS/C, SAS/CPE,
SAS/DMI, SAS/ETS, SAS/FSP, SAS/GRAPH, SAS/IML,
SAS/IMS-DL/, SAS/OR, SAS/QC, SAS/RTERM, SAS/SHARE,
SAS/STAT, JMP, SAS/CALGC, SAS/CONNECT, SAS/DB2,
SAS/EIS, SAS/INSIGHT, SAS/LAB. SAS/NVISION,
SAS/IPM-Clinical, SAS/SOL-0S, and SAS/TOOLKIT are registared
frademarks or trademarks of SAS Institute Inc. in the USA and other
countries. * indicates USA registration. 0S/2 is a registered trade-
mark or trademark of Intemational Business Machines Corporation.
AmigaDOS$ is a registered trademark or trademark of Commodare-
Amiga, inc. :

Other brand and product names are registerad trademarks or trade-
marks of their respective companies.
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