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1. [bookmark: _Toc424733506]
Introduction
This is the policy for the Core Systems Infrastructure teams OnCall activation process. This will be used for the 24/7 support of CSI infrastructure. 

2. [bookmark: _Toc424733507]Expectation- Products and Technology OnCall/PTO Calendar-

PT OnCall/PTO Calendar will be updated with the current members of the team in Primary and Secondary positions. Calendar will include the phone numbers and be visible to all of the Products and Technology Team. 
3. [bookmark: _Toc424733508]Changes to Schedule:

If you cannot fulfill the request for Primary or Secondary positions during the week you are to update the calendar with your replacement’s information and your new information for substitution days. All changes need to be communicated to the Infrastructure Coordinator and Infrastructure Management for tracking purposes by email. 
4. [bookmark: _Toc424733509]Responsibilities
A. Primary On Call Position- 
1. Investigate the alert from CSI Infrastructure Systems or Zendesk. Please use due diligence in determining the appropriate next contact. This will reduce the number of hours that our team is required to fulfill after hours requests.
2. Contact the Secondary OnCall Position for assistance with high level troubleshooting or if the problem directly affects their specialty position. Contact should be made within 15 minutes by phone, email, text or skype. If the Secondary Contact does not respond in 15 min please call the Infrastructure Coordinator or Manager for assistance. 
3. Email must be sent to Infrastructure Coordinator and CSI Manager with documentation on the finding of the original issue for time tracking and documentation. Zendesk ticket needs to be updated to reflect the handoff of the situation to the appropriate specialty position. 
B. Secondary OnCall Position-
1. Receive information from Primary OnCall position. Take the handoff of incident and troubleshoot items. 
2. Work to correct the alert or send update to team, coordinator or manager of for clearing of the incident. 
3. Contact the appropriate specialty position if required. If the complexity or urgency of the situation is resulting in further consultation contact the Infrastructure Architect and Infrastructure Manager for assistance. 
4. Responsibility of documentation falls to this position to keep updates of times and resolution steps. If this cannot be performed contact the Infrastructure Coordinator for assistance to open bridge for communications. 
C. Emergency Situations – 
1. This will be worked as a priority.  Contact Infrastructure Management or Infrastructure Coordinator at once to activate Emergency Procedures. 
2. Incidents- Code Red/ Urgent Tickets are to be worked and all other priorities dropped until the request is complete. Manager will need to be called and bridge needs to be started in the Quick Response Force messaging chat. Call Infrastructure Coordinator for documentation and resource management. 
5. [bookmark: _Toc424649088][bookmark: _Toc424733510]Revision History
· V.1.0 initial policy version, date 7/15/2015

6. [bookmark: _Toc424649089][bookmark: _Toc424733511]Policy Approvals and Sign-offs
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