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FTP Problem Resolution and Help Desk Procedures

Introduction

This section lends support to the inbound and outbound files and the users that use the FTP process and renders procedures in the event that a file has not reached it’s intended destination.

Purpose

The purpose of this document is to give instructions in the event that files sent via the FTP process did not reach its intended destination and a trouble ticket has been issued to request assistance towards a resolution.

Help Desk Section
1. Any FTP User encounters problems with the FTP process. (Files we send them) They are to call the DPW Help Desk at 1-800-349-0471. In the event a problem should occur after hours or on weekends, FTP Users can contact BIS’s Customer Services Section at 772-7153.

2. The caller will then identify their problem in one of the following two categories

a. FTP transmission or connection errors.

b. FTP User requesting retransmission of a file.

i. The requester must identify the file they wish retransmitted, the date or cycle number and the directory they are looking at.

3. The help desk will open a trouble ticket for any of these items and send E-mail notifications to the following. The ticket should include the caller name and phone number and the BP name. The subject line should say “FTP Business Partner problems, Trouble ticket # 123456".
a. FTP transmission or connection errors. (BTE)

i. tzarb@state.pa.us


ii. lgelnett@state.pa.us
iii. tjudge@state.pa.us


iv. OISFTP@state.pa.us
v. Users e-mail address placing the call

vi. Generic Mail account from Attachment A

b. FTP User requesting retransmission of a file. (DIMO)

i. OISFTP@state.pa.us
ii. Users e-mail address placing the call

iii. Generic Mail account from Attachment A

4. The appropriate section either BTE (Bureau of Technology Engineering) or DIMO (Bureau of Infrastructure Management and Operations) will troubleshoot, correct or retransmit the file and notify the Help Desk that corrective actions had been taken. Once BTE/DIMO begins working on the problem, a “reply to all” e-mail will be made within ½ hour giving a description of the problem with the facts known at the time.  After the problem has been resolved a follow up e-mail will be sent out to all parties involved. If any party involved is not satisfied with the timely response they are given, they can contact the Customer Services Section directly at 772-7153 or the Enterprise Administration Section at 705-8321.

5. The Help Desk will then contact the originating caller and verify corrective action and close the trouble ticket if complete. If the problem still persists, the Help Desk should “reply to all” informing everyone that the problem still exists.

BIS Section
1. DPW encounters problems with the FTP process from the Business Partner (files they send us). The Help Desk does not need to be notified of this situation. The Analyst or identifying party should contact either the Enterprise Administration Section 772-7169 or 705-8319 during normal business hours (7:00am –5:00pm Monday through Friday) or the Customer Services Section 772-7153 after hours or on weekends, who will then initiate the process to trouble shoot or have the Business partner retransmit the file.

2. The Bureau of Infrastructure Management and Operations will send E-mails to the following requesting assistance. The Subject line should read “Business Partner FTP Problems” The File name and sender information should be included in the E-mail. Once BTE/DIMO begins working on the problem, an e-mail will be made within ½ hour giving a description of the problem with the facts known at the time. After the problem has been resolved a follow up e-mail will be sent out to all parties involved. If any party involved is not satisfied with the timely response they are given, they can contact the Customer Services Section directly at 772-7153 or the Enterprise Administration Section at 772-7169 or 705-8319.

a. DPW / EDS transmission or connection errors. (BTE)

i. tzarb@state.pa.us


ii. lgelnett@state.pa.us
iii. tjudge@state.pa.us


iv. dluce@state.pa.us


v. EDSTelecomm@state.pa.us
b. DPW requesting EDS retransmission of a file. (DIMO)

i. dluce@state.pa.us


ii. EDSTelecomm@state.pa.us
c. DPW / Managed Care transmission or connection errors. (BTE)

i. tzarb@state.pa.us


ii. lgelnett@state.pa.us
iii. tjudge@state.pa.us


iv. cchrist@state.pa.us
v. PHTelecomm@state.pa.us


d. DPW / requesting Managed Care retransmission of a file.  (DIMO)

i. cchrist@state.pa.us
ii. PHTelecomm@state.pa.us
e. DPW / All other FTP transmission or connection errors. (BTE)

i. tzarb@state.pa.us


ii. lgelnett@state.pa.us
iii. tjudge@state.pa.us


iv. Users e-mail address to get the file from

v. Generic Mail account from Attachment A

f. DPW / All other retransmission of a file. (DIMO)

i. Users e-mail address to get the file from

ii. Generic Mail account from Attachment A

3. OMAP will contact the Business Partner requesting retransmission of the file to DPW.

ATTACHMENT “A”

Unit Responsible 


File Description

File Name

EDSTelecomm@state.pa.us





   EDS











ALL Files
PHTelecomm@state.pa.us






  Managed Care








ALL Files
PCP/EVS@state.pa.us







   EVS File










PCPxxnnn
ReferenceDataFiles@state.pa.us



   TPL File










xxTPL766
Drug Formulary File





xxREFHMO.D01

MCO Provider File






xxPVR640.D01

MCO Provider Error File




xxPVR640.D02

MA Provider File







xxPVR415

Procedure Code File





xxREFHCP.D01

Drug Rebate File







xxMREBATE.D01

Diagnosis Code File





xxREFDCE.D01

MaternityCare@state.pa.us





  Maternity Care Payment




xxMCCLM.CLM

Maternity Care Error Files



xxMCERR.CLM

Maternity Care Weekly

















   Reconciliation File






xxRAwwss.txt 

Monthly Maternity Care 

Summary File








xxMCyymms

MCOCapPayment@state.pa.us




  Monthly Capitation Payment file 

xxRAccss.txt

Weekly Gross Adjustment 

Payment File








xxGAwwss.txt

Monthly Capitation 

Summary File








xxSMyymmss

MembershipManagement@state.pa.us
Daily Eligibility File








xxDaily.ddd




























xxDaily2.ddd

Weekly Enrollment/Disenrollment File


AMCPLNxx





Weekly Enrollment/Disenrollment Reconciliation 


xxWeekre.ddd

Weekly PCP File







AMC05W00














Monthly Eligibility File






xxMonth.ddd














ARM568 File









xxARM568.ddd

EDProcCodes@state.pa.us

Encounter Data Procedure 









Code File















xxini1.enc (1 = 1-9)

PHEncounter@state.pa.us


Encounter Data 









Health Choices only











xxcor1.enc (1 = 1-9)

Approved Encounter





Data Files



















xx1YJJJ.APD





Rejected Encounter 





Data Files



















xx1YJJJ.REJ





Approved/Rejected





Encounter Data Reports














xx1YJJJ.RPT

GAFed@state.pa.us






GA Federal Funding File






xxmmyy.fga

ThirdPartyLiability@state.pa.us


DPW Casualty Claims File






xxdddt.cas


MCO Casualty Claims File






xxdddt.res

arwatkins@state.pa.us





Weekly Pending Enrollment File




HMOxx.dat









Automated Provider Directory





PROV_xx.dat
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