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1 Introduction

The Service Delivery Platform (SDP) is a Web 2.0 based platform for delivering services. This platform
supports service delivery and collaboration between customers and Service Partners.

Scope

This document provides an outline of the features of the Service Delivery Platform. The topics include
accessing deliverables, viewing the current status of the services, and communicating with the Service Partner.
The intended audience: customers who are engaged with Service Partners for Professional Services.
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2 Overview of Service Delivery Platform

The Service Delivery Platform enables you to view the status of the service delivery, acquire the generated
reports and other deliverables, and communicate with the Service Partner. The user interface provides the
following:

o Dashboard Page

e Services Page

e Engagements Page
e Collaboration Pane

Dashboard Page

The Dashboard page is the home page of the Service Delivery Platform: it provides access to the deliverables
of recently executed services. All deliverables can be viewed and printed from this page.

The left pane of Figure 1 shows an example of a deliverable from an engagement:

e GTT EMEA Unified Communication Optimization is the selected engagement; the green dot
shows this engagement has completed.

o EMEAReport is a report from this completed engagement.

MeGuire

NETWARES

‘ Services ‘ ‘ Engagements Grr

Engagement: l EMEA Unified Communication Optimization v J Announcements

| GTT EMEA Unified C... I HE |

Welcome
to the
Service Delivery Platform

EMEAReport.doc

Printylash @| [T e0———— 4% | o

Here you can interack and
collaborate throughout vour services
experience,

Take some time to explore and
learn about the features that are
available to you here,

Advanced Services : E Cnline Training

i New Services

Service Nama
Security Planning and Design Guidance Serwi

Data Center Planning and Design Developm

GTT EMEA Unfied Communication Optimization Data Center Planning and Design Guidance

Assessment U Planning and Cesign Guidance Service

UC Planning and Design Developrment Sarvic)

Figure 1 Dashboard Page
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Services Page
The Services page provides details of the available services from the Service Partner.

e The Services List pane shows a catalog of the available services. Clicking a service shows the
description of the functions and value of the service, and other information that can be downloaded
and saved to your local computer.

e The Collaboration pane supports interactive communication with your Service Partner. This pane is

accessible on the Services and the Engagements pages. For more information, see Collaboration Pane
on page 6.

MecGuire GTT
5o ] ... [—
P

Calalog List Rating [E] Costsci [T Company [ Expar— S Gtmtus % B T 4 °
T AP 0T Profersional Sarsices e o s

v @ @
T AP SHEA Seniices
Flzid MNofioe Senvioe
'

Q{ | Unified Communicaion Ommizssion Assessment

Figure 2  Services Page

Engagements Page
The Engagements page provides details about engagements and Service Partners.
e The Engagements List pane provides selected details about engagements:
o0 All Engagements: a list of all services that have been engaged, both in process and complete
0 Open Engagements: a list of the services that have been engaged but not yet completed
o0 Completed Engagements: a list of the engagements that have completed

e The Collaboration pane supports interactive communication with your Service Partner. This pane is
accessible on the Services and Engagements pages. For more information, see Collaboration Pane on
page 6.
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Figure 3  Engagement Page

Collaboration Pane
To ask questions or discuss other important issues, the Services page and the Engagements page provide real-

time access to your Service Partner via Collaboration.
The Contacts tab provides communication with your Service Partner. You can click to chat, email, or
instantly meet your Service Partner at any stage of the service: start of service, actions, and delivery

phases.
The Alerts tab provides on-screen alerts of any escalations or alarms that need your attention.

The Issues tab allows you to open a case with the Collaborative Professional Service support team.
When an issue is created, expect a response in 24 — 48 hours.
Figure 4 shows an example of the Collaboration pane.
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Figure 4  Collaboration Pane
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3 Access Service Delivery Platform

To access the Service Delivery Platform, the Service Partner must send you the IP address, username and
password for logging in. This email will be delivered after a service has been engaged.

Accessing the Service Delivery Platform may also require online registration. The instructions follow.

3.1 Register and Log In

1. Review the email you received from the Eromitsyste’rz@cgmpany-com ]
- mal oIsystem@company .com
Service Partner and note the URL. Sent: Wednesday, March 24, 2010 7:57 AM

To: mariar@gtt.com
Subject: Requesting customer user registration
for service platform.

Partner "GTT" has registered Customer “McGuire
Networks®™ with VSX Platform with you as customer
user.

Please register with Service Platform at
http://111.111.111.111/VSE/company . html#type=cust
omer&key=001

2. Gotothe URL and log in.

3. If you are not yet registered, a message will
be displayed as shown. Hit the OK button.

If you are already registered, the Dashboard

page will open. Refer to Dashboard on page You sre ot Reghitand st BOP Descatd Tor
9. Ragistration by Clching on Regirter Button o
Loght ai & Jrowit
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4. You will be returned to the Login window.
Hit the Register button.

5. The User Registration window will open.

o Fillin the missing information and hit
the Register button. An asterisk “*”
indicates which information is required.

The information that is grayed out
cannot be changed.

6. After completing registration, a dialog
indicating success will be displayed. Hit the
OK button.

The Service Delivery Platform will open to
the Dashboard page, which is described in
the next section.

User Registration

First Marme:

Last Mame:

Job Title: *

Address:

City:

State/Province:

Country:

Contact Murnber:

Ermnail:

Uear bas bawn socce i sfully regintersd wah S08,
Chik on Logn to Bipa In,
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Dashboard

This section describes the Dashboard, the home page.

McGuire

NETWANRE

‘ Services ‘ ‘ Engagements Grr

Engagement. [ EMEA Unified Communication Optimization | ‘|\l Announcements
]
¥ EMEA Unified Ci fion O izatis o ¥
GTT EMEA Unified C... @ BE
' EMEA Field Notice Het 1
EMEAReport.doc . . Welcome
EMEA Field Notice Net 2 tO the

EMEA Unified Communication Optimization Net

Service Delivery Platform

Here you can interact and
collaborate throughout your services
experience,

Take some timme to explore and
learn about the features that are
available to vou here,

Advanced Services 1 r Cnline Training
i New Services
Service Nama
Security Planning and Design Guidance Servi

Data Center Planning and Design Developm

GTT EMEA Unfied Communication Optimization Data Center Planning and Design Guidance

Assessment UZ Planning and Design Guidance Service

UC Planning and Design Developrent Servic

Figure 5  Dashboard—Customer Home Page

e Engagement is a drop menu that lists the available services. The selected service will be displayed in
the left pane. If a deliverable is available, it will be displayed in the center field. In this example,
EMEA United Communication Optimization was selected.

o Inthe left pane, GTT EMEA Unified is the engagement and EMEAReport.doc is the deliverable of that
service. The green circle shows that the engagement is complete and the deliverable is available. A red
circle shows that the engagement is still in process.

o A deliverable is displayed after it is published by the Service Partner.

The upper corners of the window show the logos of the Customer and the Service partner. In this example:
o  McGuire Networks: Customer (left corner)
e GTT: Service Partner (right corner)
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5 Services

The Services window provides information about the available Delivery Services from the Service Partner.

For information about the Collaboration pane, refer to Collaboration on page 16.

To view the Services page, select the Services tab. The catalogs can be expanded as shown below.

Pl Gusire

e orr

_ _
Catalog List |:| Conmtact EI Company amp- ] Stmtus o - o ot

T A O Profarsional Sarsices e St o= i s

¥ AP ouEasmices
| P noce Sevice

[&‘l | Unifed Commonication OpSimization Assessmens

Figure 6  Services Window
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The Services List shows the catalogs of the types
of available services from the Service Partner.

e The adjacent figure shows the catalogs
expanded.

e To view the details of a service, highlight
and click the desired item. In this example,
Field Notice Service is selected.

After selecting a service, information is _
available under two tabs: Service Overview and i Services
Resources.

e Service Overview provides a description of
the service and the benefits it provides.

Service Overview | Resources [l Related Services

[r]

We release Field Notice alerts to our customers whenever a significant technical issue is
discovered with one of our products (this does not include security vulnerability-related issues). The:
alerts enable oo to take the y action when their network is impacted, such as an
equipment upgrade or work-around.

The Field Notice Report helps customers to more effectively address both historical and future Fiel
Notice alerts through a consclidated view of all alert activity. In addition to back-up notification of all
alerts, the report also provides a customized analysis to identify if and how the customer is impacteq
by each Field Notice. The report is ted through collection of network inventory which
compared to Field Notice data.

The Field Notice Report provides:
* An assessment for each Field Notice based on the number of devices and cards affected
* Confidence level indicators (high, medium and low) that identify the magnitude of the impact
* Impact statements to address each Field Notice
* R ] on how the cust fshould add the Field Notice
Armed with this report, network administrators have access to the all information they need to
conduct timely assessments of each Field Notice that could impact their network, and then take the
necessary actions to mitigate the risk. Actions might involve configuration modifications, changes in
software versions, or potential RMA.

4 {110} »

[«]
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Resources provides access to details about the
selected service. The details are categorized as
follows:

Methodology: an outline of how processes
are delivered

Technical Library: technical reference
information, such as user guides or topology
diagrams

Sales and Marketing: presentations about
the service and report samples

Tools: access to software related to the
service, such as collecting and analyzing
data

Documents and Templates: documents,
forms and templates related to the service

Training: informative material about using
the service

The information provided under Resources can
be downloaded and saved to your local drive. To
do so:

1. Highlight and click the desired item.
2. A dialog window will open, querying where

to save the selected file.

MeGuire

~ Dashboard .

Field Notice Service =
|
Resources | Related Services o
Msthodology
Fila Nama Flla Dascription

Field Motica Report Implernentation Mathodalog Field Motice Repart Implemantation Methadolag

Technical Library
Sales and Marksting

Documents and Templates
Training

McGuire

Services

Dashboard

Field Notice Service
¢
Resources Related Services t
Mathedology
Fila Name File Description

Field Nﬂﬂc’?:}iéppc{t-'imﬂlforpemﬁﬁ'&pn--Ma‘thndqlqg; Fiald Motice Report Implementation Methodalog

Select location for download by 192.168.11.138

Save in | [ﬂ:] My Documents

"| o ¥ M-

= | Downloads
i @Mv Music
@MY Pictures
My Shapes
Iy Wideos

tdy Recent
Docurnents

-4
H
=

®

Desktop

.

My Dacuments

@

Log 4y Computer

RAYERASWAF | File name: |\ ResourceFile.doc v| [ Save ]

Transfer

Save as type: |AII Files [".") v| [ Cancel ]

by M etwark

\Warning; This file may be an executabls program or contain malicious content, use caution
before saving or opening.
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6 Engagements

The Engagements page provides the current status of your engagements with your Service Partner. Completed
engagements are also displayed.

The Engagements List pane shows a list of the Engagement in groups: All Engagements, Open Engagements
(services in the process of being delivered) and Completed Engagements (services that have been delivered).

To view service engagements, select the Engagements tab.

. . oTT |

[E Contact |[E] [ Exper... [ Status 9 B fm 4 |

Engagements List
All Engagements

Open Engagements
Completsd Engagements
[] Engagament Namea i@ Start Date i@ Engagamant Status

Figure 7 Engagements Window

To view the current status of an Engagement, select

and click the desired service. I e

EMEA Unified Communication Optimization [ 04/0%/2010

Sample — R. C. Ayeras Page 13 of 18



Delivery Service Platform
Customer User Guide

The Overview tab shows a summary of the selected  wiccuire

Engagement. Dashboard H Services |

Engagement Detalls - 3 - EMEA Unified Communication Optimization

Overview Wl Action Plan Deliverables

The Action Plan tab shows the status of an MeGuire
engagement in two forms: e S

e Alist showing the Action, the Owner Role, and
current status: pending (action required); in
progress; completed; not available.

Engagement Details - 3 . EMEA Unified Communication Optimization

Project Start: 04/09/2010

Not available indicates the action will not be Projeet Enc: 040012010
executed until the previous action has been _Ljlajlaiie
executed. Actlons Owner Rols State == e
; vEuc audit and Assessment Serv s
e A Gantt chart view. e e

P

_] Configure the Service for f Partner
] Activate Service Partner
] Ex=cute the Service

] Cizco Reviews Report and | Cisco

] Partnar Reviews Repart an Partnar
_] Custamner Reviews Final Re Custamer

_JEnd Cisco

The icons indicate the current status of each step of Task complete

the engagement. Action is required

Waiting for previous task to complete

[l =N <]

Not available indicates that task is processed by Not available

who is listed under Owner Role.

—|
You can also hold the cursor over a Gantt icon to = EREElH ser e

. th t stat From: O3/27/2010 Q0:00
VIEW The current status. Tor 03F28/2010 00:00

————
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When you are notified by the Service Partner, the
engagement has been set up for automatic delivery.
No actions are required from you to execute the L =a

Do your want tn perform this action?

engaghttps://mail.google.com/a/dslextreme.com/?A
uthEventSource=SSO - inboxement. The only
action that could be required from you is reviewing
a report.

1. Inthat case, Customer (you) would be listed
under the Owner Role for that action.

2. Click the action button under State. A dialog
opens to confirm this action. Hit OK, and the Ativanced Services
report will be presented.

3. Close the window after viewing the report. The
view returns to the Action Plan tab, showing
the current state of the engagement.

The Deliverables tab lists the deliverables that were MeGuire
published for the selected engagement. To viewthe | Dashboard || Services |

report, double-click the report.

The report will open in the window; it may take a
few minutes before the report is available. overview | Action Plan | Deliverables

GTT EMEA Unified C.. @

EMEAReport.doc

Print@flash \@ i TG ———)

EERAEEFEE
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7 Collaboration

The Collaboration panel enables real time communication with the Service Partner and provides updated
notifications about the engagement. The Collaboration panel is accessible from either the Services Page or the
Engagements Page.

e The contact names are listed with icons to click for communication: chat-line, email, or online
communication. Should issues occur, Alerts and Issues are reported on this panel.

The instructions follow:

Collaboration

o e i D1 O oo e
1. Log into the Service Delivery Platform and

lcteitrer e Seress aborthe | [

Engagements tab. |

The Collaboration pane will be on the right 8 © corset @ compeny  [DEger. [ saue & B @ 0 |
I won  om v online

side of the window, showing the contact
name(s) and the current availability.

e Green circle: currently available
e Red circle: not currently available

2. Select the option for communication: click
the circle underneath the icon.

¢ Chat dialog
o Email

Communication via computer phone or video
will be available in a future release.

L
* This fiure shows th chat dialog: real-ime

communication.

Chat on 03F210
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e This figure shows sending email to the
Service Partner.

Alerts

Alerts notifications are generated when an event
is identified by the system, and to provide status
updates when an Issue has been submitted (refer
to Issues on page 18).

Oyl s 2 2
-~ |Hﬂugw.|_mt Opticns  FormaiTet  Addins  Adobe PDF 0

Untitied - Message (HTH. - =

Ly 1 - i a e |
;;ll Ly J-n:E|‘rEE-E"iiiFillfm- 9
A | ] || (Ontiens) Spesing ‘
Cupboard || BasicTet - Prootiig
[Tﬂ»... ]mm@nm
[=1
i [ e ]
Subject |
a)

Collaboration

Alarts
[ Alert1d  |[] Alert Nam) 3] Status | Creation L[] Expectad | Categ..

|E| Actlons
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Issues
Should an issue or problem occur, a case can be  |[EE e
submitted that will be handled by the { Contacts
Professional Services (CPS) support team. To j Alorts
submit a case:  lseuos gy
1. Go to the collaboration pane and hit New '
|SSU€. Title (256 characters max): % service

Dezcription [S000 characters max): % issug

2. A dialog box will open.

e Inthe Title text field, enter a brief
description of the issue.

¢ Inthe Description text field, enter the
details of the issue: the problem, when
and how it occurred, what actions were
taken before it occurred, the effects of
the problem, etc.

3. After entering all the information, hit the
Submit button.

The message is delivered to the CPS support
team; expect a response in 24-48 hours.

| Mew Issue |

Status updates will be listed under Alerts.

Customer Support
For technical assistance or other issues, contact customer support at support@company.com.
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