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1. Purpose

This document should be used by the Office of Systems Integration (OSI) projects to assist in defining RFP requirements. This document provides guidance in the uniform development of the Operational Support documentation. The purpose of the Operational Support document is to provide instructions to the system operators on the procedures for operating, controlling, troubleshooting, and maintaining the system once implemented in production. This document was based on the following Institute of Electrical and Electronics Engineers (IEEE) Standards: IEEE Standard (STD) 1219-1988, IEEE STD 1362-1998.

2. Scope

Operational Support documentation is a product that is produced during the System Development Life Cycle (SDLC). The SDLC is a conceptual model used for project management that describes a series of phases involved in a system development project. The OSI has defined the following phases as part of the SDLC model: Requirements Analysis, Design, Development, Test, Implementation, and Transition to Maintenance and Operations (M&O).

The Operational Support documentation is produced during the development phase of the SDLC and is a deliverable of this phase. However, the Operational Support document is typically revised as the project progresses through the test and implementation phases. In these phases, more information is discovered about the system that needs to be documented for the operation support team.   

3. Responsibilities

3.1 Contractor 

The Contractor is responsible for developing, updating, and obtaining approval for the Operational Support documentation.
3.2 Project Manager

The Project Manager is responsible for coordinating the efforts of those involved in the Operation Support documentation development, review, and approval.

3.3 Contract Manager

The Contract Manager verifies that the user documentation deliverables are provided, reviewed, and approved.
3.4 Systems Engineer

The Systems Engineer may provide input in developing the Operational Support documentation.
3.5 Test Manager

The Test Manager may be involved in verifying that the Operational Support documentation is tested appropriately.

3.6 Quality Manager

The Quality Manager should verify the quality of the Operational Support documentation according to the requirements.
3.7 Project Team

The project team member(s) is responsible for assisting in the development, review, and/or testing of the operational support documentation.
3.8 Implementation Manager

The Implementation Manager should be aware and have copies of any Operational Support documentation prior to implementation.
3.9 Operation Support Team

The Operation Support Team includes all individuals that are responsible for daily operations of the system to ensure that the system operates as intended once implemented. The team may be involved in the development of the documentation, but should also be included in the review and acceptance.
4. Operational Support Documentation Outline

This outline specifies the minimum content elements for the Operational Support documentation. Document formatting is not defined; all formats are acceptable, if the content elements are complete.

4.1 Cover Page

Provide a cover page with the necessary content, such as the name of the document, date, and the Office of Systems Integration logo and footer. 

4.2 Revision History

Provide a revision history table with column titles: Revision Number, Date of Release, Owner, and Summary of Changes.

4.3 Table of Contents

Provide a table of contents with a list of the document sections and the pages on which they begin. 

4.4 Introduction

Provide a detailed introduction regarding the operation and maintenance of the system. 

4.5 Related Documentation

Provide the citations for every document referenced within the Operational Support document, or which are directly applicable to the document.

4.6 System Preparation and Set up Procedures

Describe the procedures conducted by the operator to set-up and prepare the system for operations, both initially and for new releases or modifications to the system.

4.7 Standard Operating Procedures

This section should describe the detailed operational procedures that are part of the standard practice for operating and maintaining the system.

4.7.1 Monitoring procedures

Provide procedures that describe standard monitoring procedures for the system and any related tools to be used for monitoring. 

4.7.2 Daily operations procedures

Provide daily operation procedures, such as system back-ups and logs for maintenance.

4.7.3 Safety and security procedures

Describe the activities necessary to ensure that safety and security features built into the system are operating as intended.

4.8 Fault and Recovery Procedures

Describe the detailed operational procedures to be conducted in case of a fault or abnormal condition in hardware, software, or some aspect of the system. Document the immediate actions and subsequent recovery procedures for each known fault condition.
4.9 Diagnostic Procedures

Explain diagnostic procedures that can be applied by the system operator. 

4.9.1 Error message correlation

Provide error messages and the correlating event(s) that would trigger the message. Define any possible dependencies among failure correlation during system operation.

4.9.2 Diagnostic initialization

Describe the diagnostic or error-detection features of the system and the procedures for initializing the automated diagnosis process. 

4.9.3 Recording diagnostic data

Describe the recording method for error data collection for future diagnostic purposes, for example the location of error logs on the system. 

4.9.4 Analysis of diagnostic results

Provide helpful descriptions to aid in understanding the diagnostic data and to find causes of the problems and the actionable knowledge to solve the problem. 

4.10 References 

Provide any references used in the creation of the Operational Support document. 

4.11 Glossary

Provide an alphabetized list of definitions for special terms and acronyms used in the document. 

4.12 Appendices

The appendices should contain material that is too detailed or large to be included in the main body of the document. Refer to each appendix in the main body of the text where the information applies. 
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