FIND YOUR ANSWER ON THE WEB!

A Guide to the Technical Support Area at SAS Institute’s WWW Site

(Note:  This article appeared in the 4th Quarter 1996 issue of SAS Communications()
Introduction

With new and expanded Technical Support services available from SAS Institute’s World Wide Web site, help is just a click away.  Visit our Technical Support area and you’ll find it easy to get answers to your questions about SAS( software, get information about support services, and report new problems to Technical Support.  

The new Technical Support area is the result of an extensive project that resulted in completely rebuilding the pages and user interface.  According to Dave Brumitt, Director of Technical Support, “We went back to the drawing board to determine what technical information and services our users wanted from our Web site, and then built the Tech Support area to enable them to get help as quickly and easily as possible.”   The philosophy behind the site is a simple one.  “We want our users to be able to get the information they need without having to call us”, says Brumitt.  

To do this, the Technical Support area provides users with access to all of the tools currently used by the Institute’s Technical Support consultants.  You can first try to solve your problem by searching the Technical Support Knowledge Base, which consists of several online databases, including the SAS Notes, Frequently Asked Questions (FAQs), sample programs, and Technical Documents.  If you can’t find an answer there, you can track a problem to the Technical Support staff using a Web interface.

In addition to getting answers and reporting problems, you can download files from the Institute’s FTP server, get information on other support services offered by Technical Support, and can provide feedback on support services and SAS software.

To get to our Technical Support area, either select Customer Services from the main SAS web page (http://www.sas.com/), or go directly to the area at http://www.sas.com/ts/.

Organization of the Web Site

The main Technical Support Web page is structured to help you find your answer as quickly as possible, and to enable you to contact our Technical Support staff if you can’t answer your question online.  Figure 1 shows the main Technical Support page. (Note that our web site is constantly being enhanced, so the page you see when you access the site may not be identical to Figure 1.)  The following sections discuss each of the features and selections on the main page.

“Find Your Answer Here”

This should be your first stop when you encounter a problem or have a question about SAS software.  From this spot (illustrated in Figure 2), you can search the Technical Support Knowledge Base, which is a collection of all of the technical data bases that are used by the Institute’s Technical Support staff.  These include:

· SAS Notes and SAS/C Compiler Usage Notes (bug reports and usage tips)--this data base contains information on known problems with SAS software and SAS/C Compiler products, availability of fixes or circumventions, corrections to SAS documentation, and tips on using the software .

· Technical Documents—informal articles that address specific technical issues or document  SAS applications or programming techniques.

· Frequently Asked Questions (FAQ’s)—answers to the questions most commonly asked of our Technical Support staff.  You can find the answers to almost 1,000 questions here.

· Sample Programs—SAS programs that illustrate specific programming techniques and applications.  Code from most documentation examples can be found here.

· TSNEWS-L area—TSNEWS-L is our mail and file list, which you can subscribe to in order to receive technical support announcements and problem alert notices.  The TSNEWS-L area contains all announcements and notices that have been sent to subscribers through the mail list.

· Systems Requirements and Product Components—information on hardware and software required to run the SAS system on various platforms and a list of all SAS products and the SAS releases for which they are available

· Web Tools--Sample applications that illustrate how to use SAS Software to interface with other Web applications. 

You can use a single search to to look for information in all of the Technical Support knowledge bases except the SAS Notes (the SAS Notes require a separate search). For example, you can search the Technical Support Area  using the keywords “PROC REPORT” and find sample programs that illustrate uses of  PROC REPORT, as well as Frequently Asked Questions or Technical Documents relating to the procedure.  The search engine lets you specify any combination of keywords and relationships, so you can make your search as general or specific as needed.

If you prefer, you can search each data base individually, or display a list of items in each data base. 

“Report Problems/Contact  Technical Support”

If you can’t find your answer by searching our data base, you can report a problem or direct a question to our Technical Support staff from this page.  Simply provide information about your operating system, version of SAS, and SAS product you are using, and a detailed question or problem description.  Your question will be forwarded to our Technical Support staff, who will respond by phone or e-mail.  This is an effective and efficient alternative to our telephone support.  From this page, you can also get instructions on contacting our Technical Support staff through other means, such as telephone or e-mail.

“FTP Download site”

This selection takes you to Technical Support’s FTP server, where you can download various types of files.  Files available from our FTP site include zaps or fixes to SAS modules, sample programs, update catalogs, and device drivers.  A directory page displays the support areas for which files are available.

“Frequently Asked Questions (FAQs)”

This page is a mirror of the “Frequently Asked Questions” that are described under “Find your Answer Here” above.   You can use a search engine to locate questions by keyword and content, or you can browse questions by topic. 

“Overview of Technical Support Services”

Here you can find information on how to contact Technical Support via phone, e-mail, or through our bulletin board service or web pages.  You can also get tips and details on obtaining technical information through our FTP site, news groups and mailing list.  Information on other technical resources, including the SAS Notes, the SASware Ballot and OBSERVATIONS: The Technical Journal for SAS Software Users, can be found here. 

“Take our Web Site Survey” 

By taking our Web Site Survey, you can give us feedback on what you like (and don’t like) about our Technical Support Web pages, and qualify to win a SAS souvenir package.

“Table of Electronic Services”

This choice is a quick reference table that shows you how to find information or perform tasks using our electronic support services.  The table contains links either to the services themselves or to detailed documentation on the services.   
“What’s New”

This section contains “late-breaking news” about updates to our web pages, new and expanded technical support services, and the latest information on reported problems, fixes, and maintenance.  

“Hot Topics”

Here you’ll find in-depth features on technical topics that are of interest to a large segment of our users.     Some           

topics that you may find covered here include Data Warehousing, “Year 2000” issues, and National Language issues.

“Feedback”

On this page you can give us your opinion about our Web page and our Technical Support services in general.  You can also make suggestions for the SASware Ballot, as well as view results from voting on the previous year’s ballot.  

“Site Map”

The Site Map is a visual directory to all of our Technical Support web pages.  The titles of all high-level pages are displayed in a tree structure, and you can click on any title in the tree and go directly to the corresponding page.

Getting the Most from the Technical Support Web Pages 

Here are some tips that will help you make the most effective use of our Technical Support web pages.

· If you have a question about or a problem with SAS software, your first destination should be Find Your Answer Here.  Virtually every information resource that is used by our Technical Support staff is at your disposal through this page.

· If you are a new or experienced SAS user, check out our Frequently Asked Questions.   There’s a good chance you’ll find the answer to your question here.

· If you can’t find an answer to your question at Find Your Answer Here or Frequently Asked Questions, go to Report a Problem/Contact Technical Support, where you can send us technical questions.  

· If you’re a new SAS user or have not used our Technical Support Services, visit  Overview of Technical Support Services.   This section contains information about all of the different services you can use to get information or assistance for your technical questions and problems.
· If you’re a frequent visitor to our Web site (and we hope you will be), visit our What’s New page periodically to find out about new pages, information, and services.

Let Us Know What you Think

Our Technical Support web pages are a work in progress.  We will be constantly adding new features and new information to provide you with quick access to all of the technical information you need.  We’d like to know what you think of our efforts and welcome your suggestions for additions and improvements.  To give us feedback on our Web pages or on our Technical Support service in general, you can fill out our Web survey, or you can send us your comments from our Feedback page.

