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The Singareni Collieries Company Limited

                                 (A Govt. Company)

Ref. No. CRP/IT/H/316/1585



Dt.08.12.2006.

All Service Engineers


Sub: Guidelines for maintaining hardware – Reg.

-o0o-


It is to inform to all service engineers to follow the guidelines issued below in order to maintain our computer hardware effectively. 

1.
Reporting  

(a)
All Service Engineers identified for the area should report to Area EDP Incharges. (Annexure-1)
(b)
Network/Service Engineers posted at regional level will report to regional IT incharges.

2.
Absentia

(a)
Service Engineers shall not abstain from duty without prior intimation to the area/ regional EDP Incharges.

(b)
They shall also intimate to the Project Coordinator and arrange for alternate arrangement in accordance with the contract. 

(c)
They shall also regularly look in for the calls booked by SCCL directly and take necessary action. 

3.
Call Booking

(a)
Area ACS Service Engineers should book all the calls (including calls related to hardware covered under AMC/Warranty with other firms) without fail using web application.

(b)
If calls are attended directly, such calls are also to be booked on the same day after returning to the office. 

4.
Call Closing 

(a)
After attending, the calls are to be closed properly indicating replacement/repair of spares, services rendered etc.  In case of calls in progress, status to be regularly updated in web application.

(b)
Service Engineers should give call reports to user departments whenever they attend calls with proper status. 

(c)
Call reports are to be signed by Service Engineer and user. All service calls shall be counter signed by Area EDP Incharge once in a week.

(d)
Calls which are in progress will be reviewed by Area EDP Incharges once in a week.

5.
Spares Management

(a)
ACS Service Engineers posted at RG-I, SRP and Corp.(Regional level) should maintain minimum spares required for the region as per the list given. (Annexure-2)
(b)
When spares are replaced while attending calls, such spares shall be repaired/replaced  and kept ready with them for future usage and shall maintain spares as per the list.

(c) 
The list of spares shall be reviewed and status to be made available to regional Incharges once in a month and shall be signed. 

6.
Liasioning with other firms

(a)
Area ACS Service Engineers should ensure closing of calls related  to systems, laptops and printers under AMC/Warranty by other firms. 

(b)
The ACS Service Engineers shall co-ordinate with the full time/part time service engineer of other firms, whose hardware is in warranty/AMC to ensure that the calls are rectified in-time. 

7.
Escalation Mechanism

(a)
All the calls booking are to be closed on the same day. 

(b)
If calls are not likely to be closed within 48 hrs., such calls should be informed to level I contact person (list of Level I, Level II contact persons are enclosed) (Annexure-3)
(c) 
If calls are not likely to be closed in 4 days time, they are to informed to Level II. 

(d)
Calls not likely to be completed within 6 days should be informed to Call Coordinator, ACS and Manager (IT), Corp.

8.
Installation of authorized software

(a)
The Service Engineers shall ensure loading of following software in all desktops

(i)
For Windows 98, install IE6 and for Windows XP SP2+ Automatic update software from local web server.


(ii)
Symantic Antivirus 

(iii) Oracle Client 





From local

(Wherever Users are connecting to Oracle database)
Web server


(iv) VB Runtime








(v) Nero Burning ROM 
– 
wherever required

(vi) Adobe Acrobat Reader 
-

- do -

Necessary assistance is available from FMW/SIC groups 

(b)
Any other software is to be loaded shall be only in consultation with Area EDP Incharges/SIC members. 

9.
Installation of anti-virus

(a)
ACS Service Engineers should ensure that anti-virus software is installed in all the systems (including systems covered AMC/Warranty of other firms). SCCL had licences for Symantic Antivirus. No other antivirus software to be installed.

(b)
Service Engineers should also update anti-virus patches with latest update as and when they are available by down loading from internet. (Help file is available in local web server)


Local web server → Departments → IT Department → Connect to IT Dept.Home Page → Downloads → Antivirus → Symantic Installation 

10.
Other Services

(a)
All Service Engineers should render their services to all systems which are not covered under AMC as long as they are operative. 

(b)
If any spares are required for such systems, the user department/area EDP shall be informed.  The call shall be rectified subject to the supply of spares by SCCL. 

11.
Preventive Maintenance

(a)
Service Engineers may prepare preventive maintenance schedule for a period of 6 months, to cover all systems and printers (which are covered under AMC with M/s.ACS) and submit the preventive maintenance schedule to Area EDP Incharge in the beginning of the half year.

(b)
ACS Service Engineers shall plan and attend every month some systems and printers to cover all systems and printers in a period of 6 months. 

(c) 
Service Engineers should inform the user department before he attending preventive maintenance.

(d)
Call report shall be given to user dept. after completing preventive maintenance. Preventive maintenance reports are to be signed by service engineer and user.  Once in a week, all reports are to be countersigned by Area Incharges.

12.
Calls related to networking

(a)
Network/Server engineer placed at regional level should attend to all calls related to LANs.

(b)
He shall attend LAN calls at mines and departments which were established locally by mines/depts. 

(c) 
Spares required in attending local LANs will be supplied by SCCL. 

(d)
All these calls also shall be booked without fail.

(e)
Guidelines for maintaining LAN & WAN are enclosed. (Annexure-4)

13.
Calls related to server

(a)
Server spares should be replaced / repaired within 24 hours in case of hardware failure.

(b)
Service engineers must ensure to keep the proper backup of configuration files and data in case of re-installation of software.

(c)
Servers installed in all mines (UGMMS & OCMMS) should be made dust free every fortnight.

14.
Guildelines to be followed when hard disk to be formatted


Detailed guidelines are enclosed for all the engineers to be followed in this regard. (Annexure-5) 



SD/-

 for General Manager (IT)


Encl:

1. List of Service Engineers of M/s.ACS Technologies, Hyd.

2. List of minimum spares to be maintained at regional level

3. List of Service Engineers & Level-I, Level-II contact persons 

of other firms

     4. Guidelines for maintaining LAN & WAN

5.Guidelines to be followed when hard disk is formatted






ANNEXURE - IV

GUIDELINES FOR MAINTAINING LAN & WAN

LAN Problems:

1. Suitable LAN drivers are to be installed when the drivers are corrupted.

2. Replace the LAN cards if the LAN cards are not working.

3. Check whether IP address Subnet mask & DNS are entered.

4. Check whether the Internet explorer is configured properly.  If not, then Internet explorer is to be loaded and configured properly. 

5. Check whether the system is in LAN.  If the system is not in LAN, then check whether there is a problem in LAN card or the network is disabled or the patch cord is connected or not.

6. If the patch cord is connected and still the system is not in LAN, then check whether the port connected to the system in the switch is working or not. 

7. If the switch connected is CISCO Switch, then clear the ports.  Still if the problem persists, inform the FMW team and contact M/s.Wipro personnel’s for repairs.

8. If the switch connected is a local switch i.e., d-link/net-gear etc., check whether the port is down or failure of the switch.  If the switch is under failure, then replace the switch.

LAN Extenders:

1. Check the LEDs of the LAN Extender, if there is a problem in LAN LED, clear the port.  If there is a problem in WAN LED, contact IED for repairs of the intercom line. 

WAN:

1. Daily monitor the leased lines. If the leased lines are under break-down, contact local BSNL J.E. in case of local problem.  If the problem is at Hyderabad, contact Sr.Programmer, Hyderabad for booking the call at Hyderabad. 
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