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autonumlgl 
Introduction

SULTAN (Subscribers Universal Line Test Access Network) is Telstra's national system for remote testing and fault diagnosis of PSTN ( Public Switched Telephone Network) services, both CAN and CPE.    It allows a testing officer to remotely access the customers service and request tests to be performed on the service to determine the condition of the line (CAN) and the customers equipment (CPE), and in the event of a fault condition being detected, aid the testing officer in isolating the cause of the fault and the repair area to which the fault should be directed. 

Several groups are involved in the support of the SULTAN system.

Level 1 support is provided by the Telstra IT Help Desk.

Level 2 support is provided by SULTAN Operations, Telstra.

Level 3 support is provided by several organisations including Hewlett Packard, Oracle, IONA and IBM GSA.

Level 3 application support is provided by the SULTAN, MOLDS & MDR team within IBM GSA under the framework of the IT Services Agreement between Telstra and IBM GSA.

These support procedures are limited to level 3 application support only.

autonumlgl 
Scope

This document details level 3 support procedures for the SULTAN application only.  This support is provided by the SULTAN, MOLDS & MDR team within IBM GSA.

This document is not intended to include procedures for non-application components of the SULTAN system such as the HP-UX operating system, Oracle, Corba, web server etc.

Refer to the SULTAN Support Plan, ps0028/as-05-002, for a comprehensive list of support contacts for the SULTAN system.

autonumlgl 
Objectives

This document is to be used by the SULTAN Operations group within Telstra.  It is intended to provide a quick reference for level 3 support contacts for the SULTAN application.

autonumlgl 
Definitions and acronyms

AXE
Automatic Exchange Equipment

CLIQ
Customer Line Insulation Quality

CMUX
Customer Multiplexer

GSA
Global Services Australia

HP
Hewlett Packard

IBM
International Business Machines

MDR
Mediation Device for RIM

MOLDS
Modem On-Line Diagnostic System

MRT
Microprocessor Robot Tester

PC
Personal Computer

RIM
Remote Integrated Multiplexer

SCC
SULTAN Communications Controller

SULTAN
Subscriber Line Testing Access Network

SULTAN application
Suite of software programs that control the SULTAN system.  These include the SULTAN SCC, SULTAN XCC and CLIQPC as maintained by IBM GSA.

SULTAN system
Computers (HP mini’s, PC’s), networks (CND-B, Austpac, PSTN), line test devices (MRT, MTU, TAU, CTU, TAC), operating systems (HP-UX, Windows NT), tools (Oracle, Corba) and application (SULTAN SCC, SULTAN XCC, CLIQPC).

XCC
Translation (X) Communications Controller

autonumlgl 
Support Procedure

autonumlgl 
Diagnose Fault

SULTAN is an extensive system covering several major components.  Level 2 support personnel at SULTAN Operations must first identify which major component is faulty.

autonumlgl 
Determine Support Group

Several groups provide level 3 support to the SULTAN Operations group.  These include Hewlett Packard, IONA, Oracle, IBM GSA and several network support groups within Telstra.

Only SULTAN application specific faults should be directed to the level 3 support personnel in the SULTAN, MOLDS & MDR team in IBM GSA.

Refer to the SULTAN Support Plan, ps0028/as-05-002, for a comprehensive list of support contacts for the SULTAN system.

autonumlgl 
Contact Level 3 Support, IBM GSA

Before contacting IBM GSA further analysis of the fault should be carried out.  Determine which component within the SULTAN application suite appears to be faulty and use section 6 below to determine the appropriate person to contact.

The list of level 3 application support contacts for each SULTAN component are given in order of first, second and third preference.

During business hours attempt to contact the support personnel in the order listed.  Call the second contact only if the first contact is not available.  Similarly, call the third contact only if the second contact is not available.

The pager should only be used where a severity 1 or severity 2 fault has been identified and only where all other attempts to restore service have failed.  When paging always allow 30 minutes for a response before paging again.

autonumlgl 
Assign SOLVE Docket to IBMSULTAND

IBM GSA require a SOLVE docket id before being able to assist in service restoration and fault resolution.

Where practical the SOLVE docket should be assigned to the IBMSULTAND queue.
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Level 3 Support Contacts

autonumlgl 
Machine Interface Faults


Level 3 Contact
Business Hours
Pager/After Hours

1st
Geoff Conway
(03) 9693 4538
(03) 9625 1655

2nd
Steve Davies
(03) 9693 4557


3rd
Paul Luu
(03) 9693 4387
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Tester Interface Faults


Level 3 Contact
Business Hours
Pager/After Hours

1st
Geoff Conway
(03) 9693 4538
(03) 9625 1655

2nd
Steve Davies
(03) 9693 4557


3rd
Paul Luu
(03) 9693 4387
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CLIQ Interface Faults


Level 3 Contact
Business Hours
Pager/After Hours

1st
Geoff Conway
(03) 9693 4538
(03) 9625 1655

2nd
Steve Davies
(03) 9693 4557


3rd
Paul Luu
(03) 9693 4387
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CLIQPC Faults


Level 3 Contact
Business Hours
Pager/After Hours

1st
Geoff Conway
(03) 9693 4538
(03) 9625 1655

2nd
Steve Davies
(03) 9693 4557


3rd
Paul Luu
(03) 9693 4387
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AXE Node Faults


Level 3 Contact
Business Hours
Pager/After Hours

1st
Geoff Conway
(03) 9693 4538
(03) 9625 1655

2nd
Steve Davies
(03) 9693 4557


3rd
Paul Luu
(03) 9693 4387
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System 12 Node Faults


Level 3 Contact
Business Hours
Pager/After Hours

1st
Geoff Conway
(03) 9693 4538
(03) 9625 1655

2nd
Steve Davies
(03) 9693 4557


3rd
Paul Luu
(03) 9693 4387


autonumlgl 
MRT Faults


Level 3 Contact
Business Hours
Pager/After Hours

1st
Geoff Conway
(03) 9693 4538
(03) 9625 1655

2nd
Steve Davies
(03) 9693 4557


3rd
Paul Luu
(03) 9693 4387


autonumlgl 
RIM Faults


Level 3 Contact
Business Hours
Pager/After Hours

1st
Geoff Conway
(03) 9693 4538
(03) 9625 1655

2nd
Steve Davies
(03) 9693 4557


3rd
Paul Luu
(03) 9693 4387


autonumlgl 
CMUX Faults


Level 3 Contact
Business Hours
Pager/After Hours

1st
Geoff Conway
(03) 9693 4538
(03) 9625 1655

2nd
Steve Davies
(03) 9693 4557


3rd
Paul Luu
(03) 9693 4387


autonumlgl 
All Other SULTAN Application Faults


Level 3 Contact
Business Hours
Pager/After Hours

1st
Geoff Conway
(03) 9693 4538
(03) 9625 1655

2nd
Steve Davies
(03) 9693 4557


3rd
Paul Luu
(03) 9693 4387
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