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1 Introduction

1.1 Objective

This document provides an overview of the process used to provide support for the SULTAN system.  It includes a brief description of what the SULTAN system is,  the SULTAN architecture, the teams involved within the support process and lists the contact information for each of these teams.

1.2 Scope

This document does not provide detailed information of the support processes used by any of the individual support teams.  Documents available for the processes used by the SULTAN Operations and Development groups are listed in the SULTAN Support Plan.

1.3 SULTAN Overview

SULTAN (Subscribers Universal Line Test Access Network) is Telstras 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. 



Hardware Overview
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Figure 1 : SULTAN Internal Network Architecture

There are several major software components within the SULTAN application and these are described below.

The SULTAN Translation Communications Controller (XCC) provides operation staff system configuration utilising a Web interface.  It also responds to user and translation requests from the SCC.

The SULTAN Communications Controller (SCC) provides machine, tester and CLIQ user access to SULTAN facilities.  It switches requests to the XCC for user login and number translation and to various network technologies to perform line tests.

The Interface Communications Controller (ICC) is a software process within the SCC that provides and interface to X.25.

The Customer Line Insulation Quality for the Personal Computer (CLIQPC) provides a bulk line test facility.  It is used to gather and submit large numbers of service information to SULTAN for line testing.

2 Problem Flow

2.1 Process Overview

The standard Telstra Problem Management System, SOLVE, forms the basis for the management of all problems experienced within the SULTAN production environment.

In it's basic form, the support process for SULTAN is depicted in Figure 2-1 and proceeds as follows:

1. 
When a user experiences a problem, they contact their local Peer Support representatives for assistance.  These representatives consist of the normal Service Delivery personnel as well as specific user (Service Assurance)  personnel.     The aim is to filter out general (simple) user queries and local support problems on site.

2. 
When it is not possible to resolve the problem or answer a query on site, the local support representatives contact the IT Help Desk (1800 654 033) to raise a SOLVE docket.

3. 
The IT Help Desk has been supplied with a script to determine the most likely area in question (eg. on-site problem, network, application systems, SULTAN itself).  


If it is determined that it is an on-site problem ( eg LAN, gateway, PC) the docket is assigned to the support group responsible for the on-site problem


If it is determined that the most likely area is network, the docket is assigned to the Network Control Centre (NMC).


If it is determined that the most likely area is related to any of the host systems (Application Problem), the docket is assigned to the appropriate application User Support area (e.g VPCC, TADA, TestBot, DayROLF, FuturEDGE, S*P)

If it is determined that the most likely area is SULTAN, or if the Help Desk is unsure, the docket is assigned to the Level 2 - SULTAN Operations (ISULTAN) for further investigation.

4. 
SULTAN Operations will handle all SOLVE dockets that relate to Business Functionality or user query related issues.  Any application specific issues or queries that cannot be resolved by the SULTAN Operations areas are reassigned to the Level 3 - SULTAN Support (IBMSULTAND#1) for subsequent analysis.



5. 
SULTAN Development will resolve all application issues related to technical or operational problems that cannot be resolved by Tier 2 SULTAN Support. After the fault is resolved, SULTAN Development will update the SOLVE docket with resolution details, place the docket into "RESOLVED" status and refer the docket back to SULTAN Operations for subsequent follow up with the submitter before it is closed.

6.   If  SULTAN Development determine that the problem can only be resolved by a a coding change within SULTAN, the docket will be referred to Level 4 - SULTAN Development  (IBMSULTAND).      SULTAN Development will analyse the nature of the changes and implement fixes according to Business Critical Change Management processes and other Business requirements and directives.  

7. 
The SULTAN Operations group is responsible for confirming all fixes with the users and closing the SOLVE dockets.

8. 
If some other Telstra Support group identifies a problem that is to become the responsibility of SULTAN, they are to report the problem to the IT Help Desks who will assign the docket to Level 2 SULTAN Operations (ISULTAN).
9. 
If the normal Problem Management process fails to resolve problems within agreed time frames, the SULTAN Operations group will conduct the SULTAN Escalation Process (as outlined in Section 2.2 "Escalation Overview" of this document) to ensure appropriate notification is carried out and a more focused resolution process is initiated.

10. The SULTAN Operations group has responsibility for end-to-end problem monitoring.

11. Transfers of Severity 1 and 2 problem dockets must be accompanied by a phone call to the appropriate support group.  Transfers of Severity 3 and 4 dockets do not require an accompanying phone call to the receiving group, but can be done as a matter of courtesy.

2.2 Escalation Overview

A problem escalation process for SULTAN has been established and incorporates both the Telstra Problem Management process and the Internal SULTAN problem escalation process.  

The normal Problem Management process is followed until a milestone is reached (as outlined in Figure 2-2  "Time triggers for Escalation").  Each support tier within SULTAN has a single source for escalations who will determine (taking full responsibility) whether the escalation process is necessary.

Escalation, once invoked, will be forwarded onto a Problem Manager who resides within Problem Management.   The escalation process allows for revision of diagnosis, mobilisation of extra resources if required, and ensures adequate advice to specified management representatives.  Escalation further allows problem diagnosis, "work around" and  resolution to be conducted by various groups in parallel and under centralised control.

Escalation ensures that problems are addressed in the most timely and organised manner.


Severity 1
Severity 2
Severity 3
Severity 4

Level 1
15 minutes
15 minutes
2 hours
1 day

Level 2
15 minutes
15 minutes
2 hours
1 day

Level 3
2 hours
4 hours
10 hours
2 days

Level 4
5 days
10 days
15 days
30 days

Total
5 days
10 days
15 days
30 days

Figure 2-2  -  Time Triggers for Escalation #1
2.3 Support Group Organisation

Figure 2-3 outlines the current groups involved in the support of SULTAN organised into their respective support levels.
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Figure 2-3  -  Groups involved in supporting SULTAN

3 Contact Information

Table 3-1 lists the current support contacts for SULTAN together with their role, SOLVE identifier, after hours and escalation contact information.

Group and Role
SOLVE Identifier
Phone No.
After hours /
Escalation contact

IT Help desk 
Central answering point for all problems - log initial SOLVE docket and direct to appropriate support group
N/A
1800 654 033


Problem Management
Problem manage severity 1 and 2 problems.

Produce Significant Outage Reports.
N/A
(03) 9253 8800
Business Hours:

07:00 to 18:00 Monday to Friday

Escalation:

(03) 9253 8800

SULTAN Operations (Level 2)

Provide day-to-day Business and Functional Operations support for all SULTAN users.


ISULTAN
1800 639 262


Business Hours:

08:00 to 16:30 Monday to Friday. 

After Hours: 

Primary Mobile
Secondary Mobile

0417 052 143
0417 535 708

Escalation:  

Barry Newham
Mobile

(03) 8549 0718
0418 381 779

SULTAN Support (Level 3)

Provide operational and technical support for SULTAN applications only.

Provide analysis of application problems experienced with the current production version of the SULTAN applications.


IBMSULTAND
IBMMOLDSD
Geoff Conway
03 9693 4538
Business Hours:

09:00 to 17:30 Monday to Friday.
After Hours:
Pager
Mobile

(03) 9625 1655
0401 149 529

Escalation:
Steve Davies
Mobile

03 9693 4557
0401 140 718


SULTAN Development (Level 4)

Perform coding changes to SULTAN applications.

Develop new versions of SULTAN applications.
IBMSULTAND
IBMMOLDSD
Paul Luu
03 9693 4387

Business Hours:

09:00 to 17:30 Monday to Friday.
Escalation:

Steve Davies
Mobile

03 9693 4557
0401 140 718


#1 Note that MOLDS application specific issues or queries that cannot be resolved by the SULTAN Operations group are reassigned to the Level 3 - MOLDS Support (IBMMOLDSD) for subsequent analysis.  MOLDS is on prioritised services maintenance.


#1 Refer to ITSA for overriding SLA’s for Full Services applications.
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